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Water Charging

Purpose

This policy explains how Bridge Housing calculates and applies water charges.

Scope

This policy is for all Bridge Housing (we, our us) social housing tenants. There are a small number of
exceptions including those living in crisis or transitional accommodation and those not eligible to be
charged for water usage in accordance with the Residential Tenancies Act (2010).

Policy Overview

Our water charging policy has been developed to align with the NSW Community Housing Water Charging
Guidelines and to ensure that tenants are charged for water usage in a fair and transparent way.

Guiding Principles

Our Tenant and Community Engagement Strategy, Building Bridges sets out how we engage our tenants
and support people to get involved. It outlines how tenants can have a say in how we deliver our services
and participate in social activities in their neighbourhoods and communities. Some of the ways tenants can
get involved include joining a local Tenant Advisory Group meeting, attending a Time To Talk session,
starting a community garden or applying for a Big Idea Grant.

Water Charging Method

We apply a weekly water usage charge based on a flat rate per household size. That means the amount a
tenant is charged changes based on the number of people living in the property.

Please note the water charging rates may be reviewed and adjusted annually to align with changes in the
consumer price index.

The table below sets out the water usage rates including the maximum payable.

Household Size = Water Charge per Week

1 Person $5.00
2 People $7.00
3 People $9.00

4 People (MAX) | $10.50

Advising tenants of water charges

We will advise tenants of the water charging rates at the start of their tenancy. After this, tenants will be advised of
any change to the rate as part of the bi-annual Rent Review or when there is a change in approved household
members. Tenants must advise of any changes to their household in line with our Changes to a Household Policy.
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https://www.facs.nsw.gov.au/download?file=333281
https://www.facs.nsw.gov.au/download?file=333281
https://www.bridgehousing.org.au/tenants/get-involved-2/building-bridges
https://www.bridgehousing.org.au/tenants/get-involved-2/big-ideas-grants

Payment of Water Charges
Tenants can pay their water charge in multiple ways, just like rent payments.

The charge accrues weekly, and can be paid through Centrepay, EFTPOS terminals or bank transfer. We
recommend tenants pay their water charges fortnightly with their rent.

Annual Review of Water Charges

Our water charging policy commits to a minimum review of tenant charges annually to ensure charges
are equal to or less than actual water usage for the properties.

Water accounts will be reviewed in accordance with NSW Community Housing Water Charging

Guidelines.
In the case of any overpayment, a refund will be issued to the tenant as either credit on their rent or non-rent account.

Tenants Moving Properties or Ending Their Tenancy

If a tenant is transferring to another property or ending their tenancy, we will charge for water usage up
to the end of the Residential Tenancy Agreement.

Water and the Environment

We are committed to managing water use wisely in our homes. Water usage will be monitored on a
regular basis to avoid waste and excess use. Our commitment includes responding promptly to repair
requests to fix leaking taps and pipes.

We encourage our tenants to be mindful of water usage and report any leaks to our repairs team.

In addition, our tenants are required to comply with any water restrictions put into place by the local
water authority.

What if | am having trouble paying my water charges?

If you are concerned about your rent or water charges or are struggling to make payments, please call
us on 02 8324 0800 and speak to your Housing Manger.

We can talk to you about repayment plans and/or recommend specialist support. We partner with
financial support services who can provide you with support and assist you to better manage your money.

Appeals and Complaints

Tenants can appeal decisions relating to water charging in community housing but cannot appeal the
decision to charge for water usage based on a flat rate charge.

Appeals and complaints about water charges can be lodged over the phone, mail, in person or via online
form on our website www.bridgehousing.org.au

If you have any queries about water charges or would like to appeal a charge made to your account, the
first step is to contact your Housing Manager on 02 8324 0800.

If a tenant is not satisfied with a service we have provided or does not agree with a decision we have made, they can
ask for a formal review. Our Compliments, Complaints and Appeals Policy outlines the many ways for tenants to
make an appeal. This policy, and a helpful information brochure, is available from our office or they can be
downloaded from our website www.bridgehousing.org.au.

If a tenant is unhappy with the outcome of the appeal, they can lodge a second level appeal with the Housing Appeals
Committee. The Housing Appeals Committee is an independent agency that reviews certain decisions made by staff of
Community Housing organisations and Housing NSW. For information on the Housing Appeals Committee call 1800
629 794 or go to www.hac.nsw.gov.au.



https://www.facs.nsw.gov.au/download?file=333281
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Related Documents and Resources

Type Title

Legislation NSW Residential Tenancies
Act 2010

Guidelines NSW Community Housing

Water Charging Guidelines

Policy Changes to a Household
Policy
Policy Compliments, Complaints

and Appeals Policy

English

If you need help to understand this letter please contact the Telephone Interpreters Service on 131450 and
ask them to contact on 8324 0800 for you at no cost. You can also come to the Bridge Housing office and
ask for assistance in your language.

Simplified Chinese
IR I b A A, TR EEERSS 131450 ZoREIEEE BRSSEELEST Bridge Housing, Hil
8324 0800, IXIMHR SR A3k, BHATLIF] Bridge Housing RUMAE . Bk A AIES Jdebhih .

Spanish

Si necesita ayuda para entender esta carta, por favor comuniquese con el Servicio Telefénico de
Intérpretes al 131450 y solicite que lo contacten sin cargo con Bridge Housing al 8324 0800. También
puede dirigirse a las oficinas de Bridge Housing y solicitar asistencia en su idioma.

Russian

Ecnu Ana noHUMaHWA cofiepHaHua aToro nuceMa Bam Heo6xoauma nomolllb, CBAMKUTECH, MoManyicTa, ¢
TenedoHHoM NepeBoa4ecHor cnyx6oi no Homepy 131450 1 nonpocKTe coeanHKUTL Bac ¢ Bridge Housing
no Homepy 8324 0800. 3a coegWHEHWe NAATUTL He Hy#Ho. Hpome Toro, Bbl MoXteTe IMHHO NOCETUTL OUC
Bridge Housing v nonpocuts 06 ycnyrax nepesogqmKa.

Greek

Edv xpeldleoTe foribela yla va KATAvVorjGETE TNV TIapoUod ETIOTOAT], TIAPAKAAW ETIKOIVWVT|OTE HE TNV
Yrinpeoia Thaspwvikwv Aleppnvewy oto 131450 kai {nTrjoTe TOUg va ETKOVWVIicouy pe To 8324 0800
ylia £00g Xwpic kapia xpewor). Mropeite eriiong va emokedBeite To ypadeio Bridge Housing kat va
{nmoete Borjbela 0T yAwood oag.

Vietnamese

Né&u can ngui gidp dé hidu thur nay xin quy vi lién hé véi Dich Vu Théng Ngén Bién Thoali s6 131450 va
nhé ho lién lac v&i Bridge Housing qua s6 8324 0800 cho quy vi mét cach mién phi. Quy vi cling cé thé dén
Van Phéng cla Bridge Housing va xin giap d& bang ngén-ngir clia quy-vi.

Arabic

f"'qJ e 4.|.ﬂ.|l.e._.” d.n__-._;\..“ dads o dLu:\.lﬂ‘ t-t:.._) Al ) sda f\..e..ﬁ (3 Soclwa J‘ ua..r_s‘ td‘
diSalny eble d41K5 () 9038324 0800 pd) o L3Sy b ghinls o) agie 21lalg 131450
<_L|_a._|.z b..i.c.l.m.a_.“ U_L!nj Bridge Housmg u.zS..n Ji Jj..a_m.“ Lu:.ﬂ


https://legislation.nsw.gov.au/view/html/inforce/current/act-2010-042
https://legislation.nsw.gov.au/view/html/inforce/current/act-2010-042
https://www.facs.nsw.gov.au/download?file=333281
https://www.facs.nsw.gov.au/download?file=333281
file://nas1/bridge-shared/shared/Projects/Operations%20Policy%20Review/Housing%20Manager%20Manual%20-%20April%20-%20June%202023/Water%20Charging/Changes%20to%20a%20Household%20Policy
file://nas1/bridge-shared/shared/Projects/Operations%20Policy%20Review/Housing%20Manager%20Manual%20-%20April%20-%20June%202023/Water%20Charging/Changes%20to%20a%20Household%20Policy
https://www.bridgehousing.org.au/documents/764-compliments-complaints-and-appeals-policy/file
https://www.bridgehousing.org.au/documents/764-compliments-complaints-and-appeals-policy/file
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