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Rules of Engagement / Code of Conduct ki

+ SPICAE 8 our panel are

cognizant of the NZ Reformes. T O SO G e

* These S.ess'ons are on Tbe 1 REFORM & GOVERNANCE ~ WATER REFORM JOURNEY (TAS)
Australian Reforms & aimed at
enabling a reference point for GOVERNANCE (BOARDS, OWNERSHIP & LEGISLATION)
attendees to draw comparisons CURRENT STATE OF WATER SERVICES - REGIONAL & IRRIGATION (VIC)
to the current reforms in New 2 CURRENT STATE CURRENT STATE OF WATER SERVICES - METRO VICTORIA
Zealand.
CURRENT STATE OF WATER SERVICES - TASWATER
* SPICAE & our panel will THE FUTURE OF WATER
end.eovour.’ro p.rowqe Cm. STORMWATER STORM WATER CLIMATE CHANGE & RESILIENCE
Unbiased View in this session. 3 ENGAGEMENT & THE FUTURE
OF WATER COMMUNITY ENGAGEMENT & CUSTOMER EXPERIENCE I

* Please aligh questions to the
Module Topic.

INDIGENEOUS ENGAGEMENT (WA and VIC)

: . : HOW DID TASMANIAN COUNCILS MANAGE REFORMS

*  While this is being done for the
DIA & 3 Waters Steering 4 COUNCILS THE CURRENT STATE OF LOCAL GOVERNMENT
Committee, please do nof ask us THE FUTURE ROADMAP FOR COUNCILS

question for either of them.
RECORDING & SLIDES WILL BE AVAILABLE FROM:
www.spicae.com.au/about-spicae/nz-roadshow/
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A bit of background

« Water utilities in Australia are * The economic regulator is
government owned Independent and sets the prices.

* Most are run as government * In some states, this is more of a
owned corporations (mainly price monitoring role with the
state-owned, some are local government having the final say.

government owned) , L
» Since corporatisation and

* They are all monopolies (though particularly in the last 5 - 10 years,
competition does exist in some warter utilities have become
areqs) MORE focused and engaged

, , , with their customers and

- Economic regulafion differs from communities.

state to state



Types of Engagement

1. Engagement to determine
Investment and service levels,
usually done when setting
prices

2. Engagement for long-term
water planning

3. Consultation on a particular
project

There is also the ongoing
customer research and input
from brand tracking, voice of
customer and journey mapping
that is used to improve the
customer experience



Presenter
Presentation Notes
There are three main types of engagement
The first two are the strategic engagement programs 

The water utilities are constantly getting input from customers through brand research and incorporating feedback from their customers to a better customer experience  - make sure our investment and resources are on what our customers need it to be



Why customer engagemente

« Customer expectations are pushed higher by other
competitive sectors

* [t has become an integral part of regulatory models

o It fills The ‘good will' bucket and protects the ufility
when things go wrong

 [f communities can see their priorities and views
reflected, they are less likely to complain 1o
government - and this is better for the ufility

o |t builds frust and brand perception

A trusted water utility is more likely to have a greater
role in strategic planning in their city and region -
Good for the utility, good for the community



spicae

Engagement for a price review

« What happens in Australia
(and the UK)

« The regulator requires a water
utility to carry out customer
engagement and this needs
to be reflected in the pricing
submission.

e This is similar to the model in
the UK where water utilities are
privately owned, and Scotland
(owned by the Scofttish
government).



How does It work?e

The utility has the relationship with the customer
rather than the regulator or government taking full
responsibility for the interests of the customer.

This means customer research, engagement and
tracking customer perceptions and satisfaction is a
core function of the business.



Presenter
Presentation Notes
The first, and probably the most obvious is that the utility is now developing the relationship with the customer rather than the regulator taking the full responsibility of acting in the interests of the customer
What are the implications of this?
- The utility has a role of understanding and reflecting customer’s preferences in the business plan
The regulator is not only ensuring the efficiency of the submission but that the utility has carried out appropriate and robust engagement and it is evident how this has translated through to their submission


Engagement for spicae
Iongg— erm planning

« Water security has been a
major issue in Australia but
particularly since 2000

Most cities in Australia were
facing severe water shortages
and restrictions

All cities need diverse sources

of water. But we need the
community to play their part
and accept the different
sources of water.



Presenter
Presentation Notes
Make the note that while water security planning sits with both the government and the utilities, the utilities are expected to take the lead in regards to engagement with the community to do these two things
Take part through water efficiency
Recognise the need for and accept a diverse range of water sources (no longer just dam water)
The key thing about this is that it is a long-run engagement program – this conversation and engagement happens over 10 or more years


Principles of good engagement

1. Start early and give enough time

2. It is not asingle engagement activity but a series of
activities and research that make up a program

3. Be clear what is up for engagement
4. Allow for flexibility

5. Remove all bias: information provided, who is
delivering, facilitation etfc

6. Inclusive and universal engagement
/. Use more than one source of fruth for decisions

8. Demonstrate where customer input has impacted
decisions

9. Close the loop throughout the process

10. Use ‘challenge panels’ to check your program and
process


Presenter
Presentation Notes
Pricing engagement starts at least 2 years out and if you talk to the UK and Scottish Water, this is even longer
This means surveys, town hall and community meetings, online forums, deliberative panels, willingness to pay surveys. Activities will depend on where the utility is at and their customer base (give the example of GVW versus a South East Water)
You need to be upfront about what the public can actually influence – for example, if investment is required to meet water quality or environmental standards then that is not something they can change but they may be able to have a say in service levels.
The program always changes – sometimes your engagement can take you down a completely different path. For example, SA Water found that their engagement said their customers were prepared to pay a significant proportion to ensure that RW was available for public parks and gardens. SA Water were asked to carry out additional research and take this back to their customers for feedback
Remove bias from the process. This is probably one of the hardest things to do and as a result, it is often where water utilities bring in consultants (eg facilitation, talk about the YVW citizen jury)
Inclusive and universal engagement – this is more than just demographic representation, it is making sure that you are designing and enabling particular cohorts to take part in engagement (eg single mothers, those with mental illness or cognitive impairment, first nations consumers). It is now a requirement of the process in Victoria
Ensure that you are not relying on just one source of truth (use the YVW example of citizen jury and their choice modelling study)
You need to be able to point to your business plan/ price submission/ water security plan and say where customer engagement has influenced your decision – that could be in staging of investments, service levels, prioritisation of options, KPIs etc
Have you gone back to your customers throughout the engagement program and checked in with them about feedback and what you are doing (not just at the end)
Use a panel of independent experts to see if you are interpreting the outputs of engagement and research appropriately.
This is a trend we are seeing. However this is totally dependent what aspects you are engaging on and it a lot to do with the maturity of the business. Very few go to the EMPOWER end as the Board still has to sign off on a pricing submission. But we are seeing more at the collaborate end


Some of the trends spicae
we are seemg
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. Regulation models putting Fl‘”
customers at the centre. . v”v"h 3 ,Em ;—3: ;
. Engagement across the IAP2 A T o GEOSNEE P
spectrum —an < N ‘"t i~

. Incorporate all sources of
customer data and infel info
the engagement program

. Customers have expectations
to engage on public value, not
just on service levels and costs

. The topics for engagement are
influenced by the customer —
not just the utility or the
regulator


Presenter
Presentation Notes
Customer engagement is an integral part of the regulatory process. We are seeing
 - greater ownership of the customer by the utility, and recognition of this be regulatory models
Engagement is broader – more topics than ever before, deeper – in more depth  - towards the empower end of the IAP2 framework and earlier – happens over a longer period of time with the trend towards ongoing engagement. 
And this means integrating a diverse set of existing customer data, engagement and intel into your engagement program
Regulatory models are looking at how price increases will be impacted beyond the price path – it is not enough to ensure affordability over the next 5 years.
There is growing recognition that utilities are well placed to provide increasing public value through the delivery of their products and services – customers and citizens already know this and regulatory models are looking at ways to incentivize this
And finally – customers are having more say not just on not just the business plan but on what areas they want to have input to. It is no longer the utility or the regulator deciding what they will talk the customers about.


PUBLIC PARTICIPATION GOAL
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INCREASING IMPACT ON THE DECISION

INFORM CONSULT

To provide the public To cbtain public

with balanced and feedback on analysis,
objective information altematives and/or

to assist them in decisions.
understanding the

problem, altematives,

opportunities and/or

salutions.

We will keep you We will keep you
Informed. informed, listen to
and acknowledge
concems and
aspirations, and
provide feedoack
on how puplic
input Influenced the
decision. We will seek
your feedback on
drafts and proposals.

© |AFP2 International Federation 2014, All rights reserved.



Case Study

Catherine Ferrari

Engagement &
Communications Specialist

Engagement on Future
Water Strategy for

Western Australia

Three key stages

1. Water efficiency

2. Groundwater replenishment scheme
3. Customer and community voice



Case Study

Jayne Shepherd

Acting GM Corporate &
Community Relations at TasWater
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Engagement for
Taswater pricing
submission

—

Taswarer


Presenter
Presentation Notes
In Tasmania, as you know, water services were owned and operated by councils across the state. Taswater is the government corporation that now operates water and sewerage services for Tasmania. Their prices and business plan is approved by an independent economic regulator. The regulator expects to see the customer expectations and priorities reflected in the plan and prices.
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