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 As promised in our previous update to you, we are committed to keeping you informed about the 
progress of the improvements we have implemented since our last communication. In this update 
you’ll find information on:

•  key appointments  
•  how we’re improving access to information  
•  results of market research, and  
•  how we’re improving customer service.

Key appointments
To better focus our service delivery, provide streamlined 
access to our development services team and to trouble-
shoot issues, we have made three key appointments:

1.   Debra Robinson, Manager Development Services is 
responsible for ensuring the end-to-end process for 
providing water and sewerage infrastructure to your 
development is consistent. She has been proactive in 
discussing process improvements with key internal and 
external stakeholders.

2.   Cherie Kirkman as Development Relationship Manager 
will manage the Development Relationship Team. This 
team will ensure that our development customers are 
provided with the correct information and supported 
through the development process in relation to the 
supply of water and sewerage.

3.   Anna Scott as Strategic Planner will coordinate councils’ 
land use planning with Queensland Urban Utilities 
infrastructure planning.

Improving access to information 
about what we do
Since the creation of the Development Services webpage 
we have had over 19,500 visits. We encourage you to go 
online and view our webpage www.urbanutilities.com.au/
Development_services. We welcome any feedback about 
how we can improve our website and we are reviewing it to 
improve navigation and to expand the range of information. 
We will update you when additional information becomes 
available.  Should you wish to provide feedback please send 
it to: developmentenquiries@urbanutilities.com.au

Understanding your issues
Market research

In June, we conducted market research with our customers. 
We wish to thank those who took part in the research 
and appreciate your honesty and constructive comments 
about the areas we need to improve. We now have a clearer 
understanding of how we can best deliver our services in a 
timely and consistent manner. We have listened and commit 
to improve the way we work with you to deliver your project 
on time.
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Key comments 

We received some strong feedback from our first industry 
forum and subsequent customer research indicating the 
need to:

•   support growth across the region by working more closely 
with you 

•   increase face-to-face interaction at various stages of the 
development process, (such as pre-lodgement and site 
meetings)

•   provide an account (project) manager as a single point of 
contact to oversee a particular project

•   be more responsive, proactive and flexible and take a 
commercial approach, and

•   provide easily accessible and consistent construction 
standards. 

Updating you on our progress 
We’re progressing the following in response:

•   We are currently working with key stakeholders to support 
major projects, and are continuing to review those areas that 
are forecasted for future growth. 

•   In July we announced the implementation of the new SEQ 
(Water Supply and Sewerage) Design & Construction Code. 
QUU conducted information sessions and feedback from 
industry indicated that these were very informative. 

•   We are open to innovation and are keen to hear from you 
if you think there is a better way to provide infrastructure 
to a development. Contact us through the Development 
Relationship Team and they will coordinate a meeting to 
discuss any issues.

•   The Development Services section of the website continues to 
be updated and information added. Our webpage now features 
a section where you can “register your interest” in being on our 
mailing list. We encourage you to register so we can keep you 
informed of our new initiatives, upcoming information sessions 
or forums and any changes in the water and sewer industry 
which may impact you or your development. 

•   A review of online applications, Permit to Work, Infrastructure 
Agreement processes and the standard connection form 
continues, with key information to be uploaded to the website.

Improving our customer service
To provide you with a better service, we are aiming for 
continuous improvements to the way we deliver services 
to our development customers.  We’re introducing the 
following changes:

Dedicated customer service team

You will be able to lodge your development-related 
enquiries with this team, who will be responsible for ensuring 
that responses are delivered efficiently and on time.  

Account management for major 
developments

We have now introduced account managers for major 
developments, starting with localities such as Rochedale, 
Bromelton, Swanbank and Ripley.  The account manager: 

•  has a complete oversight of the total development

•   is the key contact for developers and major contractors 
servicing the locality

•   provides technical support through the Infrastructure 
Agreement process, and 

•   coordinates our responses to site service requirements and 
other responses required from within QUU.  

Development Customer Charter

We are keen to have your input into the Development 
Services Customer Charter, which we expect to be published 
by December this year. A draft will be available for comment 
and your input would be greatly valued.

Development Industry Forum

Our next Development Industry Forum is scheduled for 
November 27, 2013. Please register your interest 
www.urbanutilities.com.au/Development_services/
Registration_Form/

Development Relationship Team 
contact details

Phone: 07 3432 2200  
Email: developmentenquiries@urbanutilities.com.au


