HUME

Community Housing

As a value’s led organisation, Hume Community
Housing is committed to referencing any policy
decision against our values.

Hume’s values are:

e Determined to succeed
e Creators of connectivity
e Builders of resilience

e Champions of change

PURPOSE

To define Hume’s approach to water usage charging
and to explain who is responsible for payment of
water usage charges in Hume managed properties.
The policy aims to provide a clear, fair and
transparent approach regarding water usage
charges for customers living in shared meter
properties and to identify any conditions that apply
to ensure that:

e Appropriate water charges are applied

e Customers are aware of the allowances that are
available

e Tenancies are sustainable

e Customers rights and entitlements are
protected

SCOPE

This policy applies to all properties owned or
managed by Hume Housing except Specialist
Disability Accommodation (SDA) and Crisis
Accommodation. Customers residing in SDA and
Crisis Accommodation are exempt from paying
water charges.

POLICY

Hume customers are responsible for the water
usage charges at their property.

Hume charges water usage in accordance with
Section 139 of the Residential Tenancies Act 2010,
the Community Housing Water Charging Guidelines
and this policy.

Water charges are separate from all other charges
including rent.

Water usage charges encourage water
conservation. Hume expects customers to
conserve water wherever possible and to comply
with restrictions put into place by the local water
authority. Customers will be liable for breaches of
water restrictions.

POLICY: Water Charges

Customers will be charged for water usage in a
manner that is fair, transparent, and consistent.

Hume will advise customers of any changes to this
policy that will impact what they pay.

CALCULATING WATER USAGE CHARGES
Hume Customers pay either:

e an actual water usage charge if the property
has a separate meter or;

e a weekly water usage charge based on
household size if the property has a shared
meter.

Hume is responsible for meeting all other costs
associated with water provision, such as water
connection charges, sewerage and other charges,
and provision of water in common areas.

Properties with Separate Water Meters — Actual
Charge

Hume will charge customers who live in properties
with separate water meters the actual water usage
cost, as per the individual water account or invoice
received from the water authority.

In accordance with the Community Housing Water
Charging Guidelines a separate water meter must
be readily accessible for reading by the water
authority and generate an individual water account.
If an individual water meter is not read by the water
authority and does not generate an individual water
account, Hume will charge the Customer as ifitis a
shared meter dwelling.

Water charges will be added to the customer’s
account each water billing cycle.

For new Customers, the first water usage charge
will be calculated based on the water meter
reading at the beginning of the tenancy and the
subsequent invoice received from the water
authority.

For customers that have vacated a property during
a billing period the final water charges will be
calculated based on the water meter reading at the
end of the tenancy and the reading on the previous
invoice received from the water authority.

If a water meter reading is not available for new
and vacating customers, water usage charges will
be calculated on a daily rate to ensure appropriate
charges are recovered.
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HUME

Community Housing

Properties with Shared Water Meters — Weekly
Charge based on Household Size

Hume will charge customers who live in properties
with shared water meters a weekly water charge
according to household size and Hume’s water
usage matrix. The weekly water usage charges for
households are available on Hume’s website.

Hume developed its water usage matrix for
Customers residing in shared meter properties using
water efficiency targets that have been set and
published by relevant water authorities.

The weekly water usage charge is set using the

following methodology:

e the total water usage charges for all Hume
managed shared meter properties s
determined

e 10% of the total water usage charge is deducted
to allow for common area usage

e household size data is collected

e The balance of the charge (90% of water usage
charges) are apportioned using the Hume matrix
to determine the weekly charge for the following
12 months

e The weekly water charge methodology uses the
below matrix to determine the charge.

Proportion based on
Water Authority Efficiency
Targets

People in the

Home

e The weekly charge will be rounded to the
nearest 5¢

e The number of household members in each
property will be reviewed weekly prior to the
weekly charge being applied to water accounts

e Customers will be informed of their new water
charges as a result of change in household
members as part of the rent review process.

POLICY: Water Charges

As itis not possible to determine an individual usage
charge for shared meters, the water charge is
considered the customer’s contribution towards
water usage costs only and is not intended to reflect
their individual water usage.

Water charges will be added to the customer’s
account each week.

The weekly water usage charges for households will
be reviewed at least annually and will be made
available on Hume’s website. Customers will be
provided with at least 28 days’ notice of any
changes to the rates.

In setting and reviewing weekly charges Hume will
ensure that the charges for all of the customers
combined do not exceed the total water usage
charges from the water authority.

PAYMENT OF WATER USAGE CHARGES

Properties with Shared Water Meters — Weekly
Charge based on Household Size

Water usage payments must be made weekly or
fortnightly in advance along with rent payments.

Properties with Separate Water Meters — Actual
Charge

Hume will calculate an estimated water use at the
commencement of a tenancy and customers will be
encouraged to pay this rate for water in advance on
a weekly/fortnightly basis with their rent payments.

1 person 1.0

2 people 15 Customers can pay their water usagg b.iII inalump
sum payment within 28 days of the bill issue date.

3 people 1.9 Customers who pay in instalments must ensure

4 people 22 that, if they have under-contributed, that they rpa.ke
a lump sum payment of the shortfall amount within

5 people 2.5 28 days of bill issue date.

6 people 2.8 Payments for water must be specified as water

payments at the time of payment at the bank or
must be made using our Centrepay code for water
payments.

If a water charge remains unpaid for more than 28
days from the date it is charged to the customer’s
account, we may take action through the NSW Civil
and Administrative Tribunal for payment of the
unpaid water usage charges.
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ALLOWANCES

We may consider granting allowances to customers
in properties with separate water meters if:

« the customer or household member has a
medical need to use 25 kilolitres of water or
more above the normal use for a household of
the same size (e.g. the customer or household
member is undergoing home-based dialysis);
and

- the local water authority does not provide an
allowance for such circumstances.

We will not provide water allowances:

« To customers who are temporarily away from
their properties

. To households who pay a shared meter water
payment

«  Where a local water authority provides an
allowance

Where a local water authority provides an
allowance, we will assist the customer to obtain an
allowance form the water authority.

Customers who want to apply for a water usage
allowance, must complete the Water Allowance
Application form and provide documented
evidence to support their application. We will
advise the customer of the outcome of their
application in writing within 28 business days. If an
exemption is granted, the exemption will be
provided for a 12-month period. After the 12-month
period has ended, the customer must re-apply for
an exemption. Where a customer is approved for a
water allowance, we will provide an allowance of
100 kilolitres of water per quarter.

HARDSHIP

Customers having trouble paying water usage bill
are encouraged to contact Hume’s Customer
Account Officers.

ADJUSTMENTS

Hume may adjust water charges on customer’s
accounts in exceptional circumstances such as
burst water pipes or undetectable leaks, where the
customer is not at fault or had no way of detecting
that a leak existed.

This will not apply if detectable leaks are not
promptly reported to Hume.

POLICY: Water Charges

EXEMPTIONS

Specialist Disability Accommodation (SDA) and
Crisis Accommodation properties managed by
Hume are exempt from water charging.

« SDA is specialised long-term housing for
people living with a disability. Customers do
not enter into a social housing tenancy with
Hume and instead sign an Accommodation
Agreement.

«  Crisis Accommodation is defined as short term
accommodation (usually 3 months or less) for
people experiencing homelessness or people
at risk of homelessness. Usually customers do
not enter into a social housing tenancy with
Hume when in crisis accommodation.

This exemption does not apply to Hume support
partners who may provide crisis accommodation to
their customers in our properties.

COMPLAINTS AND APPEALS

Information on our complaints and appeals process
is available online at humehousing.com.au or
through our offices.

Customers can appeal decisions relating to water
charging. In particular, the following appeal
mechanisms exist:

« Appeals to Hume about how we apply this
policy including method of calculation of water
charges and grant of a water usage allowance.
For further information about appeals refer to
our Appeals policy.

« Appeals to the Housing Appeals Committee
(HAC) about how we charge shared water
usage or a decision to grant a water usage
allowance.

The Housing Appeals Committee will not hear
appeals on actual water usage charges for
customers with separate meters.
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TRANSLATION AND INTERPRETING

SERVICE

English

Arabic

If you need an
interpreter to assist with
this policy, please call
the Translating and
Interpreting Service (TIS
National) for free on 131
450. Ask them to call
Hume Community
Housing on 02 9722
4300.

ped (o Bacbuall pa e ) dalay K 1Y)
Ham il Randy Jai¥l a5 ciladl 038
Ulae (TIS National) &l 5 4y =il
Jusi¥) agie allal 5 131 450 #d )l e
&= Hume Community Housing=
.02 9722 4300 a0

Chinese

Vietnamese

a0 RARTETE R R BN
BARBUR, BRITOER
A% (TIS National) #9

Néu quy vi can mot théng dich vién
dé hd trg vé chinh séch nay, vui
16ng goi dén Dich vu Thong dich va
Phién dich (TIS National) mién phi
theo s6 131 450. Y&u cau ho goi

ﬁ% EE1E131 450, '\Lﬁ H cho Cf)ng ty Nha & C@ng dﬁng

ERIE02 9722 4300 Hume (Hume Community Housing)
. o theo s6 02 9722 4300.

B AHumetE X 5,

Spanish Assyrian

Si necesita la ayuda de un
intérprete para entender
esta politica, contacte con
el Translating and
Interpreting Service o
Servicio de Traduccion e
Interpretacion (TIS
National) llamando
gratuitamente al 131 450.
Pidales que llamen a Hume

<90 ~aaal <hmd (¢
Translating and Interpreting )
A< (Service (TIS National)
<huin g <131 450 <hinmn (oan\h
<6 yiaa mas waoall) <ol RIS

Hume ) Phams Kheouna <fuies

Summary of Changes

POLICY: Water Charges

If you are deaf or have a hearing or speech

impairment, please contact the National Relay

Service (NRS) on:

TTY: 133 677

Then ask for 133 464
Voice: 1300 555 727

If you or your guardian needs support to
understand this document, please let us know. We
can work with you to communicate using a method
that best suits you, including interpreter services,

sign language, visual aids, or assistive technology

Version Nr.

Date:

Details of Changes:

003

9/12/2020

Complete review and significant
changes to policy for shared meters
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