G-MW
2011 Customer Satisfaction Survey
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WATER

S

‘Points of contact’
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Resource SERVICE
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restrictions, trading & trade

Customer service and
administration
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listen to
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processing
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Water supply ‘keep them
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licensing

Included specific questions re billing,
staff manner and knowledge



GOULBURM-MUREAY

WATER

S

Year to year comparison

2008

2009

2010

Sample

492

415

502

Survey strike
rate

19%
(returned)

15%
(returned)

84%
(16% refused)

TBA

Format

\E

W

Telephone

Telephone

Timing

Aug/Sept

June/July

June

June

Start to finish

5 weeks

5 weeks

2 weeks

10 days

Response scale
& terminology

5 point

Poor — very good

5 point

Poor — very good

10 point

Poor - excellent

10 point

Poor - excellent

Overall
satisfaction

3.7

« * Calibrated to match 5 point scale

3.8

3.7"

(out of 5)

3.3°

(out of 5)




GOULBURM-MUREAY

WATER

Survey Samples

500
450 +
400 - m Groundwater
il ® Pumped
330 m Torr
300 + m Shep
m R-C
250 - " P.B
200 + m MV
150 - "CG
® Unregulated
100 - Regulated
950 -
0

2008 2009 2010 2011



Survey Samples
Volume of entitlement

2008 2009 2011



Demographics

'key decision makers’

female

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%




GOULBURM-MUREAY

Overall Satisfaction

Year to year comparisons

® Don’t know

® Very satisfied (9 or 10)

m Satisfied (7 or 8)
Satisfied (5 or 6)

m Dissatisfied (1-4)




GOULBURM-MUREAY

WATER Results by section

m Dissatisfied (1-4) m Satisfactory (5 or 6) m Satisfactory (7 or 8) m Very satisfied (9 or 10) m Don’t know

Customer Service
communication || EEI R N A S B




GOULBURM-MUREAY

WATER Management of Water Resources

- - What did we ask?

*Applies the Water Sharing rules to allocate available water to meet the needs of all
customers
Effectively managing the region's water resources for a sustainable future

Effectively communicating decisions associated with water allocations

*The fairness of the way they determine the rostering

*The overall management of groundwater resources in your area
*The fairness of the way they manage groundwater licences



GOULBURM-MUREAY

WATER Management of Water Resources

m Overall satisfaction

Dissatisfied (1 to 4/10) Satisfied (5 or 6/10) Ziﬁzﬁ' Don't

Bzse = Al customers (n=500) W Satisfied (7 or 8/10) W Very satisfied (9 or 10/10) (9 or 10/10) know

Overall management of water resources in the 200/ 27% 100 1%
= o (]
region



GOULBURM-MUREAY

WATER

Management of Water Resources

. . 2010 b
Poor Satsfactory M Satisfactory M Excellent Excellent Don't

Base = All customers (n=500) (1 to 4/10) (5 or 6/10) (7 or 8/10) (9 or 10/10) (9 or 10/10) know

Following the State's water sharing rules to

effectively manage the region's water resources Ll 29%

N/A 15%

Base = Customers whose mei waler sowrce 5 etther an
irigation channel or diafn. viz 2 pipe, a groundwater bare
123 (n=447)

Effectively communicating water allocation decisions 14% 2304 17% 4%

Base = Customers whose main waler source direct from
an unregulated river, streamor lake (n=60)

Effectively communicating rosters and restrictions 13% 18% N/A 20%

Base = Customers who fidicated that their mein water
souree & fromgroundwater direct from a reguiied nver
streamor lzke (n=1443)

Fairly managing licences 26%0 22%0 ﬂ N/A 10%




WATER Water Trading

Overall satisfaction

Base = Customers who had bought or sold a licence, Poor Satisfactory M Satisfactory B Excellent 2010 Don't
water alocation ar othsr entilement or had considered (1 to 4/10) (5 or 6/10) (7 or 8/10) (9 or 10/10) Excellent know
daing so (=350) (9 or 10/10)
Providing accurate information about the rules that
Keeping you informed about the progress of your 2200 19% N/A 14%
application
Responding to queries about the progress of your 1804 21% 219 2904
application
Overall efficiency in processing water trades B 19% 18% 12%



GOULBURM-MUREAY

WATER Water Supply (Delivery)

- - - What did we ask?

Channel, Pumped & Regulated

*The ease with which you can order/request water
Delivering the volume of water you ordered

*Delivering water when you need it

*The flow rate of water delivered to your property
-Efficiently dealing with any requests to change your order

*Minimising interruptions to your supply

Groundwater
*Keeping you informed about the amount of water you can use

*Responding to any issues you have about your groundwater supply



GOULBURM-MUREAY

WATER Water Delivery

m Overall satisfaction

Dissatisfied (1 to 4/10) Satisfied (5 or 6/10) Egalt?s;fd"f Don't
Base = All customers (n=500) W Satisfied (7 or 3/10) W Very satisfied (9 or 10/10) (9 or 10/10) know

21% 2%

Overall management of the delivery, or access, 14% 20% 2997,
to water




GOULBURM-MUREAY

WATER

S

Water Delivery

2010

Poor Satisfactory B Satisfactory  EExcelent Excelent Don't

Base = Allcustomers (n=500) (1to4/10) (5 org/10) (7 or8/10) (9 or 10/10) (9 or 10/10) know

The ease with which you can order/request water 6% 8% 31% 36% 23%

Keeping you informed about the amount of water 13% 19% 199 11%
YOu can use

Base = Customers whose main water source & eidther an
imgation channel or drain, or vig 3 pipe (n=300)

Delvering the volume of water you orderad 12% 17°% 30% 405

7% 11%% 39% 36%, 39

Delivering water when you need it

11% 16% 33%

The flow rate of water deliverad to vour property 28% 4%,
Efficiently dealing with any requests to change your 4%, 9% 43% 359, 9%
ordar
Base = Customers whose main water source & either an
dvigation channel ar drain, viz 8 pipe or direct from a
reguisted mver, stream ar Bke (n=350)
a,
Minimising intenuptions to vour access 2% 11% 31% 33% 18%

Baze = Customers whose main water & groundwater
(n=20)

Responding to any issues you have about your 26% 22% 10% 21%
groundwater supply



GOULBURM-MUREAY

WATER Water Delivery

Overall satisfaction by area

100% +— e = —

0% -4 cceel el e e

80% - cceeel el e e B e e e s

70% 4. b __| ™ Don't know

60% -1 cceeeleeee e e el

Very satisfied (9 or

SICIE B EERER CEEERCEEEE] EEEEE EEERE EEEEE EEEEE SEERE] S EEEE EEEE [ 10/10)

40% - B o - e Satisfied (7 or 8/10)
30%

20% m Satisfied (5 or 6/10)
10%

o ® Dissatisfied (1 to
0% 4/10)
IS




GOULBURM-MUREAY

WATER Customer Service

m What did we ask?

 Ease of finding the right number to call?

 Getting through straight away?

« The manner of the person you spoke to?

* Listening to you?

« Understanding what you told them?

 Following up on complaints and enquiries?

« Responding to your query in a reasonable time?
 Providing you with a reasonable response to your query?

 The overall manner or attitude of their staff?



GOULBURM-MUREAY

WATER Customer service

m Overall satisfaction

Dissatisfied (1 to 4/10) Satisfied (5 or 6/10) 2010 Very o't
: i on
B Satisfied (7 or 8/10) B Very satisfied (9 or 10/10) satisfied kraw
Base = Al customers (n=500) (9 or10/10)
Standard of customer service 14% 21% 25% 4%




GOULBURM-MUREAY

WATER Customer Service

m Methods of contact

Methods of contact with G-MW
80%

74%
2010 m2011
0% -
21%
0% 1
S0% -
0% 1
33%
30%
30%
294%0
20% 18%
13%
10%: cog 7%
1% po
~ N m ETE
Phone Personal  Writing™® Email Mo Don't
wisit contact know



GOULBURM-MUREAY

oA Which office?

"| mDont know
. ® Wangaratta
| = Pyramid Hill
Rochester
B Shepparton
Kerang

m Cobram
B Tatura (head office)

(@)
o
|

RN
o
|

Groundwater
Regulated
Unregulated



GOULBURM-MUREAY

WATER

Customer service

2010 .
Base = Customers who had phone contact with Poor Satisfactory M Satisfactory M Excellent Excellent Er? ;x:
G-MW over the last 12 months (n=305) (1 to 4/10) (5 oraf10) {7 or 8/10) (9 or10/10) (9 or10/10)

Ease of finding the right number to call 15% 17% 37% 0%
Getting through straight away 109, 109%, 26% 2%

Fase = Cusfomers who had phone or face fo face contact
with G-MW over the last 12 months (n=337)

The manner of the person you spoke to 6% 46% 1%

Listening to vou 10% B% 37 % 4%y 38% 2%

Understanding what you told them 12% .Iﬂ"f JB% 1%

Base = Al customers who had any form of contact with G-
MW aver the last 12 months (n=+08)

Following up on complaints and enguiries 16% 15% 25% 15%

Responding to your guery in a reasonable time 194% 14% 20% 11%

Froviding you with z reasonable response to your 14% 14%
query

7%

29% 11%

The overall manner or attitude of their staff NS4 5%



GOULBURM-MUREAY

WATER

Base = Al customers (h=500)

The accuracy of the charges on your account

Issuing you with an account that is easy to
understand

Giving you an appropriate amount of time to pay
the account

Having arrangements for you to pay your account
that suit you

Answering questions about the charges on your
account

G-MW accounts

Foor Satisfactory ~ M Satsfactory  EMExcellent 2010

(1 to 4/10) (5 or 6/10) (7 or 8/10) (9 or 10/10)

36%

32%

Excelent
(9 or10/10)

Don't
know

6%

2%

3%

9%

27%*



GOULBURM-MUREAY

WATER Communications

m What did we ask?

« Use of online services?

« Giving you information that helps you make timely decisions?
* Providing information that is easy to understand?

* Providing accurate information?

* Providing information that is relevant to you?

« Answering further questions arising from their written information?



GOULBURM-MUREAY

WATER Communications

m Overall satisfaction

: - - ; 010 Very
Dissatisfied (1 to 4/10 Satisfied (5 or 6/10) Don't
( ) - 24 satisfied

Base = All customers (n=500) M Satisfied (7 or 8/10) M Very satisfied (9 or 10/10) or 10/10) know

Communication from G-MW 15% 220 20% 20% 39




GOULBURM-MUREAY

WATER Communications

m Use of online services

B Don’t know

B None
: : : : : : Waterline
2011 5 i i i i i = E-dams
: : : : : E-news
SMS stop start
B SMS messages

B Online payment

0% 10% 20% 30% 40% 50% 60% 70%



GOULBURM-MUREAY

WATER Consultation

m What did we ask?

» Consulting with customers on issues affecting them?

* Providing opportunities for customers to express their views and
concerns?

 Taking into account your ideas and concerns in the way they
operate?

« What are your expectations of your WSC?

» QOverall, how satisfied are you with the way that
* Goulburn-Murray Water has consulted?
« your Water Service Committee has represented your interests?



GOULBURM-MUREAY

WATER

S

Base = AN cusfomers (n=500)

The way that G-MW has consulted with
customers

Base = Al customers {n=500)

The way that Water Service Committees have
represented customers' interests

Consultation

Overall

Sabisfied (5 or 6/10) Eg;t? g;;’:;” Don't

W\ ery satisfied (9 or 10/10) (9 or 10/10) know

Dissatisfied (1 to 4/10)
W satisfied (7 or 8/10)

24% 29%

Dissatisfied (1 to 4/10) Satisfied (5 or 6/10) zggtif‘f;ed'? Den't
W Satisfied (7 or 8/10) W Very satisfied (9 or 10/10) (9 or 10/10) know




GOULBURM-MUREAY

WATER Consultation

What are your expectations of your WSC?

120% +

B Ensure water is
delivered

100% - -

m Listen to customers

80% + -

Negotiate deals /
affordable water

Scrutinise G-MW
60% +-

m Represent customers
interests

40% 1 -

m Inform customers
Unsure

20% +-

® None

0% -
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