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A1/2025 | Obligation 154AA (2024) Update BW’s
(B2) - Busselton Water should add a website to
, fact sheet or equivalent on the include
Water Services Code of website to provide the required information
Conduct (Customer Service | information about Part 9 of the pertaining to
Standards) 2024 Clause code (preserved supply register). the Preserved
52(3) Supply
Register —_
A licensee must ensure that including how _8
the specified information customers g
about Part 9 may be can apply to %]
obtained from its website. be registered @
and BW 5
» Stantec could not locate obligations. 9
the specified information o
about the preserved supply g ©
register on Busselton C |
Water's website. As |2
=2 | &
A2/2025 | Obligation 191 (B2) Conduct a
, + Review and update the Family review and
Water Services Code of Violence Policy. The policy update the
Practice (Family Violence) requires improvement to fully Fgmily
2020 Clause 5(1) satisfy the requirements of Water | Violence
i Services Code of Practice (Family | Policy to
The licensee must have a Violence) 2020 Clause 5(1). provide more
family violence policy that detailed
sets out the matters information.

specified in clause 5(1).

» Stantec considers that the
policy does not fully address
the matters specified in
clause 5(1) of the code of
practice leading to non-
compliance with this
obligation.

» Specifically, Stantec have
identified the following gaps in the
policy that will need to be
addressed:

- A process by which the account
of a Customer Affected by Family
Violence (CAFV) can be identified
by employees without the need
for customers to repeat details of
the issues

- How and when information
about external services offering
support is to be provided to the
CAFV.

- How the info obtained from a
CAFV is protected.

- The circumstances a CAFV is
taken to be experiencing payment
difficulties or financial hardship.

- How Busselton Water will deal
with debt management and
recovery in relation to a CAFV
account.
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A3/2025 | Obligation 191 (B2) Update BW’s
P ‘Our
. e Include a family violence
Water Services Code of section in ‘Our Customer Customer
Practice (Family Violence) Commitments’ with a Cqmmltments
2020 Clause 5(1) statement that Busselton f[oflnclucti.e
The li h Water will not request written information
e licensee must have a evidence of family violence regarding
family wo:]ence policy that from a customer unless fa_mlmly
sets pyt t.e matters evidence is reasonably violence.
specified in clause 5(1). necessary to enable
Busselton Water to assess
« Stantec considers that the a:propriate debt
policy alone does not fully management and recovery
address the matters measures
specified in clause 5(1) of '
the code of practice leading ©
to non-compliance with this * Q
obligation. %) g
= @
A4/2025 | Obligation 197 (CN/R) Create a
P Family
, e A family violence procedure ,
Wate( Serwce§ que of should be produced and Violence
I;re;ct/ci (Family Violence) included in the Customer Prc;:?edrl:re to
020 Clause 9 Service Procedures manual ‘l'D‘”t m(; e
Wh ¢ frocted to guide customer support roce Iurte
en a customer atecte staff when providing support manua’s to
by family wglence first to a customer affected by prqwde
cont.acts a licensee al?out a family violence. This gmdancg on
phartllcculﬁr matlter rela:‘lng to procedure should address: - sulpportg?g
;[. € family V|ot§n;:e, t t?\ What information to provide vu r;era €
foensee mustiorm e || (suppont servies,complant | Susomers
rocedure, financial hardshi
and operation of the P P) BW’s
licensee’s complaints ~ When to provide the information obligations.
procedure under clause 46
of the Water Services Code | _ {4y information obtained will
of Conduct (Customer be protected
Service Standards) 2018. - Allocation of a case manager
* There is no documented
procedure for customer
service staff to follow with ©
respect to family violence " Q
cases. %) g
= 1)




