
Customer calls 1300 552 120 
(Veolia number)

Customer calls 1300 110 238
(Computershare number)

“Thank you for contacting Wilton Recycled Water. 
Please select from the following options. 

For accounts and administration enquiries 
during business hours 9 to 5, press 1.
For all operational issues, press 2.”

Selects 
option 2

Selects 
option 1

Call managed by 
Veolia

FINAL Bingara Gorge IVR Structure and Scripting – Business hours (v2.0 as at 16 May 2018) 

(Mon to Fri 9am to 5pm AEST/AEDST – based on NSW business days) 

Selects 
option 1

“Please wait while we 
transfer your call.”

Selects 
option 4

“Thank you for contacting Wilton Recycled Water. 
Please select from the following options. 

To report a recycled water leak or fault, press 1.
To pay your recycled water bill via credit card, press 2.

For other enquiries relating to your recycled water, press 3.
For all enquiries relating to your potable water, press 4. 

To hear these options again, press 8.”

“Your potable water supply is 
managed by Sydney Water. 

To report a fault, please call 13 20 90, 
which is available 24 hours a day. 
For general enquiries, please call 
13 20 92 during business hours. 

To hear this message again, 
press 1.”

Selects 
option 3

Call not answered after first 30 seconds, play 
prompt: “Our team is currently busy. We’ll be 
with you soon. Thank you for your patience.”

Call not answered after second 30 seconds -
repeat prompt

Call not answered after third 30 seconds – 
repeat prompt

Call not answered after fourth 30 seconds, play 
prompt: “Please continue to hold, or press 1 if 

you would like to leave a message for someone to 
call you back.”

Call 
answered

If customer continues to hold and the call is not answered, the following prompt 
play two times after each 30 seconds period and then disconnect the call.

“ Our team is currently busy, please press 1 to leave a message for someone to call 
you back or please call back later”

“Sorry we’re currently 
unable to take your 

call. Please leave 
your name, phone 

number, a brief 
message and the best 
time to call you back 

during business 
hours.”

Message left or 
customer hangs up

Agent logged in 

Yes

No

Cal l 
answered

Cal l 
answered

Selects 
1

Cal l 
answered

Continues 
to hold 

Selects 
option 2

“Please wait while we 
transfer your call.”

Call drops into 
Westpac Payway

IVR under
maintenance

“Thank you for contacting 
Wilton Recycled Water. 

Our phone system is currently 
undergoing maintenance. 

To report a recycled water leak or fault,
 please call 1300 552 120. 

To make a credit card payment, please visit 
wiltonrecycledwater.com/payway. 
For any other queries, please email 

enquiries@contact.wiltonrecycledwater.com 
or call back later.

To hear this message again, press 1.”

“For training and quality purposes, this call 
may be recorded. Please let us know if you 

do not want your call recorded.”

No
Yes

Cal l answered
“Wilton 
Recycled 
Water” 
whisper

Diverts to Computershare 
using 1300 048 116

Call
Disconnect

Diverts to Westpac 
using 1300 885 175

Whisper to play 
whenever the call is 
answered by an 
agent

Diverts to Veolia 
using 02 9962 8508



Customer calls 1300 552 120 
(Veolia number)

Customer calls 1300 110 238
(Computershare number)

“Thank you for contacting Wilton Recycled Water. 
Please select from the following options. 

For accounts and administration enquiries 
during business hours 9 to 5, press 1.
For all operational issues, press 2.”

Selects 
option 2

Selects 
option 1

Call managed by 
Veolia

“Thank you for contacting Wilton Recycled Water. 
Our team is available Monday to Friday, 9am to 5pm. 

To report a recycled water leak or fault, press 1. 
To pay your recycled water bill via credit card, press 2.
For any other queries relating to your recycled water, 

press 3 to leave a message, or call back during business hours.
For all enquiries relating to your potable water, press 4. 

To hear these options again, press 8.”

FINAL Bingara Gorge IVR Structure and Scripting – Out of hours (v1.0 as at 18 May 2017) 

(before 9am and after 5pm Mon to Fri AEST/AEDST and weekends – based on NSW business days) 

Selects 
option 1

Selects 
option 3

“Please wait while we 
transfer your call.”

“Please leave your name, 
phone number, 

a brief message and the best 
time to call you back during 

business hours.”

Message 
left

Customer 
hangs up

Selects 
option 4

Selects 
option 2

“Please wait while we 
transfer your call.”

Call drops into 
Westpac Payway

“Your potable water supply is 
managed by Sydney Water. 

To report a fault, please call 13 20 90, 
which is available 24 hours a day. 
For general enquiries, please call 
13 20 92 during business hours. 

To hear this message again, 
press 1.”

IVR under
maintenance

“Thank you for contacting 
Wilton Recycled Water. 

Our phone system is currently 
undergoing maintenance. 

To report a recycled water leak or fault,
 please call 1300 552 120. 

To make a credit card payment, please visit 
wiltonrecycledwater.com/payway. 
For any other queries, please email 

enquiries@contact.wiltonrecycledwater.com 
or call back later.

To hear this message again, press 1.” 

Diverts to Computershare 
using 1300 048 116

Diverts to Veolia 
using 02 9962 8508

Diverts to Westpac 

using 1300 885 175



FINAL Bingara Gorge IVR Structure and Scripting – Public holidays (v1.0 as at 18 May 2017) 

(based on NSW business days) 

Customer calls 1300 552 120 
(Veolia number)

Customer calls 1300 110 238
(Computershare number)

“Thank you for contacting Wilton Recycled Water. 
Please select from the following options. 

For accounts and administration enquiries 
during business hours 9 to 5, press 1.
For all operational issues, press 2.”

Selects 
option 2

Selects 
option 1

Call managed by 
Veolia

“Thank you for contacting Wilton Recycled Water. 
Due to the public holiday, our team is currently unavailable. 

To report a recycled water leak or fault, press 1. 
To pay your recycled water bill via credit card, press 2.
For any other queries relating to your recycled water, 

press 3 to leave a message, or call back during business hours.
For all enquiries relating to your potable water, press 4. 

To hear these options again, press 8.”

Selects 
option 1

Selects 
option 3

“Please wait while we 
transfer your call.”

“Please leave your name, 
phone number, 

a brief message and the best 
time to call you back during 

business hours.”

Message 
left

Customer 
hangs up

Selects 
option 4

Selects 
option 2

“Please wait while we 
transfer your call.”

Call drops into 
Westpac Payway

“Your potable water supply is 
managed by Sydney Water. 

To report a fault, please call 13 20 90, 
which is available 24 hours a day. 
For general enquiries, please call 
13 20 92 during business hours. 

To hear this message again, 
press 1.”

IVR under
maintenance

“Thank you for contacting 
Wilton Recycled Water. 

Our phone system is currently 
undergoing maintenance. 

To report a recycled water leak or fault,
 please call 1300 552 120. 

To make a credit card payment, please visit 
wiltonrecycledwater.com/payway. 
For any other queries, please email 

enquiries@contact.wiltonrecycledwater.com 
or call back later.

To hear this message again, press 1.”

Diverts to Computershare 
using 1300 048 116

Diverts to Veolia 
using 02 9962 8508

Diverts to Westpac 

using 1300 885 175
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