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Payment Difficulty Process

Aquacell Pty Ltd - New South Wales only

1. Purpose

Aquacell Pty Ltd is committed to supporting customers who experience difficulty paying their
water and/or sewerage bills. This Payment Difficulty Process explains how we identify
customers experiencing payment difficulty and the assistance we provide.

This process is published in accordance with the Water Industry Competition Act 2006 (NSW)
and the Water Industry Competition (General) Regulation 2024, and forms part of Aquacell Pty
Ltd’s customer service framework.

2. Who This Process Applies To

This process applies to all residential and small retail customers supplied with water and/or
sewerage services by Aquacell Pty Ltd in New South Wales.

3. Identifying Payment Difficulty

A customer may be experiencing payment difficulty if they: - Tell us they are having trouble
paying a bill; - Miss a payment or request repeated extensions; - Have overdue amounts
outstanding; - Are affected by temporary or ongoing financial hardship (for example, loss of
income, illness, unexpected expenses); - Are referred by a financial counsellor or community
support organisation.

Customers affected by family or domestic violence will be supported in line with Aquacell’s
Family Violence Policy.

4. OQur Commitment to Fair Treatment

When a customer is experiencing payment difficulty, Aquacell Pty Ltd will: - Treat customers
respectfully, sensitively and without judgement; - Communicate clearly and in plain language; -
Protect customer privacy and confidentiality; - Not require customers to enter into
unaffordable payment arrangements; - Ensure staff handling payment difficulty matters are
appropriately trained and authorised.
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5. Assistance and Support Options

Aquacell will work with customers to agree on a suitable solution based on their individual
circumstances. Assistance options may include: - Flexible payment plans that spread
outstanding amounts over time; - Extensions to bill due dates; - Temporary suspension of
recovery action while a payment plan is in place; - Information about government concessions
or rebates (where applicable); - Referral to free and independent financial counselling services.

Payment Plans

¢ Payment plans are tailored to the customer’s capacity to pay;

o Customers are encouraged to contact us as early as possible;

¢ Plans will be reviewed if a customer’s circumstances change;

e Customers will not be charged additional fees for entering into a payment plan.

6. Restriction or Disconnection of Supply

Restriction or disconnection of water supply is a measure of last resort. Aquacell Pty Ltd will only
consider restriction or disconnection: - After reasonable attempts have been made to contact
the customer; - After offering appropriate assistance and payment options; - In accordance
with the customer contract and regulatory requirements; - After providing all required notices.

Aquacell Pty Ltd will not restrict or disconnect supply while a customer is complying with an
agreed payment plan.

7. How We Promote This Support

Aquacell will make customers aware of this Payment Difficulty Process by: - Publishing it on our
website; - Including information on bills and reminder notices; - Encouraging customers to
contact us early if they are experiencing difficulty.

8. Access to This Process

This Payment Difficulty Process is available free of charge on our website. A copy will be
provided to customers on request.
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9. How to Contact Us

If you are having difficulty paying your bill, please contact us as soon as possible:

e Phone: 0247210545

e Email: info@aquacell.com.au

e Mail: Suite 602 / 6A Glen St, Milsons Point NSW 2061
e Website: www.aquacell.com.au

10. Review of This Process

This Payment Difficulty Process is reviewed at least annually and updated as required to ensure
ongoing compliance with regulatory requirements.

Quick Help - Having Trouble Paying?

If you’re having difficulty paying your Aquacell Pty Ltd bill, please contact us as early as possible.
We can discuss flexible payment options, payment plans and other support. Getting in touch early
helps us work with you to find a manageable solution.
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