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1 Purpose
This Standard sets out Hunter Water's commitment to effectively managing and resolving customer
complaints.

It explains how we make sure our approach follows regulatory requirements and aligns with the
Australian/New Zealand Standard AS / NZS 10002 - 2022 Guidelines for Complaint Management in
Organisations.

Our aim is to handle every complaint in a consistent, fair, efficient and timely way, in line with Hunter Water’s

This document explains how we:
= Make it easy for customers to lodge a complaint and track its progress
= Acknowledge and respond to com
= Assess and investigate complaints
= Support customers and staff through the process
=  Work towards fair and timely resolution
= Prioritise the safety and wellbeing of customers and staff

= Use complaints as opportunities to improve our services

2 Scope
This Standard applies to all Hunter Water staff who receive or manage customer complaints. Complaints
may be about our products, services, staff (including contractors and vendors) or our processes.

It does not cover staff grievances or code of conduct matters, which are managed through separate
processes.

This Standard should also be read alongside Hunter Water’s other related policies, standards, as well as
requirements set out by Independent Pricing and Regulatory Tribunal (IPART), the Customer Contract and
the Operating Licence.

3 The Complaints Process

3.1 Making it easy for customers to lodge a complaint and track its progress

Hunter Water takes a people focused approach to complaints. We aim to make it simple for customers to
lodge a complaint, provide information and track progress.

Anyone can make a complaint through the following feedback channels:
= Phone
= Email (direct or via our general enquiries email)
=  Website (general enquiry online form or complaint form)
= In person
= Mai
= Feedback in our customer surveys and systems

Where possible, we try to resolve complaints at the first point of contact. If this isn’t possible, the complaint is
recorded in our complaints management system, which tracks the process from start to finish. Customer data
is handled in line with and
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3.2 Acknowledging and responding to complaints

When a complaint is logged, we send an acknowledgement to the customers preferred contact method,
within 3 business days.

This includes:
= A Complaint Case Identification (ID) Number
=  When the customer can expect to hear from us next
=  Whether the next update will be a resolution or an update on progress
= Key contact details to follow-up

If a complaint is made by phone or in person, the Case ID is given immediately.

3.3 Assess and investigate complaints

All complaints are assessed and investigated to understand what happened and decide what action is
needed.

We consider:
= How serious, urgent or complex the complaint is
= Any risks to health and safety
= The impact on the customer
= Any reputational risks
= Risks of delaying resolution
=  Whether multiple internal stakeholders or other organisations are involved

The level of investigation will depend on the circumstances of each case and any relevant statutory
requirements that may apply.

3.4 Support customers and staff through the process

We aim to act fairly, respectfully, and reasonably in every complaint. For complex complaints involving
multiple internal stakeholders our organisation, we coordinate communication, so customers receive clear
and consistent updates.

We aim to:
= Keep customers informed at every stage
= Provide realistic timelines and explain any delays
= Set clear expectations on next steps and outcomes

= Proactively update customers on significant changes throughout the journey of the complaint, even
if there’s no immediate resolution.

3.5 Work towards fair and timely resolution

At the end of the investigation, we contact the customer with the outcome using the appropriate or preferred
method of contact.

We will:

= Explain the decision and any actions taken (or why full details can’t be shared, e.g. privacy
reasons).

= Give reasons for our decision

= QOutline any remedies of resolutions offered
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Not all outcomes may be able to be resolved to the customers satisfaction. If a customer is not satisfied, they
can request an internal review. If they still believe their complaint hasn’t been handled fairly, they may
contact external independent resolution from the Energy & Water Ombudsman NSW (EWON) for
independent review.

3.6 Prioritise the safety and wellbeing of customers and staff

We do not tolerate aggressive, threatening, or disrespectful behaviour. If a customer’s behaviour is
aggressive, threatening, or repeatedly disrespectful, and it affects people’s safety, wellbeing, or fairness, we
may treat it as unreasonable conduct.

If behaviour is unreasonable, we may:
= Call out the behaviour and ask for respectful communication
= End a call if abuse continues

= Stop working on a complaint received through other channels if behaviour remains unacceptable

3.7 Use complaints as opportunities to keep improving our services

Complaints help us identify areas to improve. We encourage staff to suggest improvements to how
complaints are managed.

We continuously monitor and learn from complaints by:
= Tracking performance and customer satisfaction
= Using surveys and online listening tools
= Reviewing complaint data to identify trends and present repeat issues
= Recognising and rewarding good complaint handling
= Encouraging innovation and improvement ideas

All opportunities are reviewed through structured continuous improvement process.

4 Definitions, Acronyms and Abbreviations

For this standard, the following terms and definitions will apply:

Term Definition

Customer A person who interacts or uses Hunter Water’s products or services

Complaint An expression of dissatisfaction from a customer where they feel that
their expectations have not been met, and they expect redress

Complainant Any person, organisation or their representative (including clients,
consumers, service users) making the complaint

Complaint Management System that records the complaint information shared from and with the

System customer, tracks the investigation process and reports on the outcomes
reached.

EWON Energy Water Ombudsman of NSW. They are Hunter Water’s elected
independent external dispute resolution service for customers.

Complaint Identification The unique identification number provided by Hunter Water to the

Number (ID) customer.
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5 Associated Regulations and Standards

Document ID Document Title

Policy Privacy

Plan Privacy Management (Hunter Water)

Licence Operating Licence (Hunter Water)

Indicators IPART Operating Licence Performance Indicators
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