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Rule 011: Rate Application Process for Water Utilities customer intervention questionnaire

Your responses will help the AUC understand customer concerns. The AUC may use this information to ask questions of the utility, assess the fairness of the application, or invite you to participate further.

Glossary 

Capital works: projects where the utility builds or upgrades infrastructure, such as water pipes, treatment plants, reservoirs and pumping stations. These are usually expensive and meant to improve or maintain service or meet future needs.

Cost items: specific things the utility spends money on, such as staff wages, equipment, repairs or new projects. These costs are used to calculate your water rates.

Evidence: factual documents or materials that support your concerns. This could include copies of bills, photos of water issues, or copies of written complaints you've made in the past, including emails.

Application: a formal request the utility sends to the AUC asking for approval to change rates, start new projects or update service rules.

Questionnaire

Name of person completing this questionnaire: Click or tap here to enter text.

Please confirm you are a customer of: Click or tap here to enter text. (AUC staff to input utility name)
☐ Yes
☐ No

Do you have any concerns with respect to the operation of the water utility that you want to bring to the AUC’s attention?
☐ Yes
☐ No

If yes, what aspects of the utility do you have concerns with?

	☐	Communication with customers.

	☐	Errors, delays or other issues with billing.

	☐	Inaccuracy of, or other issues with, meter reads.

	☐	Low water pressure.

	☐	Water quality concerns.

	☐	Other, please specify, i.e., service interruptions.
Click or tap here to enter text.



Please provide additional explanation of the areas of concern indicated above:
Click or tap here to enter text.


Do you have any objections, issues or concerns with the water utility’s application to the AUC?
☐ Yes
☐ No

If yes, what aspects of the application do you have concerns with?

	☐	Too large a rate increase, in general.

	☐	Some parts of the application are unclear, contradictory or confusing.

	☐	Concerns with or objections to specific cost items included in the utility’s rates.

	☐	Specific costs in rates that you believe should not be included in rates.

	☐	Specific costs in rates that you think are too high.

	☐	Proposed capital works projects that you do not believe should be undertaken.

	☐	Objections to clauses in the utility’s terms and conditions of service.

	☐	Other, please specify:
Click or tap here to enter text.



For any concerns with the application identified in the table above, please provide additional details and explanations below. Also indicate whether you intend to provide factual information (evidence in the form of bills, photos, correspondence, etc.) in support of your concerns over specific cost items:
Click or tap here to enter text.



Are there questions you would like the AUC to ask of the utility to clarify any parts of the application or to obtain additional information from the utility?
Click or tap here to enter text.




Is there anything else you would like to add?
Click or tap here to enter text.
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