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Disclaimer

This document has been compiled in good faith by the Economic Regulation Authority
(Authority). The document contains information supplied to the Authority from third parties.
The Authority makes no representation or warranty, express or implied, as to the accuracy,
completeness, reasonableness or reliability of the information supplied by those third parties.

This document is not a substitute for legal or technical advice. No person or organisation
should act on the basis of any matter contained in this document without obtaining
appropriate professional advice. The Authority and its staff members make no
representation or warranty, expressed or implied, as to the accuracy, completeness,
reasonableness or reliability of the information contained in this document, and accept no
liability, jointly or severally, for any loss or expense of any nature whatsoever (including
consequential loss) arising directly or indirectly from any making available of this document,
or the inclusion in it or omission from it of any material, or anything done or not done in
reliance on it, including in all cases, without limitation, loss due in whole or part to the
negligence of the Authority and its employees.

This notice has effect subject to the Competition & Consumer Act 2010 (Cwilth), the Fair
Trading Act 1987 (WA) and the Fair Trading Act 2010 (WA), if applicable, and to the fullest
extent permitted by law.

Any summaries of the legislation, regulations or licence provisions in this document do not
contain all material terms of those laws or obligations. No attempt has been made in the
summaries, definitions or other material to exhaustively identify and describe the rights,
obligations and liabilities of any person under those laws or licence provisions.
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10.

11.

The Economic Regulation Authority (Authority) approves Ord Irrigation Co-
operative Ltd’s (OIC) Customer Service Charter (Charter) for irrigation and non-
potable water supply services.

The Authority has reviewed the Charter against the requirements of OIC’s
Operating Licence 37 (Licence) and the Authority’s Water Customer Service
Charter Guidelines (Guidelines) and notes the following:

Schedule 3, clause 2.1 of the Licence states that the licensee must have in place a
Charter that accords with the Guidelines.

Schedule 3, clause 2.6 of the Licence requires OIC to undertake a review of the
Charter at least once in every three year period. Similarly, clause 5.1 of the
Guidelines requires the licensee to undertake a review process at regular intervals
and within the required timeframe.

The previous Charter was approved by the Authority in January 2009.

In June 2011, the Authority wrote to all water licensees granting a 12 month
extension to their charter review periods. At the time, there was uncertainty as to
whether charters would continue to be required once the new water legislative
framework would take effect.

On 11 October 2012, OIC submitted a reviewed version of its Charter to the
Authority for approval. The Secretariat of the Authority provided feedback to OIC
regarding the amended Charter. OIC submitted the final version of its Charter to
the Authority on 2 September 2013.

The Authority finds that the review has been undertaken within the required
timeframe.

Under Schedule 3, clause 2.1 of the Licence, the Charter must accord with the
Guidelines. Clause 5.2 of the Guidelines further requires that the Charter comply
with all relevant legislative and regulatory requirements and be in line with the
licence requirements.

The Authority finds that the principles, terms and conditions, as set out in the
Charter, are generally consistent with relevant legislation and licence
requirements.

Clause 5.3 of the Guidelines requires that the licensee engage with customers
and/or their representatives in the review process.
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12. OIC has advised that it sent emails and faxes to all member and non-member
customers requesting comments on the Charter. Copies of the documents were
provided free of charge on request. OIC has advised it received two comments as
part of the consultation process. OIC further sought comment from the
Department of Water.

13. The Authority finds that, on the basis of the information provided, OIC undertook a
reasonable level of public consultation with regard to this review.

Accessibility

14. Schedule 3, clause 2.2 of the Licence states that the Charter should be developed
in ‘plain English’ and that it should address all of the service issues likely to be of
concern to customers.

‘Plain English’

15. The Authority finds that the accessibility of the Charter is generally sound.

Issues likely to be of concern

16. The Authority finds that the Charter is generally consistent with the licence
provision in covering all of the service issues likely to be of concern to OIC’s
customers.
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