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ENGAGEMENT #101: WHAT NOT TO DO......

“We will request you to move from your houses after the dam comes up.
If you move it will be good.
Otherwise we shall release the waters and drown you all.”

former Indian Prime Minister, Morarji Desai at a public meeting at a
submergence zone of Pong Dam in Madhya Pradesh
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WHAT OUTRAGES PEOPLE ABOUT HOW COMMUNITY
ENGAGEMENT IS CARRIED OUT?

When | feel that..........

An organisation has not
attempted to understand |
my position Engagement Is

token effort

My say hasn’t been
incorporated into
final decision

Only the voice of one
Interest group is being
heard

| don't get the chance
to have a say

Source: BBS 2011 Community Engagement Survey
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WHAT IS THE MOST IMPORTANT FACTOR FOR
SUCCESSFUL ENGAGEMENT?
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\/' Clearly Communicated ™ ) |
N Negotlables Time
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Good Engagement People

Information

45%

Good Project People

Keep it simple
Providing the right information is vital

On-line popularity increases but not for all

Close the loop Source: BBS 2011 Community Engagement Survey
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NEED A FRAMEWORK?

Barclay Model

Level of engagement

Ownership

Acceptance

Understand

(take action)

Awareness

Tell Sell Consult Join

Level of communication

The IAP2 Community Engagement Spectrum

INFORM INVOLVE COLLABORATE EMPOWER
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THE FUNDAMENTAL COMMUNICATIONS CHALLENGE




REMEMBER THE BASICS....

Water is the most essential of essential services
- 82% agreement across Victoria*
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*Source The Victorian Water Customer, Water Services Needs and Values, Victorian Water Utilities/DSE September 2011 (Accenture)
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EXPECTATIONS & PRIORITIES

B n (D

MELBOURNE

Lets Talk Water Melbourne [@ iers v s evsome rorn ]
o P Y ) Rethunkong how we make water dactions

WATER D)

@ o

1. Reliability of supply — water comes out when the tap is tumed on

2. Water is good quality — by this they primarily meant that it is safe to drink but
some also said it encompasses the taste of the water

J. Confidence in reliability of supply (and to a lesser degree in the safety of
water) — participants say they would be keen to see communications showing
evidence of long term planning

4. Innovation — in terms of active investigation into diversified sources of water
including stormwater harvesting and recycled water

5. Customer service — such as billing, repairs etc
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ENGAGEMENT STRATEGY IMPLICATIONS

*Broad range of customer representative groups
*Broad range of stakeholder representative groups
Tailored communications

*Multiple channels

Specialised solutions
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UNDERSTAND CONTEXT

Annual water and sewerage bill based on 200kL per annum - 8 Years

51,600 120.00%
51,400 100.00%
$1,200
51,000 30.00%
5800 60.00%
+000 10.00% -
<400 — 2004-05
5200 20.00% — 2011-12
50 0.00% % change
&
=5
Y

Very aware

Quite aware
38%

Fairly aware 41%

32%

A little bit aware | 41%

7% « General community - online
“ General community - fora
# Invited stakeholders - fora

Not at all aware

Don't know

Base: All online survey respondents (n=1209), general community fora (n=100) and invited stakeholder fora (n=60).

Average Annual Electricity Bill- 5 Years
$1,600 60.0%
51,400 - 50.0%
$1,200
41,000 - 40.0%
5800 - 30.0%
2 006-07
5600 - 20.0%
$400 — 2010-11
$200 [ 10.0% ———% Change
s- = 0.0%
Concern about Longer-Term Water Security
1
Very concerned
G
Jd
R —1%’5 a
d 25%
i _‘2%32‘
%
A little bit concemed . ‘F'%
“The reality of us having no
6% water is quite real. | think
Not at all concemed Australia is a country where
2% we could go into no water.
finished. That scares me.”
General community, forum
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A STRONG STARTING POINT.......

In 2010, Accenture Research found that globally and in Australia, energy customers were:

Indlfferent - The relatively low cost of Contradictory — Consumers balisved, Lacked Trust— Consumars did not
energy in the past meant that energy sometimes inaccurately, that they were typically trust their energy provider
issuas were not top of mind. already 'Smart’.

— o ——

However, the current research has found that in 2011 Victorlan Water Customers _are:

- ~ o~ - ~
” ’Enqaged — Customers, palticulaﬁy‘m Consistent — Water customers showeq,a/ Trusting —Survey respondents trusted tﬁeu'
reglonal areas, have continugd to think high degree of understanding of thelr qwn water utllity far more than a numbser of \
about water use and are lookingfor  / waler use and their progress against water other groups when it came to messagesory
S « |eadership. P /7 use targats. N water. PR
\N —’ ~~~-_-___—”

e o ==

Yiha Da Yau Mast Trust ¥Whan it Comas 1a Massages

Only 5% of survey respondents had Around Water Use?

“... water authorities provided strong not taken some action in the last 12 o
lsadership during the drought - months to reduce water use. Yol umAr sarvnn presicar 34.1
information, education, tools and S “'°'R:
rasources... but where are they_ Envisnmentzl goups
now? Are W supposed to,,be using “...modelled results showed that... T155 UU;[),TSVZO:”:I
less water or more water? o ) AL
has been effective in reducing demand. Choice Magazine
Fecus Group Tep-Line Report Sther

Literature Review VWalfa's a0andeE EUON 3& St..
%

Source The Victorian Water Customer, Water Services Needs and Values, Victorian Water Utilities/DSE September 2011 (Accenture)
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ENGAGEMENT ROADMAP

“

r > -
: | .
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PHASE 4

‘COMMUNICATE”
(Final Decision)

PHASE 1 PHASE 2 PHASE 3

“FOUNDATION” “DIRECTION” “FEEDBACK”

Key Messages

» Market Research » Stakeholder input * Public Draft .
» Research Analysis « Clarify regulator expectations  * Test Trade-Offs * Alignment with Regulators
* Regulator Guidelines  Trade-Offs * On-Line Testing » What am | paying for?
« Community Advisory Group ¢ Business Cases * Willingness to Pay  How can you help me?

« Key 3¢ Party Advocates * Stakeholder briefings « Multiple channels

* Special Interest Groups  Community forums » Community briefings

« Identify Negotiables * Fine tune final submission « Ambassadors

« Shape initial direction * Confirm customer perspectives

« Narrative/Key Messages * Initiatives to address concerns

- «® Yarra
- Valley
Water
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DIGITAL OFFERS HUGE FLEXIBILITY

HTTP:/AVARRANDYTEBACKIL OG.COM.AU/

rhlike B One person likes this.

Warrandyte Forum @

Sorted by Actiwity | Date

What are your thoughts about the recommendations
"  within the report?
12

Of the proposed alternative options, which do you feel will have the most
benefit to your property and lifestyle?

by admin 30 Jan 2011, 8:08am | 676 views

Do you have any concerns about the provision of
sewerage services to your property?

For instance you may like to indicate any concerns you have about...._.

by admin 30 Jan 2011, 8:07am | 502 views

Are there any special considerations that Yarra
Valley Water should be aware of when providing
3 sewerage services to Warrandyte?

by admin 30 Jan 2011, 8:06am | 396 views
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MANNINGHAN

Warrandyte . 4
Sewerage Project

Yarea Valley Water

Your say on sewerage options
Summary Report (5 MB)

share 1 & B
This anline discussion form has conchuded. Yo can still brawse the site

Handy Help: Glossary of Sewerage Terms ( tut the discussion area will 5o langer accept aew comments ar vates

Full Concept Design Report (6 MB)
g aut how you feed the sewer yyssem recommended for your
‘e Mareh 2011 unsl Sih o1

more...

age
feave take & kook & the mare detailed

QUICK POLL

Amsign The Onlbes Ditcstsion Farum

Do you believe that septic tanks are
environmental and/or health risk in § @ Bowpsies

3575
W 2B.6% - Yes
M 35.7% - Sometimes
M 357% - No
Previous

maore...

KEY" LINKS

Frequently Asked Questions

Warrandyte Backlog Sewerage Project Page

Sewerage Backlog Program
# Yarra
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BILL IS STILL THE #1 TOUCHPOINT

choice

THE PEOPLE'S WATCHDOG

Better bills can plug information gap about why costs rise
Time to focus on the big picture of energy costs

CHOICE welcomes the NSW Government’s move to provide consumers with more information about
higher energy bills and says the approach should go national to include other reasons for rising costs.

The NSW Government says energy retailers will soon have to itemise carbon and renewable energy
costs on household bills and CHOICE believes this right to know could go further to scrutinise other
much higher costs.

CHOICE believes bills should provide a basic break down so that consumers can see where their money
is going, including electricity transmission, distribution, retail and environmental costs.

They should also receive comparisons to average household bills, for example in their suburb.

“The main factor driving NSW electricity costs the next few years is building more poles and wires,
with electricity distribution costs increasing by 62% between 2009-10 and 2012-131, but there is
nowhere near enough pressure to reform the energy sector and break this cycle,” Mr Levey says.

“When there’s evidence that every dollar spent on cutting demand by say improving energy efficiency
could save more than two dollars, making prices fairer and more transparent for households should be
a priority, not just in NSW but around Australia.”

CHOICE is campaigning for reforms to the energy sector to create fairer prices, better products and
more empowered energy consumers. Read more about CHOICE's energy campaign.

YOUR NEW
LOOK BILL

We have made some changes
to the bill based on feedback
from customers.

ACCOUNT SUMMARY
Predsct/Bavics
Unga argm
Wi Eerply Suinn Chusn a
v Bt Charge
Tarra¥ by Wter Teind
3]

e sk ity Elarges
g D

hae

foral Pk Chaege

TOTL [T doss wetupphy| 4 14E

1) Usage Charges:
Usage Charpes are for the water you use
and the sewape that leaves your property.
Customers indicated that too much detail
was on the front of the bill, so to make it
sirnalar we've maved extra details ta the
back af the bill

) Water Supply System Charge and
Sawerage System Charge:
These were previpusly called Service
Chargas, The dascription has been changed
to pravide & clearer indication of what the
charges are for - the costof running and
rreirtaining allof the infrastructure that
delivers water ta your home and remaves.
hausehald waste via the sewerage system

() Other Authority Charges:
i heve separated these chames on your
bil 20 you can clearly distinguish between
water and sewerage charpes and what we
collect an behalf of other authorities.

For mors information to help you
understand the oharges on your bill, visit:
wwwyvw.com.au/understandyourbill
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CLOSING THE LOOP (WP2)....

MELBOURNE'S WATER PRICES ARE GOING UP JULY 1.
THE BENEFITS WILL LAST A LIFE TIME
AND WE'RE HERE TO HELP YOU THROUGH THE CHANGE.

whatweneedtodo.com.au | 13 1721

' Yarra Valley Water | a fresk approach

. o Yarra
Valley
Water
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WP 2 DEDICATED WEB SITE

7} Yarra valley Water - Help me plan and budget - Microsoft Internet Explorer provided by Yarra Valley Water

Fle Edt Vew Favorites Tools Hep _ | &

O - Q- 1] 3] (| Pseoer Joroonms @) (2- 1 - i

ﬂu:[ﬁm-—u h dtodo, com.au/helpme. html _v_]Gu |uh”|6mﬁy lﬁ'
|

| mil % ] Help me budget

We understand this water price rise could place pressure on |
the household budget. This is not something we take lightly, as

it affects all of us. Please rest assured we have support tools to
help you manage this change.

What are the new water and sewerage charges?

If you would like to view the new account charges click here

7 You may be entitled to a concession on your current service
Help me budget charges. To find out if you are eligible for some assistance click
\ here
~

P
.Wh Too: - We'd like to make this whole change easier for you. To find out
LAl PAVIng more: easy ways to pay your bill click here
If you'd like to speak with a customer service consultant
How can | pay less? about paying your bill please call 13 1721.

Home | Contact Us | Privacy | Terms & Condtions | Yarra Valley Water Yarra Valley Water | s fresh approsch

[Eone

—

@ & » || trbox - Microsoft Outiook_|[ & Varra Valley Water - ..} Mcrosite homepage 200...

o o |




WP 2 DEDICATED WEB SITE

3 Yarra Valley Water - Where is my money going? - Microsoft Internet Explorer provided by Yarra Valley Water -0 5‘
Fle Edit View Favorites Tools Hep | F

Q= - © 1 @ ] Do oo B2 o1~ L

Address I@ http: ffwww . whatweneedtodo.com. aufwhy. html j Go | Links **

et FH 1 | & -

MELBOURNE'S WATER PRICES ARE GOING UP JULY 1.
THE BENEFITS WILL LAST A LIFETIME
AND WE'RE HERE TO HELP YOU THROUGH THE CHANGE.

Why am | paying more?

Drought and climate change are resulting in a severe water
shortage.

Increased prices pay for new water projects such as the
desalination plant, modernisation of Victoria's irrigation
systems, expansion of Victoria's water grid and a major
upgrade to the Eastern Treatment Plant to provide recycled
water

We encourage you to read more about our plans for the future.
Click on the following link for more information.

Our Water Plan

With these challenges in mind, our planning is done to enhance
~ - the lifestyle of our customers with the lowest cost to the

— — N
community and the best outcome for the environment. To read
How can | pay less?

more about this, click on the Tollowing link.
Home | Contact Us ‘ Privagz| Terms & Cnnd'rtiuns| Yarra Valley Water Ynm, Valley Water | s fresh approach

Everything is connected

[
[Elpone [T T e 4f
i start| & * | 5] nbox - Microsoft Outlook ”@‘rarra\la!evw'ater—_ Wniaosnehomepagemo...| <« 2:53PM

> Yarra
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Water
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WP 2 DEDICATED WEB SITE

3 Yarra Valley Water - Can I save Money? - Microsoft Internet Explorer provided by Yarra Valley Water -0 5‘

Fle Edit View Favorites Tools Hep | F
A T

Q- O R @ (] Do Yo @3- 3 5~ K

Address I@ http: /v whatweneedtodo.com. au/can,html j Go | links ** | & Snaglt E’l |ﬁ o

-

-/ MELBOURNE'S WATER PRICES ARE GOING UP JULY 1.
THE BENEFITS WILL LAST A LIFETIME
AND WE'RE HERE TO HELP YOU THROUGH THE CHANGE.

How can | pay less?

There are many ways you can save money by reducing your
water use.

One easy way to reduce the impact of the price increase is to
swap your old showerhead for a free water efficient one. The
water savings from this alone can take over $100 off your
annual bill.

\Water conservation is an important goal for all of us. There are
various water saving solutions and tools we have developed to

—— guide you. To find out more click on the following links.
Help me budget
How do | use water?

Why am | paying more?
\ How can | meet Target 1557
How can | pay less? ,Target 155
~ ‘d

- How can | save water and money?
~ - [ p—— Y
Free showerhead exchange

Water Usage calculator
Your smart account

\

What are other things | can do?

There are so many great ways to save money using water
saving solutions. Click here now to find out what they are, and
how much you can save.

Our business customers can also save money using water

=
[E]Done [ [ [ [ [ [t mntenet Y
i start| & * | 5] nbox - Microsoft Outlook ”@-rarrav.ﬂevwater__ <« 2:57PM
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AFTER ALL........

/V\/e will be expecting all water\
plans to countenance thoroughly
the relationship between

proposed expenditure and value-
for customer and value-for-

...... If you do not have a strategy
for defining, creating and
delivering value, then what
exactly are you doing?”
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