
TO REPORT A FAULT OR 
EMERGENCY 
CONTACT US 24/7 ON 13 23 64

FOR MORE INFORMATION 
VISIT 
URBANUTILITIES.COM.AU

GENERAL 
ENQUIRIES 
FROM 8AM-6PM WEEKDAYS 13 26 57

Urban Utilities provides water and sewerage services to customers in the Brisbane, Ipswich, Lockyer Valley, 
Scenic Rim and Somerset regions. Urban Utilities is the trading name of the Central SEQ Distributor-Retailer Authority. 
ABN 86 673 835 011. Q01685-2020 (1) © Urban Utilities.

We want to do as much as we can to support our community during this 
difficult time.

We’re going to hold our prices at current levels until Thursday 31 December 
2020, while continuing to invest in essential services.

We’ll continue to deliver safe, high-quality water and sewerage services to 
protect public health, and maintain and renew our vast network of pipes, 
pumps and treatment plants.

Our price changes will come into effect on Friday 1 January 2021, when 
our component of the average* residential bill in Brisbane will increase by 
2.7% or $5.94 per quarter. 

Our prices are separate to the State Government’s bulk water charge, 
which, at the time of print, is set to increase by 3.5% from Wednesday 
1 July 2020, adding $3.94 per quarter to the average bill. We don’t set or 
control this price, nor profit from the charge.

To assist households with utility bills, the Queensland Government has 
provided a $200 COVID-19 relief payment for water and electricity. 
This payment will be applied automatically through household electricity 
bills and won’t appear on water and sewerage bills.

Are you experiencing difficulty paying your water and sewerage bill? 
Please get in touch with us to discuss your circumstances. We can assist 
you 6am-9pm weekdays on web chat, Facebook or Twitter, or 8am-6pm 
weekdays on 13 26 57.

Under our new UrbanAssist program, we also have a range of 
special assistance options for residents and businesses experiencing 
added financial pressure due to COVID-19. For more, go to 
urbanutilities.com.au/urbanassist now.

Visit urbanutilities.com.au/prices for more information on our 
2020/21 prices and charges.

*The average residential water and sewerage bill is based on water usage of 150kL per annum.

• 24/7 access to safe, high-quality drinking water.

•  Collecting, treating and disposing of your sewage – all the waste from 
your toilet and all the water that goes down your kitchen and laundry 
sinks, bathroom basins and showers – safely and sustainably.

•  Maintaining and upgrading the water and sewer networks, including 
pipes, pumps, reservoirs and treatment plants.

• Renewing or replacing pipes as they age and repairing bursts.

• New infrastructure projects to meet the needs of your community.

We recognise the financial impact COVID-19 is having on many residents and businesses so we’re freezing 
our water and sewerage prices for six months.

WE’RE FREEZING OUR WATER 
AND SEWERAGE PRICES

WHAT DOES MY BILL PAY FOR?

OUR 2020/21 PRICES – BRISBANE

Residential charges
Old Price 

1 Jul 2019 – 30 Jun 2020
Price Freeze 

1 Jul 2020 – 31 Dec 2020
New Price 

1 Jan 2021 – 30 Jun 2021

Water usage

Urban Utilities distributor-retailer price – Tier 1 
(water used up to 74kL per quarter¹)

$0.793 per kL $0.793 per kL $0.818 per kL

Urban Utilities distributor-retailer price – Tier 2 
(water used over 74kL per quarter¹)

$1.569 per kL $1.569 per kL $1.649 per kL

Water services

Urban Utilities water services charge $56.13 per quarter $56.13 per quarter $58.14 per quarter

Sewerage services

Urban Utilities sewerage services charge  $136.95 per quarter  $136.95 per quarter $139.95 per quarter

¹Based on a typical 90-day meter reading period. Quarterly thresholds vary based on the number of days in a meter reading period.
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SPRING INTO ACTION
With Spring on our doorstep, now is the time to 
get your hands dirty and start a thriving water 
smart veggie patch.

But what do you grow and how do you start? 
What if your space is limited? Our friend Alex 
Vanek (pictured) at Bulimba Creek Catchment 
Coordinating Committee has some practical tips 
to get your garden or balcony water smart and 
productive for the warmer months ahead.

Start from the ground up

Your new veggies love good drainage and 
sunshine. So, pick a spot where the dosage 
is right, add in organic matter, compost and 
wetting agents to the soil, and don’t forget to 
mulch to retain moisture. 

What to plant

Seasonal produce is best for our sub-tropical 
climate. Rule of thumb is root vegetables are 
best sown in Autumn as we eat them through 
the winter months, leaving Summer salad 
produce great to plant in Spring. 

Herbs: basil, chives, coriander, dill, mint, 
oregano and thyme. Vegetables: beans, 
capsicum, cucumber, lettuce and tomato.

Growing edible plants doesn’t just mean 
vegetables and fruits – flowers like nasturtiums 
can add colour to your plate.

Alex’s tips: 

Start small and simple, learn the herbs and 

veggies that you find easy to grow.

Keep your ‘frequently nibbled upon’ edibles by 
the kitchen.

Three steps to saving water in the garden

Step 1 – Organic matter is the best for holding 
moisture and nutrients and releasing it to plant 
roots.

Step 2 – Zone your plantings for their water 
needs. If you have an area that naturally holds 
more water, then use it for your 
thirsty plants.

Step 3 – Mulch insulates the soil and conserves 
moisture.

Consider making your own compost and adding 
to seedlings as a mulch. 

What on earth is a wicking bed?

If you’re looking at even more efficient ways to 
use water in the garden, then this upside-down 
watering invention might just be for you. 

A wicking bed, described as a “self-watering 
pot on steroids”, is a way of growing plants 
where water wicks up from an underground 
water reservoir. 

Water use can be reduced by up to 50% 
from conventional growing systems, as 
evaporation is significantly reduced.

Get your garden water 
smart and productive 
for the warmer months 
ahead.

SIMPLER BILLING STARTS SOON
From September 2020, we’ll be changing 
to a simpler, more efficient meter reading 
and billing schedule to help you save water 
and money.

This change – called Simpler Billing – will: 

•  Reduce the time between when your 
water meter is read and your bill arrives. 

•  Align all the charges on your bill – water 
usage and water and sewerage services – 
for the same period, in arrears. 

Ultimately, the change will make it 
simpler to: 

• Read and understand your bills. 

• Monitor your water usage. 

•  Detect leaks on your property sooner – 
saving water, money and hassle. 

Customers in your part of Brisbane will 
transition to Simpler Billing in small, 
gradual stages between September 2020 
and October 2021. 

What does this mean for you?

•  Your next 5 bills will all arrive a few days 
earlier than usual. To make up for this, 
we’ll give you more time to pay them. 

•  Your late February-early March and May 
2021 bills should both be lower than 
usual due to services charges switching 
to arrears. 

For more on the Simpler Billing change – 
and how to save water around your 
home and check for leaks – visit 
urbanutilities.com.au/simpler now. 

An important billing update for Brisbane, Ipswich and Scenic Rim customers.
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For Salisbury homeowner Richard Machinka (pictured), the curveball was 
when he had to give up work to become a full-time carer for his mum.

“Mum and I were so stressed at one point, I didn’t know what to do. I was 
caring for her and she got sick and had to go to the hospital, and I didn’t 
realise how far behind we were with our bills,” he said.

Richard contemplated asking a mate for the money but instead picked up 
the phone and asked for assistance.

Karen Hughes was the voice on the other end of the line. She’s from our 
Customer Care team and has helped hundreds of customers to look at 
options to assist with paying their bills. 

“Richard was like a lot of our customers, especially the ones experiencing 
financial difficulty for the first time, in that they can find it frightening to 
pick up the phone and call us,” said Karen. 

“Our customers can be embarrassed, ashamed, in denial or simply burying 
their head in the sand and hoping it will all just go away. A lot of the time, 
they may have had an unpleasant conversation with other organisations 
and they prejudge and think Urban Utilities is going to react the same way 
when that’s simply not the case.”

Karen says Richard was quite taken aback after speaking to her, as it 
wasn’t as difficult to set up a payment arrangement as he thought it was 
going to be.

“You guys have been so good to us,” said Richard. 

“My mum, when she was still living here, loved dealing with you guys. 
From the first time we rang up, Karen was so friendly, and she has always 
let me pay at my own pace.”

“Now I put a bit away each week and, by the time the bill comes, it’s 
already paid. I owe less than a hundred dollars and I’ll be paying that off 
in the next few weeks. I can water the plants when they need it without 
having to worry now.” 

On top of our regular assistance initiatives, we recently launched 
UrbanAssist – our COVID-19 Special Assistance program – to help those 
experiencing added financial pressure due to the pandemic.

“More than ever, we want our customers to know we’re here and we can 
help them,” said Karen. 

“So please, if you’re having trouble paying your bill due to COVID-19, or for 
any other reason, don’t worry, just get in touch with us. We’ll listen, we’ll 
work with you, and we’ll hopefully avoid a situation where one overdue bill 
becomes multiple bills overdue.”

For more on our assistance programs, including UrbanAssist, visit 
urbanutilities.com.au now. Or, take a page out of Richard’s book, and 
call us to discuss your circumstances. 

HELPING 
CUSTOMERS IN 
HARDSHIP
Getting behind on bills can happen to anyone. 
As we all found out this year, life has a habit of 
throwing up curveballs and situations can change 
in the blink of an eye.

My mum, when she was still living here, 
loved dealing with you guys. From the 
first time we rang up, Karen was so 
friendly, and she has always let me pay 
at my own pace.


