Taking action
Every day our people are working around the
clock delivering water to you and removing
and treating your wastewater. We’ve enacted
business resilience plans for COVID-19, and
we’re continuing to work closely with key
Government agencies and health authorities.
We have contingencies in place to ensure we’re
well-prepared in this rapidly changing situation.

More information
As the situation unfolds, we’ll keep you
updated on Urban Utilities’ response.
Please visit urbanutilities.com.au/COVID19
to find our latest information.
From all of us at Urban Utilities – take care and
stay safe.

Peace of mind
We know things are uncertain right now, so we
want to assure you water and sewerage services
are unaffected by COVID-19.
There’s no evidence COVID-19 is transmitted by
drinking water. Our existing water treatment
and disinfection processes are highly effective
in protecting water supplies. Your tap water
remains high-quality, well treated and constantly
monitored to ensure it meets stringent Australian
Drinking Water Guidelines.
There’s also no evidence COVID-19 is transmitted
via wastewater systems, with or without
wastewater treatment. We’re continuing to
manage and treat wastewater properly and
carefully to protect both the environment and
public health.
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AN IMPORTANT
UPDATE ON COVID-19
We’re here for you
Urban Utilities plays an essential role in
providing safe and reliable water and sewerage
services. Our priority during these difficult
times remains the health and wellbeing of our
customers, communities and employees.

Make the switch
to email billing

Supporting customers and the
community
We know many of you will be concerned about
what’s ahead and, for some, the concern will
be how you’re going to pay your bills. Difficult
times put people under unexpected financial
pressure, but we’re here to help. We have a
range of assistance options, including payment
extensions and flexible payment plans. So, if
you’re experiencing difficulty in paying your bill,
please don’t worry – just get in touch with us to
discuss your circumstances.

Getting in contact with us
While we have contingencies in place, we do
anticipate our regular customer service levels
may be affected at times and you may experience
longer than usual wait times due to an increase
in calls on our General Enquiries line 13 26 57
(8am-6pm weekdays). We thank you for your
patience during this period and encourage you to
make use of our online services where possible.

Working together – how you
can help
During these unprecedented times, working
together can help:
•O
 nly flush the Three P’s – Pee, Poo and Paper.
Don’t flush wet wipes, paper towels, tissues or
any other toilet paper substitute. Put these in
the bin and save costly blockages in your pipes
and ours.
•M
 ake the switch to email billing at
urbanutilities.com.au/ebill now. You’ll save
time and paper, go in the draw to win $100
off your next bill, and make it easier for us to
contact you about important updates to your
account or your water and sewerage services.

•S
 tore some water in containers as a
precaution to use in the event of a water
outage. As a general rule of thumb, allow for
around 10 litres per person.
We understand now, more than ever, the
implications of an outage as many of you are
staying at home and relying on water to stay
hydrated and wash your hands.
Burst pipes do unfortunately sometimes occur
and, while our dedicated field crews work
24/7, it’s a good idea to keep some water
on hand.

We’re available at urbanutilities.com.au,
via webchat, Facebook or Twitter (6am-9pm
weekdays).
For Faults and Emergencies call 13 23 64 (24/7).

