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ATTACHMENT 1 - TASWATER’S STAKEHOLDER ENGAGEMENT 

QUESTIONS AND MATERIALS 

The following is a compilation of customer and stakeholder surveys conducted on behalf of TasWater 

for the preparation of its proposed PSP for the fourth regulatory period beginning 1 July 2022. The 

text below has been adapted from materials provided by TasWater for the Regulator’s pricing 

investigation. 

Jacobs sewerage and trade waste engagement 

Residential Customer Survey - sewerage charges (Jacobs) 

   

At Taswater, we are reviewing the way we charge households for sewerage, and we need your help to design 
charging methods that our customers think are fair and affordable.    
  
You can help us by completing a short survey that should take no more than 3-4 minutes of your time.   
  
The survey is completely anonymous and the data will only be used in aggregate form to help us design a fairer 
charging system.   
  
After submitting your survey, you will be asked for your name and email address to enter the prize 
draw.  Entering the prize draw is completely optional, and your personal information will not be linked to your 
survey answers.   
  
 [Insert consent and data protection info]  
  
 [‘Start Survey’ button - redirecting to Survey Monkey survey with Taswater branding]  
   
Thank you for taking our survey, to help us design a better sewerage charging method.  We will ask you six 
simple questions about you and your property, followed by two questions about charging.  These questions will 
help us understand what is most important to different customer groups.   
   

Demographic 
Questions   

Gender:  Radio buttons 
(select one 
only)  

 Male  

 Female  

 Other/prefer not to say  

Age:  Radio buttons 
(select one 
only)  

 18-34  

 35-49  

 50-64  

 65-79  

 80+  

No. People in Household:  Radio buttons 
(select one 
only)  

 1  

 2  

 3  

 4  

 5  

 6+  

Total estimated household 
annual income:  

Radio buttons 
(select one 
only)  

 $0-19,999   

 $20,000-39,999  

 $40,000-59,999  

 $60,000-79,999  

 $80,000-99,999  

 $100,000-119,999  
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 $120,000-139,999  

 $140,000-159,999  

 $160,000-179,999  

 $180,000-199,999  

 $200,000+  

What location best describes 
where you live?  

Radio buttons 
(select one 
only)  

 Inner City  

 Suburban  

 Regional town  

 Rural  

House/property type:  Radio buttons 
(select one 
only)  

 Flat/apartment  

 Strata title unit  

 Retirement village  

 House on less than 1 acre  

 House on more than 1 acre  

 Working farm  

 Other   

Qualitative 
Questions  

Do you have a rough idea of how 
much you are paying per quarter 
for sewerage (it’s on your water 
bill but priced separately 
from water)  

Radio buttons 
(select one 
only)  

 Yes, I have a rough idea of what I 
am paying for sewerage  

 I know that sewerage charges are 
calculated separately from water but I 
don’t recall how much I am paying   

 I wasn’t aware that sewerage 
charges were calculated separately 
from water and I don’t know how 
much I am paying  

Taswater is starting to explore 
alternative charging methods and 
narrow it down to those methods 
which will be most effective.  As 
we start shortlisting the feasible 
methods, we will apply five key 
criteria to decide which charging 
method is most suitable.  Some of 
the criteria may be more 
important to you than 
others.  Please take a minute to 
read the criteria, and rank them 
in order of most important (1) to 
least important (5).  

Number from 1 
to 5  

Repeatable:  Simple and affordable to 
administer and simple to understand, ie. 
to categorise customers and apply the 
relevant charging rate  
Fair:  Fairer, more equitable levying of 
charges and consistency across customer 
groups  
Cost Reflective:  Charges reflect the actual 
cost of providing the infrastructure and 
services to that user group (closer to user 
pays)  
Implementation:  Simple and affordable to 
roll out a new charging system with 
minimal cost and ‘teething problems’  
Cost Recovery:  Charges are enough to 
cover all of Taswater’s costs  
Affordability:  Affordability to customers 
and minimise/justify the “winners and 
losers” compared to the existing system  
  

Are there any other 
considerations you would 
like Taswater to take into 
account in designing a new 
charging method?  

Free text 
(optional)  

  

  
  
[‘Submit’ button]   
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Commercial & Trade Waste Customers - sewerage charges (Jacobs) 

1. Commercial Peak Bodies Survey  

1. Commercial peak bodies survey responses  

Question 1:  Do you think businesses with higher volume and/or higher risk discharges should pay a bit more 
to subsidise the cost of trade waste infrastructure and services for small businesses?  

Question 2:  Are you aware of TasWater’s Trade Waste Commercial Compliance Program?  

Question 3:  If yes, have you had any feedback from your Members about the cost of compliance or any 
obstacles to becoming compliant?  

Question 4:  Do you understand the current charging method based on number of ET’s (‘Equivalent 
Tenements’), ie. Equating each business to an equivalent number of domestic homes?  

Question 5:  Do you have any suggestions for a fairer way to charge for trade waste?  

Question 7:   Are there any other considerations you would like TasWater to take into account in designing a 
new trade waste charging method?  

Commercial & Trade Waste Customers  - trade waste charges (Jacobs) 

1. Online Survey  

1. Sewerage & Commercial Trade Waste Knowledge  

Question 1: Do you have a rough idea of how much you are paying per quarter for sewerage and trade waste (if 
applicable)?    

Question 2: Do you think that businesses with higher volume and/or higher risk discharges should pay a bit more 
to subsidise the cost of trade waste infrastructure for small businesses?  

Question 3: What other approaches could be adopted for sewerage and commercial trade waste charging?   

Question 4: Are you aware of TasWater's Trade Waste Commercial Compliance Program?  

Question 4: Are you aware of TasWater's Customer Repayment Program that offers 4-year interest free 
repayment contracts for up to 80% of the cost of compliant pre-treatment systems?  

Question 5:  If you answered yes to Question 4, but did not access the program, please indicate why?  
General comments  

Insync Focus Groups (service standards, sewage spills, customer 

satisfaction, water rights and sewerage charges) 

TasWater Focus Group Response Booklet  

General information  

Date:  

City/Town:   

Age:  

Which of the following best describes your financial situation? (please mark in one of the boxes 

below)  

Live comfortably  

Meet basic expenses with a little left over for extras  

Just meet basic expenses  

Don’t have enough to meet basic expenses  
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Prefer not to say  

Which of the following best describes your household? (please mark in one of the boxes below)  

 Single person household  

Two or more adults sharing  

Couple without children  

One parent family  

Family with children at home  

Family with children not at home  

Other  

Section 1 – How should TasWater measure its customer service?  

What sort of things would TasWater need to do in order for you to rate them highly on customer 

service? For example, when you call them or visit them in order to pay a bill, report a leak or change 

some of your details.   

 Chosen from your list above, please write down the top three customer service standards you think 

TasWater should be measuring:   

Customer service standard 1  (best) 

Customer service standard 2 (second best)  

Customer service standard 3 (third best)  

Section 2 – Feeling confident that TasWater is investing wisely  

How do you think TasWater should measure its performance in regards to water quality?  

How do you think TasWater should measure its performance in regards to service reliability?  

How do you think TasWater should measure its performance in regards to customer satisfaction?  

How do you think TasWater should measure its performance in regards to timely, innovative 

services?  

How do you think TasWater should measure its performance in regards to environmental standards?  

How do you think TasWater should measure its performance in regards to partnerships with the 

community?  

Do you want to know how TasWater invests in infrastructure?   

If yes, what would you like to know?  

Section 3 – Sewerage charges  

An average bill is made up of water and wastewater charges. Within the water charges there is a 

fixed cost and a variable cost based on usage. However, the wastewater cost is fixed.   

Most of the wastewater cost is for pipes which are there regardless of how much water goes 

through them. However, some of the costs are for treating the wastewater, and if there is more 

wastewater then the costs rise.   
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To estimate the amount of wastewater produced by each customer, TasWater currently uses a 

metric called ‘an equivalent tenement’ (or ET), which is an estimate of the wastewater produced by 

one ‘normal’ residential property per year – 200 kilolitres. ETs are also used to estimate the 

wastewater produced by different kinds of businesses.  

The ET does not count how many people live in the house, or the actual amount of water used. And 

different businesses in different sized properties can use water very differently. So we need to make 

some assumptions about how water is being used.  

What this means that some people are paying less than the actual amount of wastewater they are 

producing and some people are paying more.  

TasWater could move to a more accurate system, similar to one sometimes used interstate. The 

price is based on an estimated percentage of your total water use that goes to wastewater. So the 

variable charge is determined by how much water you use. This is called a ‘discharge factor’.  

Obviously, more accurate is better. However, there are also disadvantages to changing the system:  

The discharge factors would cause price shocks for selected industries and while some would benefit 

by paying a much smaller sewerage charge, others would pay much more, and sometimes the 

difference would not be very much.  

The average residential bill would not change very much, aside from those homes that have higher 

water use, perhaps because of their garden or more people in the home.  

The discharge factor is still only an estimate of how much waste water produced, but a more 

accurate one.  

The method of calculating bills does not change the costs of treatment for TasWater.  

For those customers whose bills do increase significantly, TasWater will need to apply gradual 

increases over time to prevent a sudden price shock.  

There is an administrative cost for TasWater to make this change, which could be up to $5 million 

over several years.   

Given the above information, do you think TasWater should TasWater change the way it calculates 

sewerage charges? (No/Yes)  

Why do you think TasWater should/should not move to a more accurate system?  

 

Section 4 – Long term thinking  

If TasWater could do more for you and your community in the future, what would that look like?  

In the future, if you could have more choice about your water and sewerage services, what would 

that look like?  
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Insync Phone Survey (Service Standards, Sewage Spills, Customer 

Satisfaction, Water Rights and Wastewater Charges) 

TasWater PSP4 CATI script   

INTRODUCTION  
Good morning / afternoon / evening, my name is…from TKW Research, a market research company. We have 
been asked to conduct a public opinion survey on behalf of TasWater, to monitor customer satisfaction with the 
services it provides.  
The survey will take about 10 minutes, depending on your answers.   
TasWater provides water and wastewater services and is responsible for the maintenance of reservoirs, water 
treatment plants, pipelines and sewerage treatment plants. Your views about those services will help to 
maintain and improve these services.  

PART A: SCREENING QUESTION  
1. Are you the person who is responsible or jointly responsible for the water bill in your household?  

a. Yes  
b. No [If no, exit from survey. 

PART B: SERVICE STANDARDS  
TasWater is considering the various ways it reports on performance to its regulators. At the moment, there are 
a lot of performance metrics, and counting and recording them all costs money, and those costs are ultimately 
passed on to customers.   
To save you money and make TasWater’s performance easier to understand, TasWater wants to change the 
way it reports on its planned maintenance on the water network.   

2. I’m going to read out two different things TasWater could report on. I’d like you to choose which one is 
a better indicator of performance:   

a. Firstly, the number of properties that have a planned interruption to their water supply in a given year.  
b. Or secondly, the number of planned water outages that last for less than five hours.   

[choose a or b]  

3. OK, here are the next two that I’d like you to choose between:   
a. Firstly, the number of planned water outages that last for less than three hours on average.  
b. Or secondly, the number of planned outages where the water comes back on when TasWater said it 
would.   

[choose a or b]  
OK, I’m going to remind you what you chose and then you can pick the single one you think is the best 
measure.  
[read out winners]  

4. Do you have any comments or reflections?   

PART C: SEWAGE SPILLS  
Thanks for that, the next thing I want to cover is sewage spills. Sometimes, due to equipment failure, 
rainfall or blockages in the wastewater system, there are leaks and spills.   

5. Again, there are four options for what could be measured/reported on. I’m going to read out two and 
you can pick the one that is the better indicator of their performance:    

a. Firstly, how quickly TasWater arrives at sewer spills  
b. Or secondly, how quickly the spills are cleaned up.   

[choose a or b]  

6. Thanks, now pick one of these two:   
a. First of all, how quickly the spills are stopped from discharging into the surrounding area  
b. Or secondly, how many times sewage spills into sensitive waters such as recreational beaches, public 
waterways or oyster beds.  

[choose a or b]  
OK, I’m going to remind you what you chose and then you can pick the single one you think is the best 
measure.  
[read out winners]  

7. Do you have any comments or reflections?   
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PART D: CUSTOMER SATISFACTION  
Next let’s move onto how TasWater measures customer satisfaction.  

8. Which of the following do you think is a better measure of how satisfied TasWater’s customers are:  
a. Firstly, a general survey of customer satisfaction  
b. Or secondly, how many complaints TasWater receives.  

[choose a or b]  
Thanks for that.   

9. Now I’d like you to consider which of the next two is more important when contacting TasWater:  
a. First, that calls to the TasWater call centre are answered within 30 seconds  
b. Or secondly, that once your call is answered your issue is solved by that person without you having to 
explain things twice or call back.  

[choose a or b]  

PART E: WATER RIGHTS  
What I’d love to know about is how the needs of farmers who have water rights should be balanced with the 
needs of urban customers.   

10. If our irrigation farmers are unable to pump out of the rivers because of dry conditions, should 
townships also be on some level of water restrictions?   

a. Yes  
b. No  

[choose yes or no]  

11. Why do you say that?  
Thanks.  

PART F: WASTEWATER CHARGES  
Finally I want to ask about wastewater pricing. It costs TasWater $130 million every year to treat everyone’s 
wastewater. This cost is spread across all customers, but TasWater cannot measure exactly how much 
wastewater each customer is producing, so it has to estimate. Under their current system, many businesses and 
some residential customers may be paying more for wastewater than their fair share. Everyone else is paying 
less.  
There is a more accurate but still imperfect system of estimation that TasWater could bring in. But the two 
issues with the more accurate system are 1) it still isn’t perfect , and 2) there would be lots of administrative 
costs to bring in. The main advantage is that most customers would be paying a more accurate share 
of TasWater’s total costs, which don’t change. This means some customers would pay more, some would pay 
less.  
So I have two questions:  

12. Firstly, on a scale of 1 – 5 with 1 being very unimportant to five being very important, how important is 
it to you that the way Tasmanians share the cost of running our wastewater system is accurate?   
1 – Very unimportant   5 – Very important  

1  2  3  4  5  
  
Thanks.  

13. Knowing that TasWater isn’t collecting more money overall, would you be prepared to pay more for 
your wastewater service from TasWater under a more accurate system?   

c. Yes  
d. No  

[choose a or b]  
Thank you.   

PART G: Demographic questions  
The last few questions are so we can achieve a good demographic spread of respondents.   
D1 What is your post code?  
D2 What is your age group?   

a. Under 30  
b. 30 – 39   
c. 40 – 49  
d. 50 – 59  
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e. 60 – 69  
f. 70 or older  
g. Prefer not to say  

D3  Which of the following best describes your financial situation?  

a. Live comfortably  
b. Meet basic expenses with a little left over for extras  
c. Just meet basic expenses  
d. Don’t have enough to meet basic expenses  
e. Prefer not to say  

D4  Are you a concession card holder?  

a. Yes  
b. No  

CLOSE  
That’s the end of the survey. Thank you for taking the time to complete it.   

 

Marsden Jacobs & Associates (Willingness to Pay) 

Welcome to our survey. This is an important opportunity for you to impact on how water and sewerage 

services are delivered in Tasmania in the future. This survey will take about 15 minutes to complete. 

The survey includes videos and other things that mean the survey should only be completed on a 

computer or tablet. Please complete this survey on a computer or tablet if you have one. Your feedback 

is very important for us at TasWater. We will use what you tell us in this survey to help decide the 

services that TasWater delivers between 2021-25. 

This survey will require some careful thought about how you want water and sewerage services 

delivered in Tasmania in the future, and how much you are willing to pay for these services. Because 

you're our customer, we want to make sure we are delivering services you want to pay for. That's why 

we are doing this survey. There are no right or wrong answers to this survey. When you finish the survey 

be sure to enter the giveaway draw for one of ten $50 gift vouchers. All of your answers are confidential. 

We will carefully protect your information in line with our Privacy Policy. Juliet Mercer General Manager 

Corporate and Community Relations This survey includes videos and other things that mean the survey 

is easier to complete on a computer or tablet. Complete this survey on a computer or tablet if you have 

one. NEXT > 

This survey is for TasWater residential customers. Are you a residential customer? 

Yes. I am a residential customer(a customer or consumer who is supplied with water and / or 

sewerage services at your residence) 

No. I am not a residential customer(for example a TasWater commercial customer, Government, 

educational provider, or charity) 

What is the postcode of the property where you pay your TasWater bill? 

Please type your postcode in the box below. 

Have you, or another member of your household completed this survey before? 

Do you have shared or full responsibility for paying your household bills? >Yes No Not sure 

First we're going to ask some questions so we get to know you a bit. 

This is important for making sure we get a good spread of responses from our TasWater customers. 
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How old are you? Please type your age in the box below. >Female Male Other Rather not say 

This section gives you a bit of background about this survey and why we are doing it. Click below play 

button to listen to a 75 second introduction to our survey. Or you can click on this link to read the 

introduction.  

Before this survey did you know that TasWater is owned by all 29 Tasmanian Council's and the State 

Government?. Yes No Not sure 

Before this survey did you know that the Tasmanian Economic Regulator decides how much TasWater 

charges our customers? Please select ONE. 

Before this survey did you know about our work to improve water safety across small town water 

supplies in Tasmania? Yes No Not sure  

In the next questions we would like you to give us a clearer idea of the investments that you would 

like us to make as part of PSP4.To do this: We are going to ask you to choose the investments you 

want us to make between 2021 and 2025. 

1. We will tell you a bit about the investment. 

2. We'll then ask you if you are willing to pay for the investment. For each investment we will show 

you the maximum cost and how much we can provide between 2021 and 2025.3.  

If you want us to make the investment choose the invest option. If you do not want us to make the 

investment choose the do not invest option.  

A couple of things to remember: We don’t know exactly how much of each service we can provided 

between 2021 to 2025. As a result, each question shows the maximum amount of service we can 

provided by 2025, and the maximum amount you would pay for the service starting 2026. The payment 

amount is the maximum amount you would pay for the services. If it turns out we can deliver the 

services for less we will. We will not charge more than the amount shown. 

Willingness to pay task  

TasWater are considering including investment proposals in PSP4 to:  

 Increase how much recycled water TasWater supply to our customers by 2025.  

 Help TasWater customers to conserve more water by 2025 

 Supply new services to households and businesses that currently do not receive water or 

wastewater services from TasWater by 2025. 

TasWater does not have to make these investments. If we want to make these investments as part 

of PSP4, we need to show to our regulator, TER, that customers are willing to pay higher water and 

wastewater bills for these investments to happen.  

If we hear from our customers that enough are willing to pay for these additional investments we'll 

include them in PSP4. If enough customers tell us they do not want these investments to happen we 

will not include them in PSP4. 

Before you proceed we want to check that you understand what we've just told you. 

I understand what I tell TasWater in this survey will be used by TasWater to make decisions about 

the investments TasWater proposes in PSP4. Agree/disagree/not sure 
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I understand that if TasWater hears from its customers that enough are willing to pay more for these 

additional investments, then TasWater will include them in PSP4. If enough customers tell TasWater 

they do not want these investments to happen, then TasWater will not include them in PSP4. 

Agree/disagree/not sure 

I understand TasWater will begin providing services that customers support between 2021-25. I 

understand that my household will start paying the additional charges for the additional services in 

2026. Agree/disagree/not sure 

Water and wastewater services for more Tasmanians. 

Tasmania has around 85,000 properties in 600 communities that do not receive water or 

wastewater services from TasWater. TasWater could invest in water supply and sewerage services 

for some of these communities.  

Click on the play button below to listen 45 second audio about how TasWater can provide water and 

wastewater services to more Tasmanian homes and communities. 

Increase recycled water supply to TasWater customers. 

TasWater supplies about 90,000 megalitres of water to customers each year. That's enough water to 

fill around 36,000 olympic sized swimming pools. Around 94% of this water comes from dams and 

reservoirs. The other 6% is recycled water. TasWater can invest to increase recycled water supply. 

Recycled water can be used for non-drinking uses. Things like keeping some parklands in Tasmania 

greener year round. Recycling can also reduce our reliance on other sources of water, such as our 

reservoirs. 

Click on the play button below to listen 50 second audio about how TasWater can increase recycled 

water supply for customers. 

More water saving devices in Tasmanian homes.  

As Tasmania's population grows so does demand on our drinking water sources. Programs that 

install water saving devices in homes are one way that we can reduce water demand in Tasmania. 

TasWater could help pay for programs that install water saving devices in homes. 

Click on play button below to listen 40 second audio about how TasWater can improve water 

conservation with customers. 

Increasing water conservation in the Tasmania. 

Which do you prefer? Please click the option you prefer we include in PSP4. 

 Invest. Run water conservation programs with up to 25,000 Tasmanian households in total during 

2021-25 (about 12% of TasWater customers). This may reduce water consumption by equivalent 

to 400 Olympic pools a year (about 1.2% of TasWater's current annual water supply).It will also 

reduce the water bills for participating customers. This will add up to $5.44 to your TasWater bills 

each year from 2026 if enough customers choose this option. 

 Do not invest. Only invest in water conservation when it reduces the water supply cost 

during2021-25. Your water bill will not change if you choose this option. 

Water and wastewater services for more Tasmanians. 

Which do you prefer? Please click the option you prefer we include in PSP4. 
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 Invest. Upgrade the water supply to up to 3,500 properties, with the aim of ultimately providing 

all properties with access to safe, clean drinking water from our supply network. This will add up 

to $19.16 to your TasWater bills each year from 2026 if enough customers choose this option. 

 Do not invest. Your water bill will not change if you choose this option. 

Increase recycled water supply to TasWater customers. 

Which do you prefer? Please click the option you prefer we include in PSP4. 

 Invest. Increase the amount of recycled water used by up to 2,505 megalitres each year (about 

enough water to fill about 1,000 Olympic swimming pools, and about 2.8% of TasWater's total 

water supply). This will add up to $2.33 to your TasWater bills each year from 2026 if enough 

customers choose this option. 

 Do not invest. This cost will not be added to your bill in 2026 if enough customers choose this 

option. 

Summary of your choices  

Based on the options you have chosen, the bill on the next page estimates what your annual water 

and sewer bill could be starting in 2026. Your bill estimate is based on your most recent bill, so it's 

our best estimate of what your bill will look like in the future. This means the charges are not exactly 

what you're likely to pay, but are probably close to it. 

Your water supply charge and sewerage access charge are shown so you can see what your bill might 

look like starting 2026. You cannot change these charges in this survey.  

YOUR PREFERRED INVESTMENTS are the additional amounts you will pay starting 2026. These are 

highlighted in green. You will start receiving these services between 2021-25. Amounts are the 

maximum amount you will pay for the service you have chosen. If we can deliver the service for less 

we will. 

Total is your expected total bill in 2026. It is an estimate based on how much water your household 

has used in the past. 

Click OK if you are willing to pay the PREFERRED INVESTMENTS shown starting in 2026. You will start 

receiving these services between 2021-25. 

Go back if you want to change any of your choices for PREFERRED INVESTMENTS. 

What would you like to do...Please select ONE 

 OK, I'm happy with my choices and the impact of them on my bill. 

 I want to go back and revise my choices. 

In this next section we're going to ask you to complete a ranking and point allocation task telling 

us how TasWater should make investments between 2021 and 2025. 

TasWater is thinking about how we prioritise our services for TasWater customers. We want 

TasWater customers like you to tell us how to prioritise our services. To do this, we want you to do a 

quick ranking of the services.  

The services are shown in the list below. For each service we also show of current performance in 

the green box.  



 TASWATER’S STAKEHOLDER ENGAGEMENT QUESTIONS AND MATERIALS 

 

A1 - 12 

To rank the services in terms of their importance to you, please click or drag each item into a rank 

position. We appreciate your patience with this question. What you tell us is important to TasWater. 

TasWater current service level 

 Increase % of times TasWater responds to phone calls to our contact centre within 30 seconds. 

87% of calls  

 Reduce number of TasWater customer complaints about sewage services each year(such as 

smell, spills or failures) 1 complaint per 1,000 customers 

 Increase how many sewer spills TasWater stops from overflowing from our networks within 

5hours.99% of sewer issues 

 Increase how often TasWater customer inquiries by phone that are resolved by the first 

TasWater employee the customer contacts. 90% of issues resolved 

 Reduce number of TasWater customer complaints about water services each year(such as taste, 

smell, colour or supply pressure).4 complaints per 1,000 customers 

 Increase how often TasWater responds to water supply issues that have a notable impact on 

customers, property or the environment within three days. 90% of water supply issues 

 Reduce how much drinking water is lost from TasWater's networks from leakage and breaks 

each year. 6,100 olympic swimming pools of water loss year 

 Reduce number of sewage spills into sensitive areas, such as oyster leases each year.1 per year  

 Increase how often TasWater responds to water supply issues that may cause minor harm to 

customers, property or the environment within 60 minutes. 97% of issues 

 Increase how often TasWater responds to water supply issues that may cause serious harm to 

customers, property or the environment within 60 minutes. 97% of water supply issues 

 

Insync Investment, Profitability and Developer Charges 

Developer Charges Survey (for developers)  

  
Dear <First Name>,  
  
TasWater have recently shared with you a Fact Sheet outlining their proposed approach to 
developer charges in their fourth Price and Service Plan (PSP4, 2021-2025), based on feedback from 
key stakeholders over the last two years.   
  
TasWater would now like to hear your feedback on the proposed approach to developer charges and 
invite you to complete a survey. To access the survey, please click the ‘start survey’ button below.  
  
Your link is unique to you so please don't forward this email or share with any other person.  
  
The whole survey should take no longer than 5 minutes to complete and needs to be submitted no 
later than 4 May 2021.  
  
Your responses will be submitted directly to Insync, an independent specialist survey provider.  
  
If you have any questions or concerns regarding the survey process or experience any technical 
difficulties, please contact the Insync Help Line below.  
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<Welcome>  
Welcome to the TasWater Developer Charges Survey. Thanks for taking the time to provide 
TasWater with your feedback on the proposed approach to developer charges. At the end of the 
survey we’ll ask you whether it is OK for us to link your organisation name to feedback, to better 
contextualise your responses. You will have the option to remain anonymous.  
  
<Introduction>  
As a brief introduction, TasWater needs to augment its water and sewerage infrastructure to cater 
for increased demand and new connections from growth. Developer charges includes the 
application of upfront fees to ensure capacity for new developments connecting to our water and 
sewerage networks. Developer charges are applied by TasWater and other utilities across Australia 
to help fairly and equitably share the cost of providing services and infrastructure to cater for 
growth.  
  

TasWater’s current approach  
<Question 1>  
Under TasWater’s current approach to charging developers connecting to a water or sewerage 
system, the developer must pay the full cost of expanding the infrastructure if insufficient capacity 
exists. Future developers that connect to those expanded assets and utilise spare capacity from the 
expansion pay nothing if spare capacity is available (either through the first mover’s infrastructure 
investment or potential strategic investment by TasWater to upsize the first-mover’s infrastructure).  
  
Overall, how supportive are you of TasWater’s current approach?  

1 Not supportive at all  
2 Moderately unsupportive  
3 Ambivalent  
4 Moderately supportive  
5 Fully supportive  

  

TasWater’s proposed new approach  
<Question 2>  
Under TasWater’s proposed new approach for Price and Service Plan 4 (as detailed on our Fact 
Sheet recently shared), a standard developer charge per equivalent tenement (ET) would apply 
across Tasmania to all developments included in TasWater’s growth and capacity plans.  
  
Overall, how supportive are you of a standard developer charge that provides price and timing 
certainty?  

1 Not supportive at all  
2 Moderately unsupportive  
3 Ambivalent  
4 Moderately supportive  
5 Fully supportive  

  
<Question 3>  
To what extent do the proposed changes address any concerns/issues that you raised?  

1 No extent  
2 Little extent  
3 Moderate extent  
4 Large extent  
5 Full extent  
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<Question 4>  
TasWater’s proposed new approach is similar to approaches in the ACT, Western Australia, Central 
Coast (NSW) and metropolitan Melbourne which is based on the cost of building capacity for new 
connections into the water and sewerage system. The standard charge in these jurisdictions ranges 
from about $1,500 to $5,550 per ET. Using the same methodology, TasWater’s proposed standard 
charge is estimated at $3,093 per ET. This goes toward paying for the augmentation of infrastructure 
to service new connections across the state.  
  
Overall, how supportive are you of this level of standard charge?  

1 Not supportive at all  
2 Moderately unsupportive  
3 Ambivalent  
4 Moderately supportive  
5 Fully supportive  

  
Page Break  
<Question 5>  
TasWater recognises that some developers will be part way through the development process at the 
start of Price and Service Plan 4. Therefore, TasWater proposes to delay the start of the new 
charging approach until 1 July 2023 (year two of Price and Service Plan 4).  
  
Does this transition period provide enough time for you to build the charge into project assessments 
and costings?  

1 Yes  
2 No  

  
If ‘no’, what time period would be appropriate and why?  
   
<Question 6>  
After reading our fact sheet (here if you need it), please detail any concerns you have regarding our 
proposed new approach. Is there anything important to developers you feel we have missed?  
  
 <Question 7>  
Please provide any other feedback you have for TasWater regarding our developer charges that you 
feel has not already been covered in this survey.  
   
<Question 8>  
Are you happy for your organisation name to be linked to your responses so TasWater can better 
contextualise what you've said/written?  

1 Yes  
2 No  

   
Thank you for your participation.  
Your answers have been submitted to Insync.  
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Stakeholder interview survey 
  

Introduction  
TasWater is owned by Tasmania’s State and local governments and thus ultimately the people of 
Tasmania. TasWater has spent the last two years working out how the community wants it to balance 
costs and investments with affordability in a way that is fair. This has entailed broad, deep and 
comprehensive engagement with all segments of the community.   

The purpose of this survey is simply to check that TasWater’s plans meet with your approval.   

At the end of the survey we’ll ask you whether it is OK for us to link your organisation name to feedback, 
to better contextualise your responses. You will have the option to remain anonymous.  

  
ABOUT YOUR ORGANISATION  
In which region does your organisation operate?  
Please place an ‘X’ in the appropriate box  

  Southern Tasmania  
  Northern Tasmania  
  North West Tasmania  
  West Coast Tasmania  
  East Coast Tasmania  
  Multiple regions across Tasmania  

   
AWARENESS  
Please place an ‘X’ in the appropriate box  

I am aware that TasWater has made investments to improve wastewater disposal in an 
environmentally responsible way  

  Yes  
  No  

  
I am aware that TasWater put its prices on hold for an extra year to cushion customers from the 
economic effects of the pandemic  

  Yes  
  No  

  
I am aware that TasWater’s prices are controlled by an independent economic regulator  

  Yes  
  No  

  
VALUES AND EXPECTATIONS  
Please rate your level of agreement with the following statements by placing an ‘X’ in the appropriate box  

I expect TasWater to meet its environmental obligations  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to employ local people wherever possible  

  Strongly disagree  
  Disagree  
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  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to provide safe and healthy drinking water  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to provide reliable sewerage systems  

  Strongly disagree  
  Disagree  

  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to be customer focused  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to expand the network to allow for growth and to provide piped water/wastewater 
services to more customers  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I expect TasWater to continue supporting residential customers who have been impacted by the 
economic effects of the pandemic at the expense of profitability  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
 I expect TasWater to continue supporting business customers who have been impacted by the 
economic effects of the pandemic at the expense of profitability  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  
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TASWATER’S PLANS FOR INVESTMENT  
TasWater has held prices steady for the last three years. However, to meet community expectations 
related to service, the community and the environment the corporation needs to invest more than $1 
billion. Efficiency improvements implemented by TasWater help minimize this impact to customers, 
though a 3.5% price rise per annum will be needed over the next 4 years.  
  
We are interested in your levels of support for the areas of investment and willingness to accept the 
price tag for funding these.   
  
Please rate your level of agreement with the following statements by placing an ‘X’ in the appropriate box  

I support TasWater increasing its focus (and expenditure) on reducing high impact sewerage pollution 
events  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I support TasWater increasing its focus (and expenditure) on increasing customer satisfaction  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

   
I support TasWater increasing its focus (and expenditure) on completing the upgrades required to 
bring all customers onto safe, modern systems  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I support TasWater increasing its focus (and expenditure) on replacing assets that are nearing the end 
of their life   

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
I support TasWater increasing its focus (and expenditure) on expanding the network to allow for 
growth and to provide piped water/wastewater services to more customers   

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
  Which of the following do you see as being the most important for TasWater to prioritise?  
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Please rank in order of importance, with 1 being the most important, 2 the second most important, 
though to  5 being the least important  

  
  

Reducing high impact sewerage pollution events  

  
  

Increasing customer satisfaction  

  
  

Completing the upgrades required to bring all customers onto safe, modern systems  

  
  

Replacing assets that are nearing the end of their life  

  
  

Expanding the network to allow for growth and to provide piped water/wastewater services 
to more customers  

  
  Please rate your level of agreement with the following statements by placing an ‘X’ in the appropriate box  

I am willing to accept the price rises required to fund TasWater’s investments  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
 TasWater should have to become more efficient every year to minimize price rises  

  Strongly disagree  
  Disagree  
  Neither agree nor disagree  
  Agree  
  Strongly agree  

  
 Knowing that increased costs must be passed on to customers, are there any other priority areas you 
would like to see TasWater focus on?   
Please type your comments in the box provided  

    
TASWATER PROFIT  
TasWater makes an operational profit (about 3-4% of the value of the corporation) each year.   
  
Qn - Does this level of profit sound too little, about right or too much to you?  

  Too little  
  About right  
  Too much  

  
IMPACTS OF THE PANDEMIC  
Qn - What, if anything, has changed in terms of what you expect from TasWater as a result of the 
pandemic and its effects on the economy and society?   
Please type your comments in the box provided  

   
Qn - Are you happy for your organisation name to be linked to your responses so TasWater can better 
contextualise your feedback?  

  Yes  
  No  

   
 Thank you for completing the survey  
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Residential survey 

PREAMBLE  
Thank you for your participation. The survey will take around 5 minutes to complete.  We'd first like to 
ask you a few short questions so we can confirm you qualify for this survey.  
ABOUT YOU  
S1 Are you a TasWater customer?  
 - Yes  
 - No (screen out)  
   
S2 Are you a TasWater employee?  
 - Yes (screen out)  
 - No  
   
S3 What is your age group?   
- Under 18 (screen out)  
- 18 – 29  
- 30 – 39  
- 40 – 49  
- 50 – 59  
- 60 – 69  
- 70 or older  
- Prefer not to say  
   
S4 Which of the following best describes your financial situation?  
- Live comfortably  
- Meet basic expenses with a little left over for extras  
- Just meet basic expenses  
- Don’t have enough to meet basic expenses  
- Prefer not to say  
   
S5 Are you a concession card holder?  
- Yes  
- No  
   
S6 Which of the following best describes your household?  
- Single person household  
- Two or more adults sharing  
- Couple without children  
- One parent family  
- Family with children at home  
- Family with children not at home  
- Other  
   
S7 Region  
Which part of Tasmania do you live in?   
- Southern Tasmania  
- Northern Tasmania  
- North West Tasmania  
- West Coast Tasmania  
- East Coast Tasmania   
- I do not live in Tasmania (Screen out)  
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Survey Intro – on a new page  
TasWater is owned by Tasmania’s State and local governments and thus ultimately the people of 
Tasmania. TasWater has spent the last two years working out how the community wants it to balance 
costs and investments with affordability in a way that is fair. This has entailed broad, deep and 
comprehensive engagement with all segments of the community.   
The purpose of this survey is simply to check that TasWater’s plans meet with your approval.   
  
AWARENESS  
(Please respond to the following statements) Yes/No  
I am aware that:  
Q1_1 … TasWater has made investments to improve wastewater disposal in an environmentally 
responsible way  
Q1_2  …TasWater put its prices on hold for an extra year to cushion customers from the economic 
effects of the pandemic  
Q1_3… TasWater’s prices are controlled by an independent economic regulator  
  
VALUES AND EXPECTATIONS  
(Please rate your level of agreement with the following statements)   
I expect TasWater to:  
Q2_1… meet its environmental obligations   
Q2_2…employ local people wherever possible  
Q2_3…provide safe and healthy drinking water  
Q2_4…provide reliable sewerage systems  
Q2_5…be customer focused  
Q2_6…expand the network to allow for growth and to provide piped water/wastewater services to 
more customers  
Q2_7…continue supporting residential customers who have been impacted by the economic effects of 
the pandemic at the expense of profitability  
Q2_8…continue supporting business customers who have been impacted by the economic effects of 
the pandemic at the expense of profitability  
  
TASWATER’S PLANS FOR INVESTMENT  
TasWater has held prices steady for the last three years. However, to meet community expectations 
related to service, the community and the environment the corporation needs to invest more than 
$1 billion.. Efficiency improvements implemented by TasWater help minimize this impact to 
customers, though a 3.5% price rise per annum will be needed over the next 4 years.  
  
We are interested in your levels of support for the areas of investment and willingness to accept the 
price tag for funding these.   
  
(Please rate your level of agreement with the following statements)   
I support TasWater increasing its focus (and expenditure) on the following areas:  
Q3_1…reducing high impact sewerage pollution events  
Q3_2…increasing customer satisfaction  
Q3_3…completing the upgrades required to bring all customers onto safe, modern systems  
Q3_4…replacing assets that are nearing the end of their life   
Q3_5…expanding the network to allow for growth and to provide piped water/wastewater services to 
more customers   
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Q3A_1 to Q3A_5 Of these statements, which 1 or 2 do you see as being the most important for 
TasWater to prioritise?  
  
(Please rate your level of agreement with the following statements)   
Q4_1 - I am willing to accept the price rises required to fund TasWater’s investments  
Q4_2 - TasWater should have to become more efficient every year to minimize price rises  
  
Q5 - Knowing that increased costs must be passed on to customers, are there any other priority 
areas you would like to see TasWater focus on? <free text>  
  
TASWATER PROFIT  
TasWater makes an operational profit (about 3-4% of the value of the corporation) each year.   
Q6 - Does this level of profit ound too little, about right or too much to you?  
[too little / about right / too much]  
  
IMPACTS OF THE PANDEMIC  
Q7 - What, if anything, has changed in terms of what you expect from TasWater as a result of the 
pandemic and its effects on the economy and society? <free text>  
  
DEVELOPER CHARGES  
Under TasWater’s current approach to charging developers connecting to a water or sewerage 
system, all existing customers share the cost of providing the capacity for new connections if enough 
capacity currently exists.  
TasWater has proposed a new approach whereby developers contribute to the cost of providing the 
capacity the new connections are consuming.  
Q8 - Do you support the proposed approach?  
 Yes, developers should contribute to the cost   
 No, existing customers should cover all costs  
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Marsden Jacobs & Associates (Developer Charges) 

Presentation to stakeholders 

 



 TASWATER’S STAKEHOLDER ENGAGEMENT QUESTIONS AND MATERIALS 

 

A1 - 23 

 



 TASWATER’S STAKEHOLDER ENGAGEMENT QUESTIONS AND MATERIALS 

 

A1 - 24 

 



 TASWATER’S STAKEHOLDER ENGAGEMENT QUESTIONS AND MATERIALS 

 

A1 - 25 

 



 TASWATER’S STAKEHOLDER ENGAGEMENT QUESTIONS AND MATERIALS 

 

A1 - 26 

 


	Attachment 1 - TasWater’s Stakeholder engagement questions and materials
	Jacobs sewerage and trade waste engagement
	Residential Customer Survey - sewerage charges (Jacobs)
	Commercial & Trade Waste Customers - sewerage charges (Jacobs)
	Commercial & Trade Waste Customers  - trade waste charges (Jacobs)

	Insync Focus Groups (service standards, sewage spills, customer satisfaction, water rights and sewerage charges)
	TasWater Focus Group Response Booklet

	Insync Phone Survey (Service Standards, Sewage Spills, Customer Satisfaction, Water Rights and Wastewater Charges)
	TasWater PSP4 CATI script

	Marsden Jacobs & Associates (Willingness to Pay)
	Willingness to pay task

	Insync Investment, Profitability and Developer Charges
	Developer Charges Survey (for developers)
	Stakeholder interview survey
	Residential survey

	Marsden Jacobs & Associates (Developer Charges)
	Presentation to stakeholders


