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City of Salisbury Water Industry Retail Licence 
Response to: Restriction Thresholds- Debt and Flow Rate 

I write, on behalf of the City of Salisbury, in regard to the Commission's request for submissions on 
Restriction Thresholds- Debt and Row Rate. 

Salisbury believe that the thresholds prescribed for SA Water under the Water Retail Code - Major 
Retailer are not suitable for all Minor and Intermediate Retailers or all customer types. 

The City of Salisbury provides an alternative 'fit for purpose' water supply to its customers - residential 
and commercial. Whilst we consider that the debt and flow resbiction proposed by the Commission 
would be suitable for our large volume commercial customers, we believe that these thresholds are 
too high for our low volume residential customers. Our reasons for this include: 

• Residential usage of recycled water Is lower than typical mains water supply as it is 
predominately used for toilet flushing and gardens. 

• Residential customer accounts average around $145 per year. 
• It would take a majority of our residential customers a number of consecutive quarters and/or 

potentially years, in most cases, to accumulate the Commission's proposed restriction 
threshold of $300 before we could take action. 

• Restricting the flow to 2 litres per minute for a recycled water supply would not suffidently 
inconvenience residential reCycled water consumers to encourage them to pay their account in 
order to return a normal flow rate. 

In July 2014, Council considered the issue of recovering outstanding water charges via restricting 
water flow to residential customers to minimise the impact of unpaid supply. Following consideration, 
the Council endorsed the Salisbury Water Flow Restriction Policy for Residential Customers only. This 
endorsed policy specifies that a flow restriction device may be installed when a residential customer 
has a minimum outstanding balance of $200 or has been In arrears for 4 consecutive quarters. A 
minimum length of time that a customer can be In arrears before a flow restrlctor is installed was 
ronsidered appropriate as many of our residential customers use small quantities of water per quarter 
therefore their account could be in arrears for a number of years before any debt recovery action 
rould be taken. 

In addition to the debt threshold, Council proposes to use a 0.41itre per minute flow restrictor. This 
will still allow a toilet to refill in around 8 minutes versus the 2 minute time interval proposed with the 
2 litre per minute restrictor. 

We request that the Commission reconsider the minimum debt threshold and flow rate proposed, or 
alternatively, allow for licensees to submit a revised policy for the Commission's approval. 



Please find enclosed a copy of the Salisbury Water Flow Restriction Policy for Residential Customers 
for your information. 

Should you require further clarification in relation to any of the above information, please do not 
hesitate to contact me. 

Yours sincerely, 

Bruce Naumann 
Manager Salisbury Water 
Phone: 08 8406 8575 
Email: city@salisbury.sa.gov.au 
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~ 
Salisbury 

SaUsbun· 'Vate1· now Restliction Polk,· for Rnidential Customers . . 
PoliCY~: Polin' 
APIIlOTtd BT: C:o..aJ Deci~oa:So ~ lOJ.atU41 
AIIDrom Date: 2SJulOU Last Rnllllleral Date: liJtdTlOU 
Rllit1r Datt: 11Ju211f bttraal ~ftrtaet :So.: 
Departatat: BU.ss EneiJtlu:e D~"':>ioa: Salil.bUT Water Basillen t"llit 
Tuctioa: 7-Tiaarilll a..sp.asiltle Ofticer: Yaucet·. Salisbary \\"attn 

ilaa~a~eaat 

A - PREAMBLE 

l. 'Ibis policy pr0\-id6 dear dim:tioo to staff. ~ aa4 Couacil in Rlation to the 
recovery 01tb:tagdjng Sa1isbuty Water RSidpntjal water darps tbroup the restriction of 
water supply ila accotdaDc:e witb 1be Cora:il"s Water Jadostry Retail Liceace. 

" A flow reslridor is a derice tbat em limit 'Riel' flow to a pmperty, typicaUy a orifice 
plate inserted .t tbe SUJ1Ply meter-. 1be C01JO.cil proposes to use reslric:tocs to limit the flow 
of water to a mminal 0.4 htres per ml.autle ~ lllowiDJ midems to still meet bMie 
hygieae for toilet flushing but Uimitmg the "usability" ofdll! supply for other purposes. 

B-POLICYPL"RPOSEIOBJECin""ES 

1. This policy applies to RSideotial customrn who recei\:e Salisbmy Water &om the City of 
Salisbury's Wats" ~ t..:lmt who mM the mteria far DOD-payment of Salisbuly Water 
accouats as per Clause Dl .. 

2. This policy pnnides. dear diRctioa to 1boR Couaci1 oflk.en who are responsible for 
maaaging the RCO\'ft)" of ontmnctios; SaJisbU1y Water ftSiclential \\'a~K charges aa.d the 
criteria to be .,pied for1bt iastdatioaofa 1Aia" t1ow restridiaa de\ ice. 

c· -DEFL'\TIIO!\"S 

I. "St~lislm,· JJ'irtw BnmJf'Ss 01it" is a ~~ uait cf the City of Salisbury ('lbe 
CCIUilCll} 

2. "SDlisb,,· JJiltw~ is the tmn used fm· c~· s tit-for-purpose m:yded water supply. 

D .. POLICY STATDIL'\"1' 

1. Crit~ria for I1Gw RHtridion 

1.1. A residential c:ustom!f' will bzl.-e a \\rattJ trow 1eSIIidion ~ice i1JStalled l1o'htn thrir 
water ac:c:ouat ha$ a minjgnan 01Jistandi"f ba1aDce ofS-"'00.00 or bas bet!ll ill amars for 
4 c:ODS!CIIti\.-e quadl!t:L 

1 "2. A water flow RStridion 2\m \\'ill caly '- mstalled a ac:ccxdaace with the procedures 
out1iaed ia tbe fD1lowiag Clauses D1 to DS. 
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:%. ColUlcih Ability to Rfttric:t a Rnidmtial Watrr s~ni« 

2.1. The Couocil may ammge for tbe restriction of the supply of Salisbury Water to a 
residential custooJ« where the resideotial customer bas: 

a) not paid a bill or bills by the due date ; 

b) not agreed to another pa)meai option to pay a bill; 

c) not adbeRd to the residflntjaJ customers obligations to maL-r pa}'DieDts in 
accordance \~t"ith the payment options ill relation to tbe pa~ of bills in 
Clause E2; and 

d) not complied with the tmus of Council's Residential Customer Hardship Policy, 
rel:ru.lting in tbe resideatiaJ customer being relllO\>-ed ttom that program. 

l . Council'> Obligation'> Prior to Rfttrictiog a Residential Watrr S~ic~ 

3.1. ~fore resuictmg supply of Salisb!lty Wata- to a residential customer for failure to pay 
a bill or bills. the Co~mcil ,.,·ill: 

a) Use its best ~nd~:n-ours to comact tbe residential c:ustomer personally eitbn bJJ: 

• Telephone 

., Mail 

., Elecb:ooic mai~ 

• V~sit~ the pt·~-- or 

., .~y other ~od approved or tequired by the Commission (ESCOSA) 
from time to ti:!:ne 

b) Give the m.:idential custcmff in:""cmlation about the 1ams of its Residadial 
Custonlef Hardship Policy md a!.sess the residential customer's el~gJ.til:ity for 
participatioo in ilie hardship pmgram: 

c) Gi\"e the c:u.sloaiK a ftll1iader notice in "Writing; 

d) After the expi:y of~ period tefened to .in tbe remiDder notice, give 1he 
residential>Cmtome a \\nrten ·'Notice oflntemion to Restrict"' with 7 busilless 
days' notice of its mxw.tioo. to illstall the restriction; and 

e) Advise the RSideotia1 customer oftbe existeoce and operation of Councils 
eX1emal di:spme resohmc-~ body or 1Ddt'l$iry ombudsman (wbidlevu is 
applicable at t'n.e time} 

4. Prohibition on Rflid~uti:.~l Watu now ~miction 

4 .. 1, In the foUowing iastances, tbe Conacil must not arrange for the supply of a RSidential 
customers water sen'ic:e to be restricted: 

~) wbae supply to the residential cu&tomff is in accordance with the temJs of the 
hs:idential Customer Haroship Policy Mel the residential customer is adbe:ring 
to those reqwements. 

b) for non-pa)"''llent of a bill where the amcuot is less than an amount apprm'l!d by 
the Commission and the resi&ntial customer bas agreed with Couacil to sepay 
that amount 

c) wbft"e the m.identiat custoo:lef" or a person residing at the RSicfential customers 
supply address bas admed the Couacil that tbe pemm ontiaarily esidiog at the 
supply llddless is depemdent on life support equipment. 
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d) where a RSidenfjat customer has made :a oo«tiJdaint cliRctJy Rlated to the Rason 
for the proposed flow RStrictioa. to the iDdustry CJI!Ibndsman or IIII.Ok external 
dispute resolu6on body aDd the complaint muaiDs UIIR501ved. 

e) \Vbere the RSidentia1 customer is the laruUorcl. aa4 the supply address is 
occupied by a teDaat and the tmaDt has: 

• Pro\ided acceptable e\.jdeoce (such as an eucuted tenancy apemmt. 
proof of mda1 rett'iptf. or other bilk for !oods aa4 senices) demonsuatiag 
the teaaot" s m.ideace at the wpply addRs5; aad 

• Satis&dits JNI)'DitDf w1iptiaas (if aay) iDRSped of the mail sen.ice in 
ac:canlaace with the tem:&s oftbe ale\wat1ea11M:y ~ 

5. now Restricdoa PI'OCftlarH 

5.1. Tbe Couaci1 wiD .c:o\"B' Olllstalldiag ftSideatieJ water liSaF dulrges through tbe 
restriction of\\'llle¥ supply by following the procecbe below: 

a) laidal m·oic. 
• Issued by the Salisbury Water Bus~ l:cit at ea4 ofbilliDg quart«. 

• Allow the customer 30 days to tD8R pa:)mmtlmaogemeats. 

b) Final Node~ 

• Issued by Fiaaacial Offic:er 7-10 clays after file dR II*. 
• The &aal aotice u to iDclude .a cDpy oftbe mitial ~. iaducliag 

;;. ad\isemear tbat Dihn tc pay \\'ill result ill mtri.c:tioa oftl.ow 
)> CCK1s assoc1a~ witb ~installation of a low RStrictor will be 

chaspd to the C'IJSt.ome.6 ac:couat. 

r) ~otic. oflntmtioD to Restrict J1ow (mininm• 4t1I'Nalldiag balaac. $200 or J 
quart~rs in arrHI'S). 

• Subject to satisl}'ing C'omc.il".s obbgaticns. UDder Claase Dl. the Salisbury 
Water Busiaess l.Tmt will ahmlpt fO ~ duec:t "tEe to face· coatact, issue 
a wriltea R!IDiader notice (M ~· S«bon 7} fDUowecl by a "Notice of 
latstiaa to Restrict"". OOIDUl.allv 7 da''S i"cm the elate of the Fiaal Notice 
issued by the YJDaDCaal Officer.' • 

• The Notice oflateation to Restrict must c:oalllia tbe fDllml'iug iDformation: 
io Dateofissue: 
, Tbe -tta· p;..-q 1be tis~ tc tht ~ DSIIictioa; 
io Wilen lbe DOti.ce bas beeG issued baot payias a bill state the date 

Oil wbida tbe ~ •WIIiasaalice peliod eads llld state tbat the 
p8}'IDr1ll of the biD must~ .... ciDiiaBthensbictioa \\'81Diag 
DOiice period; 

~ Jafonas the customer of applic:abli! RStoatioa poceduRs aod charge 
that will be imposed: 

;.. Iacludes details ofCOIIIICi1s telephoar 1IUIDber aud website for 
CGmpJ.aiats,. and disputes; aad 

,. laclade5 cletai1s of the esisRaxe aadapeatioa of Couocils memaJ 
clispule resolution body« the iDdu&1ly ombuclqnm SC'heme 
(~wi.s qpliclble). 

• 1'be IIOtice is to be deli\'fted \U hpsla'ed !\.fail or H.t Deli\.wed. Copies 
to be piU\icted to tbe Sali.~bury Water Bu&inK~ Umt Teclmical Ofticer. 
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• Flov.· restriction will o.alybe avoided iftbe baJaace of the accouot i~ paid in 
full or ammgements to pay lm>e been agreed to by Couocil or other criteria 
as detailed in Clause D4 are met. 

• AJ1 conespondeaa Sba11 be :registered in Pathway l Dataworb. 

d) Flow RHtrkdon In~taDation 
~~ Restrictot to be installed oo the eltisting purple ~ted water meter. 

• The restrictor will net be ~ed~ 

)o. after 3.00pmon a busiaess day 
)- on a Fri.day. on a -weekend, on a public holiday or on tbe day before a 

public hoJiday, except iD the case of a plaooed iotesruption; or 
-,. if it is a day of total fire ban declared by a rele\'8Jlt authority in tbe 

area in which the supply address is located. 

• TVL-o water staff1IJI!IIlben; are to be presem at each installation 
• Only 0.4litres per minute teStridofs are to be utilised. 

• An "'iastallation of~· restri.dor fee"" will be charged to the customer-'s 
account in ae<:ordanl:e with CO'!Jncil's Fees and Charges. 

e) now R.emktor Rmlol-al 

~~ The removal of the flow res;l:l"i.ctor v.ill tah place after the balaoce of the 
accoum is paid in Ml or an ayeed paymmt scheme has been negotiated 
\1.ith Council or o!:bff Clause 04 criteria. come into effect. 

• The remo\'31 of the flow resuictor will take place as soon as possible but 
within 2 workin~ days :from clearance offuads. 

• Rem:ictors v.ill be :remo\"ed during lllOml3l working hours, uoless ot1lelrl~i~ 
iDstmcted by the Maua~ Salisbury Water. 

f) lAgal Action 

• legal action will only be tal.:m in accordance vo.<ith tbe Couocils debt 
recovery ptoc:edures . 

6. Full DittOnnKtion from Salisbury Wat« Supply 

6.1. In accordance with tbe Water .Retail Code - Miuor and Intermediate Retaile!s, the· 
Couucil must not ammge b the fidl disc:ODIK!Ction of ;.~JppUy of a water sentice to a 
c:ustomeJ·'s supply address for DOiliJII)'DII!IIf ofbills. 

5.2. Permitted disconaectioru. are only pemlitted if: 

a) a customer has~ the ctiscomJection: 

b) a customer har. used th£- retail sen 'ice illegally: or 

(.'.) a customer has retUsed eullyto Couoci1 staff for the purposes of meter readiDg 
or other purposes consistent with C80)1ng out duties in accordance with the 
applicable regulatory iastmmeats. 

Clauw I» Prohibiti~n dau;;M '>rill apply in aD ~as~s. 

63. The disconnection fee 1riJl be in accudaace with the Councils Fees & Charges. 

7. R«onry of Oot!itanding Balanc~ a!tn Incztallation of a Flow RtstriC'tor or 
Dist>onnetdon 

7.1. following installation .of a flow r~slric~or or disconnection of supply, the Council may 
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\\ithout further notice commmce proc:~ fbc RCOftfY o! aU amounts due. 
Recovety ~ a.-ailable to Couocil iadode: 

a) Proc:eediags in any court of~ jurisdidiaa 

b) Such otb« 1epl processes as deemed appropriate byCOUDcil. 

8. RKonn«tioa to Salkbary Water Supply 

8.L Should a customer wish to be Rc:osmec:tecl to Salis.1ay"s Water Supply (eg. duulge of 
ownership), ther.u~ec:tion \\'ill be at Cbe OWIM!B c:ost. 

E- LEGISL~DON 

1. City of Salisbury Water Judus1ry Retail License (Mia.or Retailer); 
2. Water Retail Code-Mia« & Intermrdiate htai1er:s (WltC-MIRIOl) 
3. Water Industry Act 2012 (SA); 
4. Essential Ser\ices Commissicm Act 2002 (SA); 
~- Loc:a1Gm.~Act,l999. 

Doc.-at C:oalrol 
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