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Polic y Id e ntifie r: FIN -004-P

Approve d  by: Ge ne ral M e e ting

Date  of Approval: 1 7 M ay 2 02 3

Effe c tive  Date : 1  July 2 02 3

R e vie w Date : 1 7 M ay 2 02 4

Ve rsion: 5

Head of Power
South E ast Queensland W ater (D istribution and Retail Restructuring) Act 2009

L ocal G overnment Act 2009

L ocal G overnment Regulation 2012

Magistrates C ourts Act 1921

Uniform C ivil Procedure Rules 1999

S outh East Q ue e nsland  Custome r W ate r and  W aste wate r Cod e
De bt Colle c tion Guid e line : for c olle c tors and  c re d itors

Policy Objective
This polic y is a re quire me nt und e r the  South E ast Queensland C ustomer W ater and W astewater C ode. It
provid e s a frame work to support ‘small custom ers’ that are  e xpe rie nc ing financ ial hard ship as a re sult of an
une xpe c te d  e ve nt or unfore se e n c hange s.
Assistanc e  is available  und e r the  Financ ial Hard ship Polic y whe re  the re  is an ongoing state  of financ ial
hard ship and  d iffic ulty in me e ting basic  living ne e d s is e xpe rie nc e d  on an ongoing basis. Custome rs must be
asse sse d  for financ ial hard ship and  will be  re quire d  to provid e  information about the ir financ ial situation to
ac c e ss a payme nt plan und e r this polic y.

Policy Statem ent
R e d land  City Counc il, through its Corporate  Plan, is c ommitte d  to provid ing se rvic e s that d e live r our
c ommunity’s share d  vision and  c olle c tive  aspirations: Naturally wonderful lifestyle. C onnected community.
E mbracing opportunities. W e  are  a value s le d  organisation and  our organisational value s e nc apsulate  what
we  c are  about, influe nc e  how we  ope rate  and  support our mission: M ake  a d iffe re nc e , make  it c ount. 
This polic y is base d  on share d  re sponsibility be twe e n c ounc il and  the  c ustome r and  is d e live re d  in a mod e l
that supports se lf-d e te rmination to allow small c ustome rs to gain c ontrol of the ir rate  ac c ount with a re alistic
and  afford able  approac h. 
The  Financ ial Hard ship Polic y is aligne d  to the  obje c tive s of Counc il’s Corporate  Plan and  this is
ac hie ve d  through Counc il’s c ommitme nt to:

 Tre ating c ustome rs fairly, with re spe c t, se nsitivity and  c onfid e ntiality at all time s.
 Effe c tive  proc e sse s for the  e arly id e ntific ation of a small c ustome r who is in financ ial hard ship whic h

inc lud e s, but not limite d  to:
o A small c ustome r c ontac ting Counc il the mse lve s.
o A R e d land  City Counc il offic e r c ontac ting the  small c ustome r.
o A re fe rral by the  Ene rgy and  W ate r O mbud sman Q ue e nsland .
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o A re fe rral by an ac c re d ite d  financ ial c ounse llor or c ommunity age nc y provid ing assistanc e  to pe ople
e xpe rie nc ing financ ial hard ship.

 Publishing this polic y on its we bsite .
 Asse ssing financ ial hard ship through information provid e d  by the  c ustome r, whic h will inc lud e  financ ial

re c ord s and /or a S tate me nt of Financ ial Position.
 Ensuring small c ustome rs who are  id e ntifie d  as e xpe rie nc ing financ ial hard ship have  ac c e ss to: 

o Fle xible  payme nt plan options.
o Conve nie nt payme nt c hanne l options inc lud ing Ce ntre pay, Dire c t De bit and  Q uic k Pay.
o R e lie f from le gal ac tion from the  d ate  a payme nt plan is mutually agre e d .
o R e lie f from inte re st be ing c harge d  on ove rd ue  rate s and  c harge s provid e d  the  mutually agre e d

payme nt plan is me t.
o Information on the  ground s that may be  c onsid e re d  in ord e r to re mit in full or in part wate r

c onsumption c harge s und e r the  L ocal G overnment Regulation 2012.
o Information to assist in re d uc ing wate r c onsumption c harge s. Furthe r information is available  at

https://www.re d land .qld .gov.au/info/2 02 50/gre e n_living/603/c onse rving_wate r
o Information provid e d  about appropriate  gove rnme nt c onc e ssion programs and  financ ial c ounse lling

se rvic e s that may be  available  to the m.
https://www.re d land .qld .gov.au/info/2 01 71 /rate s/782 /pay_your_rate s

 Establishing payme nt plan options that are  base d  on the  rate paye r’s ind ivid ual c irc umstanc e s and  within
Counc il guid e line s. W he re  payme nt plans are  not ad he re d  to or are  othe rwise  unsuc c e ssful
inte re st on ove rd ue  amounts will be  re instate d .
o Counc il e xpe c ts rate paye rs to take  re sponsibility for the ir d e bt obligations and  to organise  the ir affairs

in suc h a way as to be  able  to d isc harge  the se  obligations as agre e d . 
o Counc il re se rve s the  right to c omme nc e  le gal ac tion, inc lud ing re giste ring a c harge  on the  rate paye r’s

prope rty for any outstand ing arre ars balanc e , if the  rate paye r d oe s not me e t the ir obligations or the ir
c irc umstanc e s are  found  to have  improve d  but the y are  not willing to re d uc e  the  rate  arre ars in a more
time ly manne r.

D efinitions
Term D efinition
S mall Custome r De fine d  as e ithe r:

a) A re sid e ntial c ustome r who is c onne c te d  to a S EQ  se rvic e  provid e r’s wate r or
waste wate r se rvic e  and  re c e ive s a rate  notic e  in the ir name  that inc lud e s c harge s
for wate r and  waste wate r se rvic e s; or

b) A non-re sid e ntial c ustome r who use s no more  than 1 00 kilolitre s of d rinking wate r
and /or re tic ulate d  re c yc le d  wate r pe r annum (base d  on the  last four c onse c utive
quarte r wate r re ad ings not le ak affe c te d ).

A ssociated D ocum ents
Colle c tion of R ate s, Charge s and  O the r R e ve nue  Polic y (A1 96581 )
Colle c tion of R ate s and  Charge s and  O the r R e ve nue s Guid e line  (A2 1 4701 ) 
Colle c tion of R ate s and  Charge s Proc e d ure  (A2 2 0378)
Financ ial Hard ship Applic ation Form

D ocum ent C ontrol
O nly Counc il c an approve  ame nd me nts to this d oc ume nt by re solution of a Counc il M e e ting, with the
e xc e ption of ad ministrative  ame nd me nts whic h c an be  approve d  by the  re le vant ELT  me mbe r. R e fe r to
Policy Instrument D evelopment Manual for an e xplanation on ad ministrative  ame nd me nts (A4063988

https://www.redland.qld.gov.au/info/20250/green_living/603/conserving_water
https://www.redland.qld.gov.au/info/20171/rates/782/pay_your_rates
https://edrms-prd.rccprd.redland.qld.gov.au/id:A196581/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A214701/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A220378/document/versions/published
https://www.redland.qld.gov.au/download/downloads/id/3569/financial_hardship_application.pdf
https://edrms-prd.rccprd.redland.qld.gov.au/id:A4063988/document/versions/latest
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).
Any re que sts to c hange  the  c onte nt of this d oc ume nt must be  forward e d  to re le vant S e rvic e  M anage r(s). 
Approve d  d oc ume nts must be  submitte d  to the  Corporate  M e e tings and  R e giste rs T e am for re gistration.

Version C ontrol
Version 
number

D ate Key C hanges

1 6 N ove mbe r 2 01 9 N e w Polic y
2 January 2 02 0 Ad ministrative  upd ate  to ne w polic y frame work te mplate
3 April 2 02 1 U pd ate d  for 2 02 1 -2 2  Bud ge t proc e ss

M inor ame nd me nt to word ing to re move  ‘inte re st fre e ’ from the  fle xible  payme nt
plan options and  to inc lud e  ‘and  within Counc il guid e line s’ in the  e stablishme nt 
of payme nts plan options

4 M arc h 2 02 2 Ad ministrative  upd ate  to inc lud e  re fe re nc e  to the  ne w Corporate  Plan
U pd ate d  for 2 02 2 -2 3 Bud ge t proc e ss

5 M arc h 2 02 3 U pd ate d  for the  2 02 3-2 4 Bud ge t proc e ss
M inor ame nd me nt to title s of assoc iate d  d oc ume nts 
Ame nd e d  d e finition of ‘S mall Custome r’ for c onsiste nc y ac ross polic ie s


