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City West Water – Outcomes – 2018–2023 

Summary table 

Outcome 18-19 19-20 20-21 21-22 22-23 

1. Services to my home and business are safe, reliable and efficiently managed      

2. Customer service is accessible and my enquiries are resolved promptly      

3. Billing and payment options are efficient and convenient      

4. Customers in hardship are supported      

5. The whole of the water cycle is managed in an environmentally sustainable way      

6. CWW is a valued partner in servicing a growing Melbourne      

Overall      

Business comments 
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Outcome 1: Services to my home and business are safe, reliable and efficiently managed 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Drinking Water Quality – Customer satisfaction score 

on water quality via CWW Customer Satisfaction 

Surveys (score of 7 out of 10 or higher) 

Percentage Target –  91.0% 91.0% 91.0% 91.0% 91.0% 

Actual 92.0% 93.0%      

b Drinking Water Quality – Number of water quality 

complaints per 1000 customers 

Count/ 

thousand 

customers 

Target –   0.7   0.7   0.7   0.7   0.7  

Actual 1.0 0.7      

c Number of Safe Drinking Water Act non-compliances 

(water sampling and audit) 

Number Target –  0 0 0 0 0 

Actual 0 0      

d Water and recycled water service reliability – 

Unplanned water supply interruptions restored within 

5 hours 

Percentage Target –  97.0% 97.0% 97.0% 97.0% 97.0% 

Actual 95.2% 97.0%      

e Water and recycled water service reliability – Average 

time taken (from notification) to restore unplanned 

water supply interruption 

Minutes Target –   120.0   120.0   120.0   120.0   120.0  

Actual 175.4 119.6      

f Water and recycled water service reliability - Planned 

water supply interruptions restored within 5 hours 

Percentage Target –  99.0% 99.0% 99.0% 99.0% 99.0% 

Actual 97.0% 96.7%      

g Water and recycled water service reliability – 

Customers experiencing more than five (i.e. 6+) 

unplanned water service interruptions in a year 

Count Target –  0 0 0 0 0 

Actual 0 35      
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h Water and recycled water service reliability – 

Customers experiencing more than three (i.e. 4+) 

unplanned water service interruptions in a year 

Count Target –  126 126 126 126 126 

Actual 225 209      

i Water and recycled water service reliability – Number 

of low supply pressure events 

Count Target –  0 0 0 0 0 

Actual New New      

j Sewerage service reliability – Customers 

experiencing more than three (i.e. 4+) unplanned 

sewerage service interruptions in a year 

Count Target – 18 10 10 10 10 10 

Actual 0 1      

k Sewerage service reliability – Interruptions to 

sewerage services restored within 5 hours 

Percentage Target –  98.0% 98.0% 98.0% 98.0% 98.0% 

Actual 96.6% 97.2%      

l Sewerage service reliability – Average time (from 

notification) to rectify blockage/spill (main and HCB) 

Minutes Target –  124 124 124 124 124 

Actual 150 151.9      

m Sewerage service reliability – Sewer spills contained 

within 5 hours of notification 

Percentage Target –  100.0% 100.0% 100.0% 100.0% 100.0% 

Actual 100.0% 100%      

n Sewerage service reliability – Sewer spills within a 

house, that are a result of a failure in our pipes 

Count Target –  13 13 13 13 13 

Actual 23 10      

o Sewerage service reliability – Sewer spills within a 

house, that are a result of a failure in our pipes, not 

contained within 1 hour of notification 

Percentage Target –  0.0% 0.0% 0.0% 0.0% 0.0% 

Actual 0.0% 0.0%      

 Overall outcome 1 performance for the regulatory period so far:  
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Business comment 
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Outcome 2: Customer service is accessible and my enquiries are resolved promptly 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Calls resolved on first contact Percentage Target –  75.0% 80.0% 85.0% 90.0% 90.0% 

Actual New New      

b Customer correspondence (emails) responded to 

within one business day 

Percentage Target –  95.0% 95.0% 95.0% 95.0% 95.0% 

Actual New New      

c Customer correspondence (emails and mail) 

responded to within 10 business days 

Percentage Target –  100.0% 100.0% 100.0% 100.0% 100.0% 

Actual 100% 100%      

d Residential customer satisfaction with response to an 

enquiry via CWW survey (score of 7 out of 10 or 

higher) 

Percentage Target –  85.0% 85.0% 85.0% 85.0% 85.0% 

Actual 88.0% 87%      

e Non-residential customer satisfaction with response 

to an enquiry via CWW survey (score of 7 out of 10 or 

higher) 

Percentage Target –  85.0% 85.0% 85.0% 85.0% 85.0% 

Actual 78.0% 73%      

f Residential customer satisfaction with response to 

complaint via CWW survey (score of 7 out of 10 or 

higher) 

Percentage Target –  50.0% 50.0% 50.0% 50.0% 50.0% 

Actual 45.0% 56%      

g Non-residential customer satisfaction with response 

to a complaint via CWW survey (score of 7 out of 10 

or higher) 

Percentage Target –  50.0% 50.0% 50.0% 50.0% 50.0% 

Actual 40.0% 24%      
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h Complaints investigated by the Energy and Water 

Ombudsman of Victoria 

Count/ 

thousand 

customers 

Target –  0.10 0.10 0.10 0.10 0.10 

Actual 0.09 0.06       

 Overall outcome 2 performance for the regulatory period so far:  

Business comment 
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Outcome 3: Billing and payment options are efficient and convenient 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Payment issue complaints Count/ 

thousand 

customers 

Target –  1.20 1.20 1.20 1.20 1.20 

Actual 0.92 1.29      

b Estimated meter reads used for billing (of total reads) Percentage Target –  ≤3% ≤2% ≤2% ≤2% ≤2% 

Actual 4.5% 

 

2.1%      

c Customers with registered online accounts (of all 

accounts) 

Percentage Target –  0.0% 10.0% 20.0% 25.0% 30.0% 

Actual New New      

 Overall outcome 3 performance for the regulatory period so far:   

Business comment 
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Outcome 4: Customers in hardship are supported 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Anticipated customers on instalment plans at the end 

of reporting period 

Count/ 

thousand 

customers 

Target –   138   138   138   138   138  

Actual  137   143       

b Anticipated residential customers receiving hardship 

grants 

Count/ 

thousand 

customers 

Target –   1.2   1.2   1.2   1.2   1.2  

Actual 1.2 1.1      

c Customers taking up Water Assist to improve their 

water efficiency 

Count Target –  200 200 200 200 200 

Actual New New      

d Prior to restriction being applied, CWW has 

undertaken reasonable endeavours to ensure 

customer is not in hardship 

Percentage Target –  100% 100% 100% 100% 100% 

Actual 100% 100%      

 Overall outcome 4 performance for the regulatory period so far:  

Business comment 
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Outcome 5: The whole of the water cycle is managed in an environmentally sustainable way 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Future water resources – Water lost from the network 

(of total water supplied) 

Percentage Target –  9.3% 9.3% 9.3% 9.3% 9.3% 

Actual 9.3% 11.2%      

b Future water resources – Water storage levels remain 

(in November) as per the water outlook zones in our 

Urban Water Strategy 

Percentage Target –  ≥40% ≥40% ≥40% ≥40% ≥40% 

Actual 69.7% 63.6%      

c Safe treatment & disposal of sewage – Emergency 

relief structures compliant with requirement to not spill 

in dry weather 

Percentage Target –  100.0% 100.0% 100.0% 100.0% 100.0% 

Actual 100.0% 100.0%      

d Safe treatment & disposal of sewage – Compliance 

with the Environmental Protection Authority's 

discharge licence requirements - Number of licence 

non-compliances 

Count Target –  0 0 0 0 0 

Actual 0 0      

e Climate change – Net-zero emissions by 2030: 

Greenhouse gas reductions (from 12,401 tonnes 

CO2e) 

Percentage Target –  0.0% 5.0% 5.0% 60.0% 70.0% 

Actual 0.0% 0.0%      

f Liveability – Stormwater partnerships in place Count Target –  7 7 8 8 9 

Actual 6 6      

 Overall outcome 5 performance for the regulatory period so far:  

Business comment  
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Outcome 6: CWW is a valued partner in servicing a growing Melbourne 

 Output Unit  16-17 17-18 18-19 19-20 20-21 21-22 22-23 

a Standard plumbing applications completed on time 

(within 10 business days, from 2020-21 five business 

days) 

Percentage Target –   ≥95%   ≥95%   ≥95%   ≥95%   ≥95%  

Actual New New      

b Pressure and flow information applications processed 

on time (within 10 business days, from 2020-21 five 

business days) 

Percentage Target –   ≥95%   ≥95%   ≥95%   ≥95%   ≥95%  

Actual New New      

c Asset information applications processed on time 

(within 10 business days, from 2020-21 two business 

days) 

Percentage Target –   ≥95%   ≥95%   ≥95%   ≥95%   ≥95%  

Actual New New      

d Standard new customer contribution applications 

processed within 45 business days 

Percentage Target –   ≥95%   ≥95%   ≥95%   ≥95%   ≥95%  

Actual New New      

e Standard 20mm new meter supply and assembly 

installed within 10 business days of CWW consent 

Percentage Target –   ≥95%   ≥95%   ≥95%   ≥95%   ≥95%  

Actual New New      

 Overall outcome 6 performance for the regulatory period so far:  

Business comment

 


