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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 aresidential 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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