Our custo

r prom,

We promise to deliver water
and wastewater services

you can trust

Safety

We will:

() Provide you with safe water that meets Drinking
Water Standards for New Zealand

(¢ Treatyour wastewater to protect the environment

¢ Keep you safe when working in your
neighbourhood

ZE

AT

O RERHHATTERBAITENREUA
7

O MERFKHITLE, MRPTE
O EBRMNVIERGHNBRENT S

Respect

We will:

O Respectyour culture, values and time
@ Supportyou in difficult times

O Protect your privacy
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Service
We will:

() Make it easy for you to contact us
() Listen and respond to your concerns

() Fix faults in our networks within
committed timeframes
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Engage
We will:

() Involve you in decisions about how we deliver water
and wastewater services

() Use your feedback to improve customer services

() Help you to value water as a taonga and to use it wisely
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Delivering o
our promise

Planned water outages

Sometimes, we turn off the water supply to
upgrade our infrastructure.

You can expect:
(¢ Atleast 5 working days’ notice
¢ Water back on within 5 hours

() Outage to be outside of peak periods: morning
(5am-9am) and evening (5pm-11pm)
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Unplanned water outages

Sometimes, we turn off the water supply to fix
something that has broken unexpectedly.

You can expect:

O Information on our website

(O Water back on within 5 hours

(O Emergency drinking water provided
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Wastewater overflows

Sometimes, our pipes become blocked or
break, causing wastewater to overflow onto
private property.

You can expect:

(¢ Our crews to fix the issue and clean the
area within 5 hours
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Complaints

Sometimes, we may not meet your expectations.

You can expect:

(> When things go wrong, it is easy to make a
complaint

() Afairand transparent process

(> Aresponse with a plan for resolution
within 10 working days
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For further information about our service standards,
and the circumstances in which they apply, please
see www.watercare.co.nz/customerpromise
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