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1
CUSTOMER SERVICE COMMITTEES

1.1
Introduction

The State Water Corporation Act 2004 (the Act) establishes the objectives and functions of State Water Corporation (State Water), and, through an operating licence, requires State Water to establish a means of consultation and effective communication with customers. Historically, the major vehicle for consultation with irrigators was through water users associations. 
The 2005-2008 Operating Licence, clause 4.2.1, states that:

State Water must establish and regularly consult with valley based customer service committees (CSCs) to enable Customer involvement in issues relevant to the performance of State Water's obligations to customers under this licence.

The 2008-2013 Operating Licence, clause 4.2.1 states that:
State Water must continue to consult regularly with the valley based customer service committees established under clause 4.2.1 of the Previous Licence (together the CSCs) to enable Customer involvement in issues relevant to the performance of State Water's obligations to Customers under the Licence.
The Customer Service Committees (CSC) provide a mechanism for customer consultation on operational activities, pricing strategies and determining levels of service for water users within individual valleys. Those committees are:

Border Rivers CSC 


Lachlan CSC


Gwydir CSC



Murrumbidgee CSC 

Namoi-Peel CSC


Murray-Lower Darling CSC 

Macquarie-Cudgegong CSC

Coastal Valleys CSC

1.2
About State Water
State Water incorporates, into a single business, all of NSW’s bulk water delivery functions outside of the areas of operation of the Sydney Catchment Authority, Sydney Water Corporation, Hunter Water Corporation and of other water supply authorities. State Water owns and operates 20 large dams and one small dam. Additionally, we own and manage more than 280 weirs and regulators. 
Under the Act, State Water's principal objectives are 'to capture, store and release water in an efficient, effective, safe and financially responsible manner'.
Principal functions include: 
· capturing, storing and releasing water:

- to persons entitled to take water, including releases to regional towns;

- for the purpose of flood management; and

- for any lawful purpose, including the release of environmental water.

· constructing, maintaining and operating water management works.

State Water delivers water to water users, irrigation corporations, country town water supply authorities, farms, mines and electricity generators. It also provides water for stock and domestic users and environmental flows on regulated rivers.
State Water’s core delivery business provides services to about 6,300 regulated river customers. These services include asset operation and maintenance to deliver water from storages, metering and commercial services. The operation of these assets enables the delivery of about an average of 4,600GL/year of water in the 14 regulated river systems, along 7,000km of river. In accordance with water sharing plans, we also deliver about 9,000GL of water for the environment.
1.3
Terms of Reference

CSCs provide a forum for communication and consultation between State Water and its customers. In these forums, the committees ensure that the interests of all water users are considered when State Water develops and implements projects, policies and priorities.

The 2008-2013 Operating Licence, clause 4.2.2 states:
State Water must provide the CSCs with information within its possession or under its control necessary to enable each CSC to discharge the tasks assigned to that CSC, other than information or documents over which State Water or another person claims confidentiality or privilege.

The terms of reference of the CSCs are:

1. To create an environment for operationally successful valleys. 
2. To provide a link between customers and State Water to identify customer service requirements and appropriate service delivery standards.

3. To recommend improvements in customer service based on the annual review of the Customer Service Charter.

4. To monitor, review and enhance information exchange and communications between State Water and its customers.
5. To provide input to water delivery strategies that promote efficient and compliant use of water 

6. To review and advise on asset management priorities in relation to assets critical to water delivery, including asset renewal, levels of service and maintenance. 
7. To provide input to water pricing strategies, including provision for a charge for valley specific projects.

8. To review financial and other business information, provided in accordance with IPART requirements.

9. To review State Water’s billing policies and advise on debt management strategies as required. 
10. To review dispute resolution policy as required.

11. To annually review the performance of the CSC in relation to representing customer needs and supporting State Water in continuous improvement in customer service.

12. To identify and develop partnerships for collaborative projects.

13. In partnership with government agencies, work with and advise State Water on implementation strategies for National Water Initiatives and Water Sharing Plans.

14. To advise on human resources matters relating to valley operations where appropriate, including recruitment.

State Water employees will ensure effective communication of information to CSC members and take advice from them when making decisions that affect customers.

The information and advice provided by CSC members will consider input from their nominating organisations and be based on the experiences of customers. Members also have an obligation to provide feedback to their organisations and water users and to respect the confidentiality of information presented to them during committee meetings.

2
THE ROLE OF COMMITTEE MEMBERS

2.1
Nomination and Appointment of Members

Members of the committee will be nominated by relevant stakeholder groups within the valley, and not by individual application. State Water’s Chief Executive Officer (CEO) will determine the appointments after consultation with the Manager Water Delivery (MWD).  

In accordance with the State Water Operating Licence, each Customer Service Committee will include members representing the following user groups; (the structure of committee may vary from valley to valley):

· State Water customers from regulated rivers, plus unregulated river and groundwater users

· Department of Environment, Climate Change and Water(DECCW)

· Catchment Management Authorities (CMA)

Customer Service Committees may also include representatives from the following groups: 
· Representatives from irrigation schemes or corporations

· Stock and Domestic water users

· Stock and Domestic Effluent Creek users

· Local Government

· Industry (eg power generation, mining, growers associations, etc)

· Irrigation Associations 
· Commonwealth Environmental Water Holder (DEWHA)

The final recommendation of the composition of a committee will be determined by negotiation between the MWD and the outgoing chair. The number of members on any CSC will be between six and fifteen.
2.2
Agency Representation and Responsibilities

The NSW Office of Water is the primary regulating agency for bulk water delivery and senior officers will be invited to attend meetings. Agency representatives are not eligible for membership to the committee and do not have voting rights. Other agencies may be invited (as required) to attend specific meetings. Those agencies may include:

· Industry and Investment NSW
· Murray-Darling Basin Authority (MDBA)

2.3
The Chairperson 

The chair of each committee will be elected annually by a vote of the CSC members. A simple majority of the vote will decide the poll with a name to be drawn from a hat if the vote is tied.

If a two-thirds majority of the CSC members at a formal meeting resolve that a new chair would produce better outcomes, a vote to elect the chair will be held at the following meeting. The extant chair will not be removed by the first vote but will be removed if voted out at the second meeting.
A simple majority is required for the vote to elect the chair at the second meeting.

The chair's role includes:

a) impartially chairing committee meetings;

b) being committee spokesperson, reflecting the views of the CSC;

c) representing the committee at various forums and meetings;

d) ensuring information is disseminated to all relevant groups, regardless of whether they are represented on the CSC; and

e) liaising with a nominated State Water officer (usually a Water Delivery Manager (WDM) and Executive Support Officer) between meetings to determine agenda priorities, meeting structure, field tours and inspections, and invited guests and to provide appropriate feedback and review of meeting materials within the requested timeframes.

2.4
Administrative Support 
Secretarial and administrative support will be provided to the CSCs by an Executive Support Officer (ESO). The primary responsibility of the ESO in relation to the CSCs is to ensure their effective functioning through appropriate processes. In particular, the ESO will:

a) undertake administrative duties of the committee;

b) provide meeting minutes, agendas, business papers and reports, as required;

c) provide support to the chair; and

d) provide individual support to committee members (as required).
In providing agendas, business papers and minutes, the ESO will adhere to the following procedures:

a) draft agenda developed in consultation with chair and WDM;

b) draft agenda faxed/emailed to all CSC members for additions one month before meeting;

c) agenda and business papers distributed two weeks before meeting; and 

d) coordinate the concurrence and approval of minutes with the chair and the WDM prior to circulation to members within two weeks of meetings.

The dispatch of meeting materials will be done two weeks prior to the meeting wherever possible, however will not be delayed due to late papers. To avoid delaying dispatch, late business papers can be tabled at the meeting only under special circumstances.

3
OPERATING PROTOCOLS 

(Please refer Appendix 1 Code of Conduct)

3.1
Terms of Office

Members will be elected for four-year terms and may serve an unlimited number of terms. Individual CSCs may place a restriction on the number of terms members may serve.

State Water will call for nominations for the CSCs by 31 March prior to the end of each term by writing to organisations that have previously nominated members, inviting them to nominate representatives for the ensuing four-year period.

3.2
Deputies

In the absence of the chair, the committee may elect a deputy from the members. A deputy chair may not substitute for the chair for more than half the meetings in any 12-month period, without the agreement of the committee.

The deputy, when representing the chair, will have the same delegated authority as the chair. The deputy chair will be paid the chair’s sitting fee for any meetings at which he/she replaces the chair.

3.3
Alternative Delegates

Nominating organisations may nominate an alternative delegate to represent them when the primary delegate is absent. The alternative delegate, when replacing the primary delegate, will have the same delegated authority as the primary delegate.

An alternative delegate may not substitute for the primary delegate at more than half the meetings held in a 12-month period without the agreement of the committee.

State Water will distribute the same information to both nominated and alternate delegates. This will include agendas, business papers, minutes, meeting dates, etc. to assist with succession and continuity when a delegate is not available.

Alternative delegates will be paid the sitting fee and reimbursement of expenses for attending CSC meetings where they replace the primary delegate. If the primary delegate also attends the meeting, the alternative delegate will not receive a sitting fee or reimbursement of expenses.

3.4
Observers
At the discretion of the chair after consultation with the WDM, an observer may be invited to attend meetings. Observers may participate in the discussions, however cannot move motions or vote. Observers are not eligible to receive sitting fees or be reimbursed for travel or accommodation expenses. Selected business papers can be made available to the observer, however the observer is bound by the same operating protocols, code of conduct and confidentiality as the members.
3.5 
Vacancies

A vacancy will arise if a member:

a) resigns in writing to the chairperson;

b) is absent for three consecutive meetings without leave being granted by the chair;

c) becomes bankrupt or insolvent;

d) becomes mentally incapacitated;

e) is convicted in NSW of an offence punishable by penal servitude or imprisonment for 12 months or more, or convicted in another jurisdiction where the offence, if committed in NSW would be punishable;

f) is no longer a resident of the valley area where the member was nominated by a stakeholder group;

g) is no longer a member or employee of the stakeholder group they represent; or 

h) dies.

Appointment to vacancies will be made in the same manner as the original appointment. 

If the MWD or chair deems a CSC to be dysfunctional due to behaviour of one or more members, the CEO may recommend to the State Water Board of Directors that a member or members be removed from the committee. If the Board resolves that a member or members be removed from the CSC, the MWD will advise all members of that CSC and the nominating organisation of the Board’s decision and the date membership of the CSC ceases. The nominating organisation may elect to nominate other representatives for consideration by the CEO.

3.6 
Quorum

A quorum will comprise of half the total number of members plus one. A meeting will not be convened without a quorum.
3.7
Conflict of Interest

All members of the committee declare their interests before the second meeting of the CSC. (Appendix 2 defines pecuniary and non-pecuniary interests). Declaration forms are available from the ESO. A register of declared interests will be kept by the ESO. The declarations will cover non-specific interests.

At the start of each meeting, the chair will ask for a declaration of specific interests related to agenda items. Any declaration will be recorded in the minutes of the meeting. The meeting will determine if the member who declares an interest can remain in the room during discussion of the relevant item, and/or speak about, or vote on the matter. Non-disclosure of pecuniary interest does not necessarily invalidate any decision unless the chair and WDM so decide.

3.8
Decisions and Recommendations

Decisions and recommendations will be by agreement of the majority of members at the meeting. A member may submit a dissenting report to the MWD after advising the chair they intend to do so. The MWD will consider the matter with the chair and determine how it will be managed. Within 5 working days of the decision, the MWD will notify all CSC members of the outcome.

3.9
Meetings

The chair will chair the meetings, which will be closed to the public. With the chair’s invitation and the agreement of the majority of members present, non-members may attend during consideration of agenda items (see 3.4 Observers).

The full committee must meet not less than twice a year and may meet at other times to achieve the required outcomes within the agreed budget. An Executive Committee may be established to meet more frequently to progress matters within the 'terms of reference' developed by the committee. The WDM and chair may call extraordinary meetings to address specific issues. Members will be paid sitting fees plus travel and accommodation expenses for extraordinary and executive meetings in the same way as for other meetings.
The chair, in consultation with the members, will decide the location and starting time of meetings.

3.10
Records

A full and accurate record of the proceedings of every meeting shall be kept in a manner to be determined by the WDM. Records of meetings should be provided to each committee member and representatives of State Water within two weeks of the conclusion of any meeting.

3.11
Confidentiality

All members will treat information declared to be confidential appropriately.

3.12
Discretion

It is accepted that, for effective customer consultation, members will need to discuss business papers and minutes with organisations they represent, subject to exercise of reasonable discretion about confidentiality declared to the member.

The chair will be the official spokesperson of the committee and any sub-committee.

3.13
Sub-Committees

A CSC may establish sub-committees or “advisory” committees at any time to undertake special tasks. The CSC will determine operating protocols for sub-committees. A sub-committee’s primary role would be to complete the task or terms of reference set by the CSC. Sub-committees will be duration committees, existing only until the completion of the task, or terms of reference. 
The sub-committee cannot make decisions on behalf of the CSC. The sub-committee will provide recommendations to the CSC for their consideration and decision. If the sub-committee is unsure on any issue, it should seek direction from the CSC. If time does not permit to take an issue back to the full committee, then the CSC chair should be approached. Matters can be circulated to CSC members for consideration out of the meeting cycle.

Sub-committees will consist of a chair (member of the CSC) and a balance of CSC and non-CSC members. Non-CSC members may include people with particular expertise relevant to the issue under consideration, or other State Water customers. Nominations for membership of a sub-committee are to be presented to a CSC meeting and are not limited to CSC members. The CSC will appoint sub-committee members. Agency representation will be either by direct appointment to the sub-committee or by invitation.

Sitting fees will not be paid for sub-committee meetings. Travelling expenses will be reimbursed for sub-committee meetings in the same manner as for full committee meetings. Coopted external participants will be eligible to have their travel reimbursed; however, a tax invoice is required before travel reimbursements can be made.
The operation, support and conduct of sub-committee meetings will be governed by the same set of principles and operating protocols as the CSC (refer to Sections 3.7-3.11 and Appendices 1 and 2). 

3.14
Representation at other meetings

Where the chair or his/her representative is invited, or delegated to attend other meetings (not called by State Water) as a CSC representative, he/she will do so at his/her own expense unless the chair and MWD decide otherwise.

4
MEMBER’S EXPENSES

State Water will meet travel and accommodation costs of non-government employee members attending the CSC meetings.

Where a member is employed and reimbursed by salary by the organisation with whom they are representing, then they may opt to have the reimbursements paid direct to the organisation or to them as an individual, or alternatively forego reimbursement. If the sitting fee is paid to the organisation, then a tax invoice will be required to be submitted before payment can be made. It is important to note that there may be tax implications. 
Members may claim actual expenses of attending CSC meetings. These include travel costs; reasonable accommodation and incidentals, providing receipts are produced. For expenses of more than $50, a tax invoice must be provided (a tax invoice is a receipt that shows GST and ABN). 

Reimbursements will show on the group certificates issued by State Water for inclusion in tax returns. Members are personally responsible for meeting the ATO requirements.

Itineraries and estimates of expenditures will require approval by the MWD prior to incurring expenses. The ESO may book airfares and accommodation for CSC members, with these costs invoiced directly to State Water. Requests for commercial air travel are made on a State Water travel authority form that can be completed and signed by the ESO on behalf of the CSC member.
4.1
Claims

To claim reimbursement for actual expenses of attending committee meetings or other approved travel subject to appropriate approvals having being granted, the claim will be submitted on the standard State Water claim form. Copies of the forms will be provided at each meeting.

4.2
Air, Rail, Taxi and Bus Fares

Travel expenses will be reimbursed, subject to approval provisions being met, where travel is specifically for the purpose of attending scheduled committee or sub-committee meetings, or other official business, as determined by the MWD.

It is preferable for State Water to make any flight bookings, however, where members have booked and paid for an air ticket, to be reimbursed, the member must submit their used air tickets (boarding passes) and original tax invoices to State Water. Reimbursement will be for the value of economy class travel.

Taxi, rail and bus fares may be claimed by submitting tickets or cab receipts (tax invoices are required for any expenses over $50).
4.3
Accommodation and Meals

Members may submit a claim for reimbursement for accommodation and meals while absent from home for the purpose of attending committee meetings. Claims must be supported by original tax invoices and will be based on actual expenses and do not cover the cost of any alcohol or mini-bar expenses.

The Premier's Department issues circulars advising rates for travel allowances which are to be taken as an indication of the upper limits for reimbursement, (see www.premiers.nsw.gov.au). As at May 2010, the current rates are in Premier’s circular C2009-28 Review of Meal, Travelling and Related Allowances, available at: 
http://www.dpc.nsw.gov.au/publications/memos_and_circulars/circulars/2009/c2009-28

Members are advised to keep all receipts necessary for their tax records and to be aware of the allowance limits set in the Australian Tax Office Tax Determination 2009/15. NB these rates are regularly updated by the ATO and as at May 2010, the current rates can be found at:

http://law.ato.gov.au/pdf/pbr/td2009-015.pdf
4.4
Sitting Fees/Remuneration

The Public Sector Scale, as determined by the Premier's Department, will be applied to all sitting fees. A full day will be paid for meetings of four hours or more duration. Half-day sitting fees will be paid for meetings of less than four hours.

All remuneration will be subject to PAYG tax and will be reported to IPART as a salary cost. Sitting fee payments can only be made in the name of the member, but can be remitted directly to a nominated bank account of a partnership, company or trust. However, PAYG tax will still be withheld from the amount due. Members can be paid sitting fees on a consulting basis for up to six meetings per year, as an annual payment on presentation of an invoice.

4.5
Use of Personal Motor Vehicles

In accordance with the provision of the NSW Treasury Managed Fund, motor vehicle owners are covered by their comprehensive insurance for use of their vehicle when attending CSC meetings and other authorised CSC matters. However, Treasury policy dictates that the owner must have:

· A certificate of registration with green slip insurance;

· a valid driver's licence; and

· comprehensive motor vehicle insurance, which indemnifies State Water against any loss or damage occurring while the vehicle is on official business.

State Water requires copies of this documentation before it can authorise members for use of personal motor vehicles. CSC members are responsible for advising State Water   of any changes to this information and providing an annual update.

Please note payment of the motor vehicle allowance is dependent on the indemnity of State Water in the vehicle's comprehensive insurance policy. Insurance companies are usually willing to add this indemnity to a policy as a matter of course.

Reimbursement of private motor vehicle usage is made on a rate per kilometre, as listed on the expenses claim form. These rates are tied to the NSW Government approved mileage rate and will be adjusted on any occasion where the NSW Government schedule of private motor vehicle usage rates has been altered (see Circulars at www.premiers.nsw.gov.au.).
Payments made up to 5,000 kilometres have a tax-free threshold, while payments in excess of 5,000 kilometres are fully subject to tax.

4.6
Use of Personal Light Aircraft

Committee members may choose to use personal light aircraft to travel to meetings, provided they supply State Water with proof of the following:

· Current pilot licence for the type of aircraft; and
· Aircraft insurance, which indemnifies the Crown (State Water Corporation) against any loss or damage occurring while the aircraft is on official business.

The reimbursement will be on a kilometre basis, paid at the rates as for a car, for the number of kilometres travelled per flight. Flight distances are not to be converted to road kilometres.

Appendix 1

Code of Conduct
The operations of CSCs will be in accordance with the Conduct Guidelines for Members of NSW Government Boards and Committees, November 2001, Premier's Memo 2001-17 (current at May 2010). 

http://www.dpc.nsw.gov.au/__data/assets/pdf_file/0008/998/Conduct_Guidelines.pdf

1.
Principles

Members of the committee must:

1.1 
Ensure that the work of the committee is not compromised or affected by any direct or indirect pecuniary or non-pecuniary interest.

1.2 
Ensure the confidentiality of information dealt with by the committee.

1.3
Act in good faith for proper purposes without exceeding their powers.

1.4 
Be frank and honest in their official dealings with each other.

2.
Confidentiality

2.1
All material dealt with by the committee shall be treated as confidential, unless otherwise determined by the committee. Any member tabling a document may identify it as not being of a confidential nature and seek the committee's agreement to the status.

2.2.
Information available to members must not be used to obtain any advantage, whether direct or indirect, for themselves or for any other person or body.

2.3 
Confidential information available to members must be used in ways that are consistent with the obligations of members to act impartially, with integrity and in the public interest.

2.4 
Where confidential information is provided to a committee member, care must be taken to ensure that the information is kept secure and that numbers of copies are kept to the minimum necessary. If such information is to be disposed of by a committee member, it must be destroyed.

2.5 
Members should avoid investments or business activities in relation to which they might reasonably be perceived to have access to confidential information that might give them an unfair or improper advantage over other persons.
3.
Improper or Undue Influence

3.1
Committee members must take care not to use their position on the committee to influence any other member of the committee, or State Water employees, for the purpose of obtaining any advantage for themselves, or any other person or body, whether that advantage is direct or indirect.

4.
Public Resources

4.1
Financial and human resources material are provided through the various government agencies in order that the committee is able to perform its functions. All these resources should be used for the work of the committee only and be used effectively.

5.
Gifts, Gratuities, Hospitality

5.1 
Members must avoid giving any indication that gifts, gratuities or hospitality relating to their membership of the committee will be accepted, either for themselves or for any person or body, or that these may influence decisions.

5.2
Members may only accept token gifts and modest hospitality. Hospitality is modest when it is not more than the committee member would provide in return to that person, people or company.

5.3
If any gift, gratuity or hospitality of other than a token kind is offered, full and prompt disclosure must be made to the chair, or the full committee, as appropriate. Gifts of cash must never be accepted.
6.
Notification of Suspected Corrupt Conduct

6.1
Section 11 of the Independent Commission Against Corruption (ICAC) Act 1988 requires that the principal officer of each public authority report to the Commission any matter that is suspected, on reasonable grounds, to concern corrupt conduct.

6.2
In the case of the committee, any matter that is suspected, on reasonable grounds, to concern corrupt conduct should be reported to the chair.

6.3
A member may report suspected corrupt conduct to State Water.

Appendix 2

Definition of Pecuniary and Non-Pecuniary Interests
A pecuniary interest is when a CSC member (or another person or body whom the committee member is associated) could personally receive a material benefit from a decision or decisions made by a CSC.

A non-pecuniary interest is when a CSC member has an interest, but would not personally or financially benefit from any decisions. If a committee member is uncertain if their interests are either pecuniary or non-pecuniary, the simplest solution would be to declare all such interests.

It is important to outline what constitutes pecuniary and non-pecuniary interests so as to encourage the CSC members to protect themselves and the committee from any possible claims of a conflict of interest in their advice to Government. It enables the committee to demonstrate that it has taken this precaution and be in a position to clarify whether there is an actual or perceived conflict of interest.

How to declare a pecuniary or non-pecuniary interest

Committee members should declare their pecuniary and non-pecuniary interests by:

· completing a statutory declaration, a copy will then be kept by the committee and State Water; and

· declaring their interests at the beginning of each meeting.

It is Independent Commission Against Corruption best practice that, generally it is up to Government or Ministerially appointed committees to decide whether the interests declared are pecuniary or not. If a member declares an interest, then the chair can then ask the committee whether the members concerned should either:

a) leave the room while the decision-making takes place; or

b) be allowed to speak to the resolution but not to be part of the decision-making (whether consensus or other decision-making process).

c) take other action as determined by the meeting.
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