North East Water

Priorities Survey
Weighted Results

Every five years we review our services. This sets the prices customers will pay from 1 July 2026.

This survey examined what is most important to customers about our services. The topics in this survey came from
talking to customers and the community.

The results of this survey contained on the following pages along with other feedback, will go to a group of people
chosen at random. This group will look at the information and make recommendations for the good of the whole

community.

We will use the group’s recommendations as much as we can. If we can’t, we will explain why. Our price plans will
then be reviewed by the Essential Services Commission (ESC), who will decide the final prices.

This survey was anonymous.
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characteristics: Are you a residential or non-residential (e.g., business) customer?

Business (n=2) 0%

| am both (n=8) l 1%
None of the above (n=0) 0%
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Respondent characteristics: Are you a residential or non-residential (e.g. business) customer?

Resident or business

Residential Business I am both None of the above

Alpine Shire (n=58) 0% 0% 0%

Benalla Rural City (n=49) 0% 0% 0%

Indigo Shire (n=85) 0% 0% 0%

é Moira Shire (n=51) 0% 0% 0%
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é Rural City of Wangaratta (n=106) 0% 0% 0%

Towong Shire (n=24) 0% 0% 0%

Wodonga City (n=243) 0% 0% 0%

Other (n=10) 0% 0% 0%
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Loaded and leading: How did you find this exercise?
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Loaded and leading: How did you find this exercise?

Exercise opinion

Loaded and leading — trying to
get you to answer in a certain
way Fair and authentic No opinion

Residential (n=578) 8% 27%
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I am both (n=7) 29% 14%
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It costs more per house to provide water to small towns than big towns so bills should be
higher in small towns, even if it means big price rises in small towns

Bills shouldn’t change much regardless of how much water | use, making it easier to
budget

The way we charge for water should allow for abundant water use, e.g. encourage green
lawns, gardens, public parks, and sports fields

Prices should consider the needs of large households that cannot reduce their water use

Fixed : Variable balance

36%

27%

16%

13%

It costs more per house to provide water to small towns than big towns so big towns
should subsidise small towns

It should be easier to influence the size of the bill by using less water

The way we charge for water should encourage water conservation

Prices should consider the needs of large water users that have the ability to reduce their
usage

The score has been weighted to better represent the customer/population demographics of North East Water.

All responses
Invited 21 Oct 2024 — 28 Nov 2024



Water system performance: What is the Best/Worst option to reduce the impact of water interruptions?

Spend money to fix the pipes so there are
fewer interruptions. (n=1,140) 80% 17% 3%

Spend money to improve communication

0, 0, 0,
about water interruptions. (n=1,140) 3 19% 8%

Spend money to make the water 5 0 9
interruptions shorter. (n=1,140) 17% o4% 19%

@ Best% @ NotSelected% @ Worst %
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Water system performance: Best Worst Score - Overall summary

Spend money to fix the pipes so there are fewer 78
interruptions. (n=1,140)
Spend money to improve communication about -
water interruptions. (n=1,140) 75

Spend money to make the water interruptions 3
shorter. (n=1,140)

-100 -50 0 50 100
Best Worst Score (Weighted)

Legend: ‘ More 'Worst' ratings ‘ More ‘Best’ ratings
* Best Worst Score (BWS) = [n(Best) — n(Worst)] / Total responses. The score has been weighted to better represent the
customer/population demographics of North East Water.
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Ways to interact and monitor usage: Which of these services would you like the most? Please choose one:

Ability to receive an automated response
to frequently asked questions through our
website or mobile application: Ask
common questions and get answers online
any time. (n=54)

Ability to self-serve after hours: Online
functionality to pay bills, change your
details, and get up-to-date information
about water interruptions and servicing.
(n=250)

Notifications of increased water usage
between bills: Use of digital meter
functionality to provide early detection of
increased water usage or potential leaks at
your home, with alerts sent by SMS to your
phone or email. (n=431)

None of these: | prefer not to have these
services to keep my bills low. (n=405)
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Ways to interact and monitor usage: Which of these services would you like the most? Please choose one

The most like service

Notifications of
increased water usage

Ability to receive an between bills: Use of
automated response to  Ability to self-serve digital meter
frequently asked after hours: Online functionality to provide
questions through our  functionality to pay early detection of
website or mobile bills, change your increased water usage
application: Ask details, and get up-to- or potential leaks at None of these: | prefer
common questions date information about  your home, with alerts not to have these
and get answers online water interruptions and  sent by SMS to your services to keep my
any time. servicing. phone or email. bills low.

Residential (n=1,117) 5% 22%
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& Non-residential (n=2) 0%
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| am both (n=21) 0% 5%

The score has been weighted to better represent the customer/population demographics of North East Water.
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Ways to interact and monitor usage: Would you be willing to pay extra to use a digital meter?

No opinion: 19% \

/ Yes: 24%

No: 57%

Weighted response percentage (n=1,140)

The score has been weighted to better represent the customer/population demographics of North East Water.
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Ways to interact and monitor usage: Would you be willing to pay extra to use a digital meter?

All responses
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Resident or Business

Pay extra to use a digital meter

Yes No No opinion

Residential (n=1,117) 24% 19%
Non-residential (n=2) 0% 0%
| am both (n=21) 23% 20%

The score has been weighted to better represent the customer/population demographics of North East Water.



New business ideas: Since customers would ultimately benefit, should they help pay to start these new business opportunities?

Yes: 19%

Don't know/no
opinion: 26%

Ry

No: 54%

Weighted response percentage (n=1,140)

The score has been weighted to better represent the customer/population demographics of North East Water.
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New business ideas: Since customers would ultimately benefit, should they help pay to start these new business opportunities?

pay to start these new business opportunities

Yes No Don't know/no opinion

Residential (n=1,117) 26%
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© Non-residential (n=2) 0%
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| am both (n=21) 24%

The score has been weighted to better represent the customer/population demographics of North East Water.
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New business ideas: How much do you support each of these ideas?

Using waste to make energy (n=1,140) 81%

Collecting and selling biogas from wastewater

treatment plants (n=1,140) 65%

Turning wastewater sludge into biochar and
selling it to farmers to improve the soil
(n=1,140)

82%

0% 20% 40% 60% 80% 100%
Weighted Percent favourable

The score has been weighted to better represent the customer/population demographics of North East Water.
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Water security: How concerned are you about our increasingly variable rainfall?

1,140)

Response percentage (n

Level of concern average: 3.1

40%

30%

30%

24%

20%

17%
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10%

0%

Not Slightly Somewhat Moderately Extremely
at concerned concerned concerned concerned
all

concerned

The score has been weighted to better represent the customer/population demographics of North East Water.
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Water security: How concerned are you about our increasingly variable rainfall?

Level of concern average: 3.1

.
Residentiol (1=1117) | °
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lamboth (0-21) | :

1.0 2.0 3.0 40 5.0

Resident or Business

Level of concern average

* indicates that the difference between these responses and all other responses in the selected filter is statistically significant,
as determined by an independent two-tailed t test with a confidence level of 95%.
The score has been weighted to better represent the customer/population demographics of North East Water.



Water security: How concerned are you about our towns running out of water in future droughts?

Level of concern average: 3.4
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The score has been weighted to better represent the customer/population demographics of North East Water.

All responses
Invited 21 Oct 2024 - 28 Nov 2024



Water security: How concerned are you about our towns running out of water in future droughts?

Level of concern average: 3.4

Residentia (1=117) N ; ¢
]
Non-residential (1-2) | 5 :
:
tam both 1-21) - N : ¢

Resident or Business

Level of concern average

* indicates that the difference between these responses and all other responses in the selected filter is statistically significant,
as determined by an independent two-tailed t test with a confidence level of 95%.
The score has been weighted to better represent the customer/population demographics of North East Water.

All responses
Invited 21 Oct 2024 - 28 Nov 2024



Supporting people experiencing financial difficulty:
How important is it to you that North East Water helps people who are experiencing financial difficulty and struggling to pay their bill?

Level of importance average: 4.1
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The score has been weighted to better represent the customer/population demographics of North East Water.
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Supporting people experiencing financial difficulty:
How important is it to you that North East Water helps people who are experiencing financial difficulty and struggling to pay their bill?

Level of importance average: 4.1

.

Residentil (n=1,117) |
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famboth (=21 N : ¢

1.0 2.0 3.0 40 5.0

Resident or Business

Level of importance average

* indicates that the difference between these responses and all other responses in the selected filter is statistically significant,
as determined by an independent two-tailed t test with a confidence level of 95%.
The score has been weighted to better represent the customer/population demographics of North East Water.
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Supporting people experiencing financial difficulty: North East Water is proposing to increase its support for customers who are
struggling to pay their bill. On top of this, would you like to be able to round up your bill to the nearest dollar to provide further support

No opinion: 14%

\

&

_— Yes:41%

e

No: 46%

Weighted response percentage (n=1,140)

The score has been weighted to better represent the customer/population demographics of North East Water.
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Supporting people experiencing financial difficulty: North East Water is proposing to increase its support for customers who are
struggling to pay their bill. On top of this, would you like to be able to round up your bill to the nearest dollar to provide further support

round up your bill

Yes No No opinion

Residential (n=1,117) 13%

Non-residential (n=2) 0%

Resident or Business

| am both (n=21) 20%

The score has been weighted to better represent the customer/population demographics of North East Water.
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All responses

Appropriate pace of growth: Which of these are most important to you? Pick up to three:

Affordable housing (n=449)

Rental stress (when rent costs are too
high) (n=183)

Keeping North East Water bills low (n=632)

Keeping other utility bills low (like
electricity and gas) (n=828)

Slowing down population growth to
protect our communities (n=170)

Growing the population to bring more
jobs and culture (n=68)

Running out of water (n=243)

Changes in climate (more unpredictable
weather) (n=338)

The debt we are leaving for future
generations (n=310)

Invited 21 Oct 2024 — 28 Nov 2024
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Appropriate pace of growth: Which of these are most important to you? Pick up to three:

All responses
Invited 21 Oct 2024 — 28 Nov 2024

which are important to you

Resident or Business

Residential (n=1,117) Non-residential (n=2) | 'am both (n=21)

Affordable housing 0%
Rental stress (when rent costs are too 16% 0% 0%
high)

Keeping North East Water bills low

Keeping other utility bills low (like
electricity and gas)

Slowing down population growt‘h‘to 15% 0% 9%
protect our communities

Growing the population to bring more

Jjobs and culture 6% 0% 10%

Running out of water

Changes in climate (more unpredictable
weather)

The debt we are leaving for future
generations

The score has been weighted to better represent the customer/population demographics of North East Water.



Appropriate pace of growth: How much do you agree with these statements?

Weighted
Percent

Item favourable
| am worried that young people will not be able to afford to buy a house. 79%
New people moving here are changing the feel of our small towns. 41%
Rent is too high — we need more houses for rent. 73%
The area is growing too fast. 34%
New housing areas bring more people and business to the region. 73%
We need more houses in this part of Victoria. 60%

The score has been weighted to better represent the customer/population demographics of North East Water.
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Customer outcomes: Which of these things that North East Water provides is most/least important to you?

Sustainable Practices (n=1,140)

Fair Prices (n=1,140)

Reliable Systems (n=1,140)

Responsive Services (n=1,140)

Local People, Partnerships and Support

(n=1,140)
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Customer outcomes: Most Important Least Important Score - Overall summary

Sustainable Practices (n=1,140)

11 .
Fair Prices (n=1,140) _ 45

Reliable Systems (n=1,140) - 30
Responsive Services (n=1,140) -18 -
Local People, Partnerships and Support 46
(n=1,140) G
-100 -50 0 50 100

Net score (Most - Least) (Weighted)

Legend: . More ‘Least important’ ratings . More '‘Most important’ ratings
* Net score = [n(Most important) — n(Least important)] / Total responses. The score has been weighted to better represent the
customer/population demographics of North East Water.
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Customer outcomes: Which of the following is MOST IMPORTANT to you? North East Water...

..employing local people (n=717) 63%

...partnering with the community on

0,
projects (n=268) 23%

...supporting the local community through

0,
sponsorships etc (n=155) 14%

0% 20% 40% 60% 80% 100%
Weighted response percentage (n=1140)
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Customer outcomes: Which of the following is MOST IMPORTANT to you? North East Water...

Which of the following is MOST IMPORTANT to you? North East Water...

...supporting the local
...partnering with the community through
...employing local people community on projects sponsorships etc

Residential (n=1,117)

Non-residential (n=2)

Resident or Business

I am both (n=21)

The score has been weighted to better represent the customer/population demographics of North East Water.
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North East Water

Priorities Survey
Weighted Results
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