
Hard copies of this document are considered uncontrolled 
Trim: HWHW2015-1469/2/14.001 | Version: 3.0 | Date: May 2026 

 

 

Standard - Interest Charges on Customer Accounts [External] 

Page 0 of 3 

 

 

 

  

   

 STANDARD 
INTEREST CHARGES ON 
CUSTOMER ACCOUNTS 
[EXTERNAL] 
External 

MAY 2026 

 

 

  



Hard copies of this document are considered uncontrolled 
Trim: HW2015-1469/2/14.001 | Version: 3.0 | Date: May 2026 

 

 

Page 1 of 3 

Standard - Interest Charges on Customer Accounts [External] 

CONTENTS 
1 Purpose .................................................................................................................................................. 3 
2 Scope ...................................................................................................................................................... 3 
3 Key Element/Requirement .................................................................................................................... 3 
3.1 How often are bills issued ....................................................................................................................... 3 
3.2 When interest starts accruing .................................................................................................................. 3 
3.3 Authority to apply interest ........................................................................................................................ 3 
3.4 How the interest rate is set ...................................................................................................................... 3 
3.5 How interest is applied ............................................................................................................................ 3 
3.6 When can interest be waived .................................................................................................................. 3 
 

 



Hard copies of this document are considered uncontrolled 
Trim: HW2015-1469/2/14.001 | Version: 3.0 | Date: May 2026 

 

 

Page 2 of 3 

Standard - Interest Charges on Customer Accounts [External] 

DOCUMENT INFORMATION 
Version history 

Document review date is as per the Integrated Management System Standard (HW2013-421/22.002). 

Version Author Changes Approved By Date Approved 

1.0 Group Manager 
Retail 
Operations 

New standard Chief 
Customer 
Services 
Officer 

04/11/16 

2.0 Group Manager 
Frontline & 
Retail 

Review and minor edits Executive 
Manager 
Customer 
Services 

29/09/22 

3.0 Group Manager 
Retail & 
Customer 
Solutions 

Minor change to wording in section 3.6 Executive 
Manager 
Customer 
Services 

19/05/26 

Document control 

Document Owner Group Manager Retail & Customer Solutions 

Approvals Executive Manager Customer Services 

Key Document Details ☒ Public ☐ System Critical ☐ Legal/Reg Req ☐ Board Approval 

Previous Document 
Rescinded  

N/A 

 

Approved By Executive Manager Customer Services TRIM No  HW2015-1469/2/14.001 

Approved Date 19/05/2026 Version No 3.0 

Next Scheduled 
Review 

19/05/2030 

 

  

http://cmweb/trimct2/getdoc.aspx?uri=1516038


Hard copies of this document are considered uncontrolled 
Trim: HW2015-1469/2/14.001 | Version: 3.0 | Date: May 2026 

 

 

Page 3 of 3 

Standard - Interest Charges on Customer Accounts [External] 

1 Purpose 
The purpose of this standard is to explain when and how interest is applied to overdue customer accounts. 

2 Scope 
This standard applies to all customers who hold an account for water, recycled water, wastewater or 
stormwater services under the Customer Contract. 

3 Key Element/Requirement  

3.1 How often are bills issued 
Most customers receive a bill every four (4) months. Each bill must be paid in full within twenty-one (21) days 
of the issue date. 

3.2 When interest starts accruing 
If a bill is not paid by the due date, interest will begin to be added to the overdue amount. Interest continues 
to build up until the full amount is paid. 

3.3 Authority to apply interest 
Interest may be added to overdue accounts as allowed under the Customer Contract. 

3.4 How the interest rate is set 
The interest rate changes each year on 1 July. 
 
It is set at 4% above the cash rate last published by the Reserve Bank of Australia before 1 July. 

3.5 How interest is applied 
Interest is calculated daily from the day after the bill’s due date until the overdue amount is paid. 
Any interest that has built up will appear on your next bill. 
 
Interest is charged as simple interest, meaning you are not charged interest on interest. 

3.6 When can interest be waived 
Interest will not be added in the following situations: 

• If part of a bill is being formally disputed, interest will not be charged on the disputed amount until the 
dispute is resolved. 

• If a residential customer is identified as experiencing vulnerability and is on a personalised 
support plan will not be charged interest, as long as they keep to their agreed arrangement. 

• Customers using the Easy Pay (bill smoothing) product where bills are paid in regular weekly, 
fortnightly or monthly instalments do not pay interest. These plans are reviewed automatically every 12 
months. 

All other payment arrangements will attract interest charges. 
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