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SIMPLER BILLING STARTS NOW
To report a fault or emergency 
Contact us 24/7 on 13 23 64

General enquiries 
From 7am-7pm weekdays 13 26 57

For more information visit 
urbanu.com.au/simplerbilling

Learn more about Simpler Billing and your Reset Bill inside.

Queensland Urban Utilities provides water and sewerage services to customers in the Brisbane, Ipswich, 
Lockyer Valley, Scenic Rim and Somerset regions. Queensland Urban Utilities is the trading name of the Central 
SEQ Distributor-Retailer Authority. ABN 86 673 835 011. Q01439-2019 (4) © Queensland Urban Utilities 2019.

We’ve introduced Simpler 
Billing in response to 
customer feedback and 
consultation. 
Customers told us the gap between 
when their water meter was read and 
their quarterly bill was issued was a 
concern, as leaks could go undetected 
for long periods wasting water and 
money. This gap was previously up to 
seven weeks. Now it’s closer to seven 
days. Customers were also confused 
why water usage, water service and 
sewerage service charges on their bill 
were billed differently for different 
periods. Service charges were formerly 
billed in advance, while water usage 
was billed in arrears, each for different 
periods. Now all service and usage 
charges are billed in arrears and, from 
next quarter (July-September 2019) 
onwards, cover the same period. 
Simple!

Because my water usage is being charged over a longer period 
on my Reset Bill, will that trigger a higher tier charge?

Tiering for water usage is calculated on an average daily use basis, so if your 
water usage behaviour remained consistent across your Reset Bill period, 
you won’t have triggered a higher tier charge. You would’ve only triggered a 
higher usage charge if your average daily use increased to more than 822L per 
household, per day. The average daily use is calculated by dividing the total 
volume consumed from one meter read to the next, by the number of days 
between the meter reads.

Are your prices changing?

Our 2018/19 prices haven’t changed as part of this process.

Will I still receive the State Government Pension Water Subsidy?

Simpler Billing doesn’t impact your eligibility to receive State Government 
Pensioner Water Subsidy.

Will my direct debit arrangement be affected by the change? 

All existing direct debit arrangements remain intact. Please note: if you’re a 
direct debit customer, your Reset Bill will automatically be debited on its due 
date. Please plan accordingly.

Will my payment arrangement be affected by the change?

No. All existing payment arrangements with us (or ARL) remain intact. 
Please continue to make your scheduled, agreed repayments.

I experience difficulty paying my water and sewerage bills.  
Can you assist me if my Reset Bill is higher than usual?

We absolutely can! If you’re experiencing difficulty paying your water and 
sewerage bills, please contact us to discuss how we can assist you. We offer 
flexible and affordable payment arrangements and payment extensions. 
We’re here to help at simplerbilling@urbanutilities.com.au, on 13 26 57 
from 7am-7pm weekdays, or you can visit urbanu.com.au/moretimetopay 
to arrange a payment extension.

Why the 
change?
Why the 
change?

Still got questions?

BILLS ISSUED DAYS, 
NOT WEEKS, AFTER 
METER READINGS

DETECT LEAKS 
SOONER SAVING 
WATER AND MONEY

NO CHANGE TO OUR 
2018/19 PRICES AND 
SUBSIDIES

THINGS TO 
KNOW ABOUT 
YOUR RESET 

BILL
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Simpler bill
•  Water usage, water 

service and sewerage 
service charges billed 
for the same period, in 
arrears

Reset bill
•  A longer than usual 

water usage period

•  Water service and 
sewerage service 
charges switched from 
billed in advance to 
billed in arrears

•  Shorter than usual 
water service and 
sewerage service 
periods

Old bill
•  Water usage charges 

billed in arrears 

•  Water service and 
sewerage service 
charges billed in 
advance

•  Water usage, water 
service and sewerage 
service charges billed 
for different periods, 
seperated by up to 
seven weeks

Simpler billing timeline

Key

Billed in arrears

Billed in advance

Water usage

Simpler Billing  
has begun!
We’ve changed how we bill 
customers in Lockyer Valley to 
make it simpler for you to:

• track water usage

• detect leaks on your  
property sooner

• manage your water and 
sewerage service budget.

From now on, your quarterly bill will be issued days – not weeks – after 
you water meter is read, reducing the risk of a hidden underground leak 
going undetected for long periods.

Also, for the first time, all the charges on your bill – water usage, water 
service and sewerage service – are in arrears. Previously, these charges 
were billed differently for different periods.”

“Our customers told us they wanted bills which were easier to understand 
and were issued soon after their meter was read. We listened to their 
feedback, and that’s why we have made bills simpler,” said Queensland 
Urban Utilities spokesperson Michelle Cull.

“By issuing bills within days of the meter being read, customers will be 
able to better track their water usage and detect concealed underground 
leaks earlier. This will not only help save water, but reduce the risk 
of the unwanted surprise you get when a leak goes undiscovered for 
long periods.”

Queensland Urban Utilities’ 2018/19 prices and subsidies hadn’t changed 
as part of the process.

Simpler Billing helps you 
save water and money

5 things  
to know 
about your Reset Bill

5 things 
to know 

It covers a longer than usual  
water usage period.
A normal usage period is around 90 days, whereas the usage period 
on your Reset Bill is longer. You can confirm this by referring to Days 

charged in the Your water usage section on Page 1 of your Reset Bill.

It covers a shorter than usual 
service period and/or periods.
Normal service periods are around 90 days, whereas the service 
period/s on your Reset Bill service are shorter. You can confirm this by 
referring to the Water Services and/or Sewerage Services sections on 

Page 2 of your Reset Bill.

It’s a once-off bill
Regular usage and service periods will return next quarter (July-
September 2019). No more longer-than-usual, or shorter-than-usual 

periods, just regular periods aligned and billed in arrears. 

Timing is everything
The majority of Reset Bills will be lower than usual due to the shorter 
service period/s; however, some will be higher than usual due to the 
longer than usual water usage period. Either way, customers are still 
only paying for water used at their property – a bill lower, or 

higher than usual, is simply due to timing!

We can assist you with payment
Experiencing difficulty paying your Reset Bill? Contact us on 13 26 57  
from 7am-7pm weekdays to discuss ways we can assist, or visit  
urbanu.com.au/moretimetopay to arrange a payment extension.

1

2

3

4

5

Figure 1 is for illustrative purposes only and is not representative for Access Only and Non-Sewerage Service accounts. Reset Bill thresholds will vary.
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urbanu.com.au/simplerbilling


