Jayne Warwick 25 July 2014
[address removed]

| make these comments —
= inresponse to SA Water's recent billing errors
= inresponse to ESCOSA's request for comments on its draft SA Water Report

I commenced renting at [address removed] on 31 October 2013. 1 pay for
consumption of water above 0.3288 kL per day.

SA Water billing error

In its invoice for [address removed] ([A/c No removed]) — issued 19 Febraury 2014 — SA Water billed
for 9kL more than it should have (alternatively, it billed for correct kL over 13 fewer days than it
should have).

SA Water ignored my initial complaint submitted 17 March 2014. | resubmitted the complaint 20 June
2014. On 27 June 2014 (SA Water's) [name removed] phoned me — he attributed the error to an
incorrect date in the electronic reader (device). That is, the meter reader forgot to update the device
when taking ‘missed’ readings on 28 January (which caused the readings to be recorded as taken on 15

January}. .
The process of reading water meters

When one learns of the process involved in reading of water meters it seems inevitable that billing
errors occur more often than one might expect.

A contractor reads the meters for SA Water. The contractor has high turnover of staff. It is relatively
common to have inexperienced people reading water meters.

The device used to read water meters has 'software' loaded onto it, somewhat like a book is loaded
onto an eReader. After a reading is entered into a page {on the device) that page turns and a new
page awaits input. Every water meter has its own page. There are many devices, each loaded with
pages for a certain area. Some of the devices might lay about for a time with a few, or many, pages
awaiting entry of a reading.

SA Water presumes the water meter at [address removed] was missed during routine reading of water
meters in the area on 15 January 2014. It would be difficult for a water meter to be more accessible
and visible than the meter at [address removed] — no dogs, no fences, no shrubs, During my phone
conversation with [name removed] he commented (based on image in Street View) that it was "a bit
embarrassing” that the meter was missed.

| saw a meter reader in [address removed] on or about 28 January 2014. He didn* arrive in a car,
get out and read my meter, get back in car and drive to next meter that was missed. He walked up
the street, reading device in hand, and entered properties (I can't be sure he entered all properties
but he appeared to conduct routine read of each meter in the street).

When he phoned me, [name removed] said that the meter at [address removed] was an isolated
missed reading on 15 Jan. Following further discussion, and my observation that the reader
appeared to conduct routine read of each meter in the street, [name removed] concluded that it was
likely a few streets wers missed on 15 January {for unknown reason). How many streets were missed
seems to be unknown, possibly unknowable. Why those streets weren't read the day before or after
(14 or 16 Jan) is unexplained.

(Note: SA Water doesn't know what circumstances caused the meter at [address removed] to be
missed during routine reading of meters on 15 Jan 2014. My observation that the meter reader
appeared to enter other nearby propetties resulted in the assumption that a few streets might have
been missed. An alternative explanation could be that | had a sprinkler on the lawn that was watering
around the meter, thus preventing access to the meter for a person who didn't want to get wet.)

By the time SA Water responded to my complaint (at end of June) the meter had been read twice more
— for the two subsequent billing periods (of 77 days and 78 days). SA Water concluded its customer
was not disadvantaged because the error in January's reading was offset in the next reading (on 2
April). SA Water's observation - that one reading was ofiset by the next - was correct for SA Water's
customer - my landlord. But SA Water did not know details of the arrangement | have with my landlord.
(Note: The reading on 2 April created a daily consumption of 0.3506 kL, which meant that — except for
me paying for some consumption 3 months earlier than |1 should have — one reading offset the other for
me (as well as for my landlord). However, this would not have besn the outcome if SA Water's billing
cycle was smoother (i.e. consistently approx 91 days) —e.g. if SA Water read the meter 91 days after 15



Jan (on 16 April) consumption was 0.3187 kL per day.)

Tenants are invisible to SA Water
[name removed] told me SA Water did not intend to review any other accounts that were, or might
have been, affected by the incident, "because no one else complained”.

(Note: There seems to be general assumption at SA Water that mis-reads don't maiter because the
next reading will offset the previous error. This was the attitude | encountered during my initial
telephone contact with SA Water on 17 March 2014 — | spoke to [name removed].)

But SA Water does not know whether there are tenants in other homes affected by this error. Tenant's
water charges (passed onto them by the landlord) are based on some readings that are taken by the
landlord - i.e. the initial and final readings are taken on the date the tenant moves in and moves out.
This independent billing, and reading of meters, means SA Water must provide accurate readings at all
times (it cannot assume one reading will offset the other).

[name removed] response contrasts with CEO John Ringham's recent commenis in relation to the two
"rogue™ meter readers who (it is assumed) didn't read meters. Through the media Mr Ringham said
SA Water reviews all instances where an error is suspected.

(Perhaps the two "rogue" meter readers did read meters but failed to enter correct date/s in devices.)

Is the meter reading process robust?

There appears to be weaknesses in the current arrangement for reading of meters. How many water
meters are missed during routine readings (throughout Adelaide and beyond)? It seems likely a good
few are, especially if entire streets are missed, or a sprinkler operating over the meter can prevent
reading. Most modern electronic devices automatically keep track of date and time. Why doesn't the
device the meter readers use automatically keep track of datefime without need for manual input?

SA Water has one foot in each camp

[name removed] advised that the contractor who reads water meters also reads electricity meters. He
said the rules that govern how readings are taken varies between the two utilittes because those rules
were carried over from structures that were in place when the two utilities were Government owned.
[name removed] suggested SA Water won't change its rules because they are too deeply embedded
in the way it operates. However, SA Water has changed how it bills customers. Its meter reading
process was designed at the time when SA Water issued half-yearly accounts and charged far
cumulative annual water consumption. SA Water now bills customers the same way that electricity
companies do (for daily usage).

Electricity bills are generated the day after a meter is read.

SA Water issues all bills for an area (iccal government area?) in one bunch. Thus all bills for the
area around [address removed] (all of [area removed] council area?) were issued about 19 February
2014 even though readings were completed by end January.

Electricity bills arrive within days of the meter being read {which enahles householder to check the
reading on their meter within days of the official reading). Water bills arrive around one month after the
meter was read.

SA Water gives the contractor around 10 {(or 117?) business days to complete readings of an area (a
local government area?). The contractor can complete this task in any way it chooses — it can saturate
an area with readers and complete the task in a few days or it can use fewer personnel and read
throughout the allotted period. Any missed readings can be taken any time before the allotted period is
up. This enabled meters around area of [address removed] to be read on 15 January and the 'missed'
readings to be taken on 28 January.

SA Power Network advises me (via SMS and email) when my electricity meter is about to be read
{provides a three-day range). This enables me to provide access to the meter by unlocking a gate for
those few days.

The span of time during which a water meter might be read covers 2-3 weeks.

How does SA Water cope with meters that are permanently inaccessible (behind locked gate etc)?

Erratic billing periods

Electricity meter readings are roughly around 91 days apart (+ / — a day or two).

The number of days between water meter readings is unpredictable — recent billing periods at
[address removed] have varied between 64 and 98 days (allowing for the correct date of
reading on 28



January) or between 77 and 85 days (according to dates on SA Water accounts).

Where a meter reader has returned at a later date — due to a missed reading — does SA Water normally
issue the bill with correct date (of reading)? 1'm sceptical. | suspect those readings are routinely billed
to the earlier date {when the majority of meters were read). Bills are issued around one month after the
meter is read. Few people can challenge the reading after such a lapse of time (if | had not kept a log
of readings | couldn't have challenged; | would not have had the evidence).

Tenants pay for wasteful garden watering systems

| kept the log because my landlord's garden irrigation system belongs in the ark. It was installed at the
time (20 or so years ago) when water consumption was virtually free. The system is in poor repair and
was partially dysfunctional when | commenced tenancy. A neighbour told me the landlord, "hardly
ever" used the system (this was landlord's home, | am first tenant). Nevertheless | was expected to
water the garden using the system. | quickly discovered the system was incredibly wasteful of water
and stopped using it. | advised | would maintain the garden using my own water-efficient portable
sprinklers and hand watering. My landlord insisted | use the watering system, but that insistence
ultimately came unstuck when some of the electrical parts of the system failed (and were not repaired
until last week). | decided to log water use so | had evidence ] watered the garden adequately (in case
any plants succumbed to the extreme heat over summer).

I am not aware whether South Australia has regulation that requires landlords to install water-efficient
equipment inside the dwelling if they require the tenant to pay for water, which is the case in NSW and
Qld. The house at [address removed] is water efficient inside but, as described above, it is water
inefficient outside. The agent tells me that some [andlords have garden irrigation systems that the
tenant cannot alter or switch off even though the tenant is required to pay for water the system uses. |
think tenants should be protected from this attitude of landlords. In addition to requiring landlords to
install water-efficient devices inside the dwelling | think landlords shouid be required to install water-
efficient autdaor irrigation systems if they require tenants to use the system and to pay for the water it
uses. After a while it became apparent my landlord wanted the watering system used because she was
concerned about the foundations of the dwelling {60's-built home on reactive clay sail). This is
understandable and legitimate concern but my opinion is that the tenant should not be required to pay
for consumption of water to maintain integrity of foundations of a dwelling — that should be the
landlord's responsibility.

Billing periods and daily usage

On the following couple of pages are scme examples that display how shonrt billing periods in summer/
autumn push more consumption into tier 2 rates. In my example the impact on bills is small but there
are many people for whom every dollar is precious. [ think the current billing system — where the
lowest rate for water consumption (currently $2.32/kL) applies to 0.3288 kL per day — unfairly penalises
people with a garden who consume minimal water within the home. | am an example of such a
household — two of my quarterly SA Water bills (I was a home owner until Nov 2013) — the winter and
spring bills — were for consumption of between 3 and 5 kL, but watering of garden during summer and -
autumn produced higher consumption. SA Water's uneven billing periods adds injury because high
consumption is squeezed into shorter period of time. For a garden, highest consumption is often
concentrated into mid Dec to mid April period — a span of about 120 days. A billing span (2 x accounts)
of about 180 days captures some days of lower consumption.

{Note: In two of the examples on next page, for simplicity, | applied 2013-2014 rates for water usage
beyond 30.6.14.)

Quality of water delivered through pipes

When responding to SA Water's recent survey it occurred to me that | don't know many people who
drink unfiltered tap water. | use the local Greenhill Springs water (11 litre bottles} for drinking and
cooking. Tap water {including that filtered using Puratap filter) upsets my stomach (I have chronic gut
issues).

Perhaps we should consider whether delivery of drinking-quality water (for use throughout house and
garden and by businesses) is appropriate. Would it be cheaper to deliver drinking-quality water to
businesses and homes in bottles and deliver lower-quality water through the pipes?

Appended —
Pages4-5 Examples of billing periods
Page 6 Street View image (of water meter)

Pages 7-12 My original complaint submitted (via email) to SA Water on 17 March 2014
Page 13 SA Water's response dated 30 June 2014
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Memo from Jayne Warwick

Following my phone discussion with [name removed] this
afternoon RE: [account number removed]

Residential property: [address removed]

As a tenant residing at this address | have a financial interest in this account.

| believe the date of the meter reading is incorrect.
| believe this and other meters in this street were read on or about 28 January 2014.

| believe this for the following reasons:
1. | observed the meter reader in the street in late January (not in the middle of January).

2. | read my meter regularly, almost daily, during January. The reading on 15 January was
1099, whereas the reading on 28 January was 1108.

3. The invoice date =19 Feb 14.
i checked back through my previous SA Water accounts. It is very unusual for the invoice to
be dated more than one month after the meter is read.

l.e. History for [account number removed] Residential
property: [address removed]

Meter read: 14.12.11 Invoice date: 11.1.12
20.3.12 11.4.12
12.6.12 11.7.12
5.9.12 10.10.12
211212 9.1.13
18.3.13 10.4.13
18.6.13 10.7.13
19.9.13 9.10.13
27.12.13 8.1.14

On the second and third pages of this PDF is a copy of my handwritten record of readings.
| am prepared to sign statutory declaration to swear the authenticity of that record.

| believe SA Water needs to re-assess all accounts recently issued to households and
businesses in geographic vicinity of [address removed] to ascertain accuracy of the date of
meter reading in those accounts.
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sA Water - .
- 250 Vicloria Squdre / Tarmanyangoz
Adelalde SA 5000 -
GPO 1751,
Adelzide SA 5001
ABN 697336 525 018
.\ww:sawawm-n.au

Enauirie;
Ceneral, Lal!mg .':nd
paymert“dnlhcuitlns 1200 650 950
WMontday tiFriday  8.30am-5pm -
customarsarvice@sawalercom.auy

Sevice difficulties 1300883 121
7 days ger yreek 24 hours per day
Watpr Wis_e Hotlire 18010 130 952
. S = L Com L, ’
Dally water use Your account
Your avesage daily water use compared with the Account number [number removed]
same quarter for previous years. 0
Invoice date 19 Feb 14
125“_ - bt bt v At = - - ——-
Pay by
— y s 11 Mar 14
7500 - " Total due  :* = $428,17
500L 7 .
wl TR Account summary
oy . - H
L, ' Residential property 19 PITCAIRN AVE
oL
01 2012 2003 2014 URRBRAE LT 31
Find out more about water and wastewater Pravious balance $265.35
servicas at www.sawater.com.au., w e Toomnmmmm
: ) Amount paid $265.35¢r
. : - H . New ch-ai'ges 5 T $428.17
Current balance $428.17
Date paid  /  / Payment slip |
Amount pald$ éggmu — W et 1 N s et siv

Blller code: 8888 !
i

: i
. Account nuh"%ber [humber removed]

a Invo:ce date

—,——n g - e —a——
F-5

PAY . Ref- 0513540434 e, P_»ﬁigt_)_‘li
e it ta i 5 po gt rom yout. Payby . 11 Mar 14
e ot onea T eton ccocat. Total due $428.17
Trantode  Usercede  Commenwealth Bank ot . * T :
831 ‘lopsss | [ os13s4pass ~ (] . P
WRA BT g SAWater.
Plrase da not mark: below R
00000428175 <009915> [code removed]
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Water
Meter reading
Cuarlerly meler reading, waler use desalls fn Id!oimﬁd.} 1kl = 1000L) and a supply charge to teliver the water
Melor Pravioyus reading Gumen! reading Proposed next read batween 31
M4G200275 220ct13 1045 18 Jan 14 1108 we 8 Mar“msg:di.'Aer
Total readings . 63 K|
Water uss 22 0ct 13 10 16 Jan 14 {85 days) 53.00 kL 27.95%L a1 82.25 8317
3505k 2183.23 113.21 5176.28
Supplycharge O Jan 141031 Mar 14 26870
$245.08
Sewerage
Acecasscharga 01 Jan 14 1031 Mar 14 Properly value: S550,000 at 31.528 cenis per $1000
Quarterly charge for ramoval and treatment of wastewster based
o your Propery’s value us delemined by the Valoer General $173.39
$173.39
Other,
Lowy 01 Jan 1410 31 Mar 14 SmmeH‘NerMurrayLM
- Sea how your money is boing trwesled o impraveihs heaith of
the River Murray, search for Szvalheﬁ:veerrayLevy ot .
WA SA.G0V.aU 5e.70
$9.70
Total $428.17

Total GST of this invoice $0.00

Paying your bill - - o

Ig sPAY
Telephone and Int2rnat Banking - HPAY®. Call your bnnk-""
P

.. Q.. Paviagty phone - “1300 850870

“Call us 10 make 4 paymedt using Visa or Maztercard - 24 howss

] or lnncls) Institution to makethls payment fromyour =5 aday, sevendays aweek,
chequa, savings, debit, credit catd or transeciion dveavnt. P
. aylag onling - wwww.blllipaysawziercom.nu
More infarmation: whewbpay.con.an _ \ Visht wwwebiHipsysawatercom.au to maka & payraent using

Direct deblit . ; . - Visaar] Mestercord,
yit q
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dowalaad the ferm ot witvesawal2noom,au ta arrage payment
fromyaur cheque o savingy account (o aredit eards),

Gotach the payment ship and pasﬂ: With your eheque or MoRcYy
orderto SA Water Gh0 Box 1039 Adelnlde SA 5001,

Ith Bank

Pruset this accouns &fid peytnen: 15 8 C

w Paying In person

branch or BPOINT cutled ditptaying the BPOWNT logo.

- - For rotsiler Ioeatlons visit waver.bpointLom.au
b Blller cade: 35478 Altémxtively, payment can he made at any Avsiralin Post outiet.
Ref: DE13540434 Hote: No crodit curd paymienil aecepted at Australls Fost.

BPOIMT -
Cheque detatls
Crawer Bank , Brench Amoun s
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SOUTH AUSTRALIAN

M WATER CORPORATION

( l SAWater AB.N &9 336 525 019
GPO BOX 1039, ADELAIDE SA 5001
OUR REF AD76542

INQUIRIES JOy
TELEPHONE 08 7424 1185

30 June 2014

Ms Jayne Warwick
[address removed]

Dear Ms Warwick

Account Number : [number removed]
Property Location: [address removed]

Thank you for your enquiry regarding the water usage on the above property and
further to your phone conversation with [name removed] our Senior Billing Officer
confirmation of our conversation is provided below.

Over 650,000 meters are read every quarter by our meter reading contractors,
Service Stream. Meter readers endeavour at all times to read meters accurately.

The meter reader first visited your street to read on 15" January but was unable to
obtain a reading at your property in the first instance.

A follow up visit to your property was made on 28" January and a reading was obtained
however the reader inadvertently failed to update the read date in the hand held device
they use to record the readings. .

Based on the conversation it was agreed with you that no adjustment would be made on
the account as no financial benefit would result.

Thank you for your inquiry and trust the information provided regarding this
matter has helped to resolve your concerns.

Yours sincerely

£

[name removed]

BILLING OFFICER

()
o/

Government

SAW 3181A of South Australia



Klemich Property Management

85 King William Street
KENT TOWN SA 5067
Tel: 08 8361 4044 Fax: 08 8363 1847

Jayne Warwick
[address removed]

Regarding: Jayne Warwick
[address removed]

Tenant Invoice

Date: 12/03/14
Ref: WARWICKJ

Description Due Date Owing
Water Usage lease start date - 15/1/14 $122.78
Meter Reading Details
From : 31/10/13 - 15/01/14
Reading : 1108
Units : 63

Total Owing $122.78

Payment can be made by BPAY biller code 4481
using your usual DEFT reference number or go to

www.deft.com.au or call 1300 30 10 90.
Sorry, cash or cheques no longer accepted.

REMITTANCE ADVICE
Tenant: Jayne Warwick
Premises: [address removed]

Total Due $122.78

Please return this section with your payment to:

Klemich Property Management

85 King William Street

KENT TOWN SA 5067

Tel: 08 8361 4044 Fax: 08 8363 1847

T/Ref: WARWICKJ
[code removed]
Period: 12/03/2014

Amount Paid $




