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AcronymsGLOSSARY OF TERMS

Reporting Date: 18th November 2025
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FYTDFinancial Year To Date

WWWastewater

Storm Water

SLA

DWDrinking Water

DIADepartment of Internal Affairs

CSRCustomer Service Request

Service Level Agreement

CAMsCase Action Management System

Total Recordable Injury Frequency Rate

SIFR

TRIFR

SW

Customer Operations Group COG



C
U
S
T
O
M
E
R

A
C
T
I
V
I
T
Y

C
U
S
T
O
M
E
R

S
A
T
I
S
F
A
C
T
I
O
N

 *Also note that Report provides a snapshot in time. Analysis Date: 18/11/25
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(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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September Operations Report* - Regional

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.

Refer to council specific commentary.
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 *Also note that Report provides a snapshot in time. Analysis Date: 09/10/25
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①.  There has been a slight increase in reported network faults compared to the previous month.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance for urgent jobs is slightly outside the targeted timeframes for water, while remaining within targets for wastewater overflows.
④.  Resolution for urgent jobs is within the targeted timeframes.

⑤.  Attendance for non-urgent jobs is slightly outside the targeted timeframes.
⑥.  Resolution for non-urgent jobs is slightly outside the targeted timeframes.

⑦.  The number of leaks repaired has slightly decreased compared with the previous month.
⑧.  The backlog has slightly increased compared with the previous month.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints increased compared to the previous
month.
(III).  2 compliments were recorded this month.
(IV).  The duplicate rate for WCC decreased this month to 37%.

(V).  Customer satisfaction this month was 67%, with no change from the previous month.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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September Operations Report* - HCC
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 *Also note that Report provides a snapshot in time. Analysis Date: 09/10/25
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⑧        

①.  There has been a slight increase in reported network faults compared to the previous month.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance for urgent jobs is within the targeted timeframes.
④.  Resolution for urgent jobs is within the targeted timeframes.

⑤.  Attendance for non-urgent jobs is within the targeted timeframes.
⑥.  Resolution for non-urgent jobs is within the targeted timeframes.

⑦.  The number of leaks repaired has slightly decreased compared with the previous month.
⑧.  The backlog has slightly increased compared with the previous month.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints decreased from the previous month.
(III).  0 compliments were recorded this month.
(IV).  The duplicate rate for HCC decreased this month to 24%.

(V).  Customer satisfaction this month was 79%, with satisfaction rates higher for urgent jobs than for non-urgent jobs.
(VI).  This month, urgent customer contact within 15 minutes remained above target.
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September Operations Report* - PCC
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 *Also note that Report provides a snapshot in time. Analysis Date: 08/10/25
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①.  There has been a slight increase in reported network faults compared to the previous month.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance for urgent jobs is within the targeted timeframes.
④.  Resolution for urgent jobs is within the targeted timeframes.

⑤.  Attendance for non-urgent jobs is within the targeted timeframes.
⑥.  Resolution for non-urgent jobs is within the targeted timeframes.

⑦.  The number of leaks repaired has slightly increased compared with the previous month.
⑧.  The backlog has slightly increased compared with the previous month.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints were consistent with the previous
month.
(III).  0 compliments were recorded this month.
(IV).  The duplicate rate for PCC decreased this month to 19%.

(V).  Customer satisfcation this month was 69%, with a notacible increase from previous months.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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September Operations Report* - UHCC
 

C
U
S
T
O
M
E
R

A
C
T
I
V
I
T
Y

C
U
S
T
O
M
E
R

S
A
T
I
S
F
A
C
T
I
O
N

 *Also note that Report provides a snapshot in time. Analysis Date: 09/10/25
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①.  There has been a slight increase in reported network faults compared to the previous month.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance for urgent jobs is slightly outside the targeted timeframes for wastewater overflows, while remaining within targets for water.
④.  Resolution for urgent jobs is within the targeted timeframes.

⑤.  Attendance for non-urgent jobs is within the targeted timeframes.
⑥.  Resolution for non-urgent jobs is within the targeted timeframes.

⑦.  The number of leaks repaired has signifcantly increased compared with the previous month.
⑧.  The backlog has slightly decreased compared with the previous month.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate

0

5

10

■ Received  ■ Closed

September 2024 January 2025 May 2025 September 2025

0

1

2

■ Received       3 mths roll ave

September 2024 January 2025 May 2025

╴

■ Received       3 mths roll ave╴

(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints increased from the previous month.
(III).  0 compliments were recorded this month.
(IV).  The duplicate rate for UHCC increased this month to 26%

(V).  Customer satisfaction this month was 45%, down from the previous month with customers mainly dissatisfied with response to
non-urgent jobs.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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September Operations Report* - SWDC
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 *Also note that Report provides a snapshot in time. Analysis Date: 08/10/25
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①.  Reported network faults remained consistent with the previous month.
②.  The number of incidents are unpredictable and can vary significantly from month to month.

③.  Attendance for urgent jobs is within the targeted timeframes.
④.  Resolution for urgent jobs is within the targeted timeframes.

⑤.  Attendance for non-urgent jobs is within the targeted timeframes.
⑥.  Resolution for non-urgent jobs is within the targeted timeframes.

⑦.  The number of leaks repaired has slightly increased compared with the previous month.
⑧.  The backlog has slightly increased compared with the previous month.

(I) Customer Service Requests

(V) Customer Satisfaction (VI) Median Customer contact within 15 mins (Urgent CSRs)

NETWORK OPERATIONS GROUP

(II) Complaints Received

(III) Compliments Received

(IV) CSR Duplicate rate
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(I).  Customer Service Requests show a recurring seasonal
pattern, with peaks during the drier months when leaks are more
noticeable and likely to be reported.
(II).  Customer complaints decreased compared to the previous
month.
(III).  0 compliments were recorded this month.
(IV).  The duplicate rate this month decreased to 13%

(V).  Only two customers were surveyed in September and expressed dissatisfaction with Wellington Waters response.
(VI).  This month, urgent customer contact within 15 minutes remained well above target.
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