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Code of Practice for Customer Complaints  
 

Overview 

 

1 Objective 

To outline how Wilton Recycled Water will respond to complaints. 

 

2. Scope 

This policy applies to all complaints from customers or other members of the community received by Wilton 

Recycled Water. Wilton Recycled Water follows the Australian Standard for Complaint Handling. 

 

3.  Policy 

Wilton Recycled Water Services and Veolia Water Solutions & Technologies are committed to Customer 

Service Excellence including handling Customer complaints in relation to service, technical and financial 

matters.  We assure our customers of this commitment through the following actions: 

 

Receipt of complaints 

Upon receiving a complaint, the complaint will be recorded with supporting information and a unique 

identifier code given to the customer. The record of the initial complaint will identify the remedy sought by the 

complainant and any other information necessary for the effective handling of the complaint. Wilton Recycled 

Water Services aims to resolve customer complaints at the first point of contact by providing a solution or 

negotiating an agreed course of action.  

 

Tracking of complaints 

The complaint will be tracked from initial receipt through the entire process until the complainant is satisfied 

or the final decision is made.  An up-to-date status will be made available to the complainant upon request and 

at regular intervals, at least at the time of preset deadlines which we shall strive to reduce over time.  

 

Initial assessment of complaint 

After receipt, each complaint will be initially assessed in terms of criteria such as severity, safety implication, 

complexity, impact, and the need and possibility of immediate action. 

 

Investigation of complaints 

Every reasonable effort will be made to investigate all the relevant circumstances and information surrounding 

a complaint. The level of investigation will be commensurate with the seriousness, frequency of occurrence 

and severity of the complaint. 

 

Response to complaints 

If it is not possible to resolve your complaint immediately, we will provide an initial response within: 

• 2 working days if you have phoned or spoken directly to us, or 

• 5 working days if you have written to us or sent us an email and the matter cannot be responded to 

sooner by making contact with you. 

Our initial response can be: 

• a solution presented to, and accepted by, you or 

• our intended course of action to resolve the complaint. 

 

If your complaint cannot be resolved to your satisfaction, it will be escalated to the next level of management 

for resolution.  

 

Following an appropriate investigation, we will offer a response, for example correct the problem and prevent 

it happening in the future. If the complaint cannot be immediately resolved, then it will be dealt with in a 

manner intended to lead to its effective resolution wherever possible. 
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Communicating the decision 

The decision or any action taken regarding the complaint, which is relevant to the complainant or to the 

personnel involved, will be communicated to them as soon as the decision or action is taken. 

 

Closing the complaint 

If the complainant accepts the proposed decision or action, then the decision or action will be carried out and 

recorded. If the complainant rejects the proposed decision or action, then the complaint will remain open. We 

will continue to monitor the progress of the complaint until all reasonable internal and external options of 

recourse are exhausted or the complainant is satisfied. 

 

Recourse to further action 

In the event a customer is not satisfied with the handling of their complaint, you will be advised of your right 

to raise your concerns with the Energy and Water Ombudsman of NSW (EWON) for external review. This 

option is also available to you at any time after first lodging your complaint with Wilton Recycled Water. 

Contact EWON on 1800 246 545 or at www.ewon.com.au 

 

 

 

 

 

 

 

 

 

 


