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103 Tenant Water Charging Policy  

1. Customer Statement 

At Link Wentworth, our customers and communities are at the centre of what we do. We are committed 
to: 

• treating our customers with compassion and respect 

• communicating clearly so that our customers can make informed decisions 

• providing fair service by following the right process 

• working openly with customers to find shared solutions 

• following all relevant laws and regulations 

2. Purpose 

This policy sets out Link Wentworth’s approach to charging water to social housing tenants and aims to 
provide a clear, fair and transparent approach to ensure that appropriate water charges are applied and 
customers are aware of allowances that may be available. 

• Provide a clear, fair and transparent approach to water charging for all social housing tenancies 

• Customers are aware of allowances that are available 

• Customers are provided with access to information and tips to minimise water use. 

3. Scope 

This policy applies to tenants who live in social housing tenancies managed by Link Wentworth. 

This policy does not include Affordable Housing, Specialist Disability Accommodation (SDA) and crisis 
accommodation. Information about affordable housing water charging is in our Affordable Housing 
Tenant Handbook. Information about SDA water charging can be found in SDA Tenant Handbook. 

Crisis accommodation tenancies managed by community housing providers are exempt from water 
charging. Crisis accommodation is defined as short term accommodation (usually 3 months or less) for 
people experiencing homelessness or people at risk of homelessness. Usually, clients do not enter into a 
social housing tenancy agreement when in crisis accommodation.  

Tenants in transitional housing where individual residential tenancy agreements are not appropriate (e.g. 
congregate care) will also be exempt from water usage charges. 

4. Policy  

This policy outlines how Link Wentworth charges water usage for social housing tenancies. 
 
In accordance with the NSW Ministerial Guidelines for Community Housing Water Charging (“the 
Guidelines”) and Section 139 of the Residential Tenancies Act 2010, Link Wentworth, like other community 
housing providers, is permitted to charge water usage to social housing tenants where an account is 
generated from a recognised water authority and Link Wentworth is responsible for the payment of the 
water account. The Guidelines allow Link Wentworth to apportion water costs amongst tenants where 

https://www.linkwentworth.org.au/wp-content/uploads/2023/12/LWH9568-AFFORDABLE-Tenant-Handbook-DEC23.pdf
https://www.linkwentworth.org.au/wp-content/uploads/2023/12/LWH9568-AFFORDABLE-Tenant-Handbook-DEC23.pdf
https://www.linkwentworth.org.au/wp-content/uploads/2023/07/LWH9568-SDA-Tenant-Handbook.pdf
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there is a shared water meter. Link Wentworth charges for water usage differently dependent on the type 
of meter you have, as detailed below.  

4.1 Properties with separate meters 

Where a property is separately metered, Link Wentworth will charge tenants for actual usage. Generally, 
Link Wentworth receives quarterly water bills from Sydney Water (or from the landlord when the property 
is rented from the private rental market). When a bill is received, the water usage charge will be passed on 
to tenants by applying it to tenant water accounts and sending out invoices detailing the usage and the 
associated charge. 

4.2 Properties with shared meters (excluding SHMT tenancies) 

Other than certain exceptions detailed later in this section, when there's a shared water meter in a building 
and Link Wentworth receives quarterly bills from Sydney Water, the total water bill is reduced by 5% to 
account for any water used in shared or communal areas. The remaining amount is then divided among 
tenancies based on household size, which is used to estimate individual water usage. Household size has 
been chosen as a way to estimate usage because: 

• Tenants are already required to notify Link Wentworth of household changes and keep their 
household information up to date in order to be charged the correct rent 

• Water usage is heavily correlated to household size and is considered a fair and transparent way to 
charge an estimated water usage when there is no way to measure individual usage. 

• Charging in this way ensures that Link Wentworth is never collecting more from tenants overall 
than it pays for the water bills it receives. 

 
Water usage contribution units by household are detailed below in Table 1. 
 

Number of people in household Water usage contribution 
units 

1 person 1 

2 people 2 

3 people 3 

4 people 4 

5 people 5 

Table 1: Water usage contribution units by household size 
 
Generally, tenants living in properties with shared meters that are not in a block exclusively managed by 
Link Wentworth (eg. properties leased from the private rental market or under shared management), will 
not be charged water, as charges will only be applied if Link Wentworth is able to determine actual water 
usage or accurately estimate water usage based on household size.  
 
4.3 SHMT Shared Meter Properties (Ryde, Hornsby & Ku-ring-gai) 

SHMT tenants living in Ryde, Hornsby, or Ku-ring-gai are charged water usage based on a percentage of 
household income. 
 
This percentage is periodically reviewed against actual portfolio water usage charges. 
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4.4 Allowances & Adjustments 

All of our properties fall within the Sydney Water catchment area. Sydney Water sometimes provide an 
allowance for households with specific circumstances outside of their control resulting in their water usage 
being excessive. Customers who are eligible for a Sydney Water allowance should contact Link 
Wentworth, and we can support you to apply for a Water Allowance. 
 
We may consider granting allowances to customers in properties with separate water meters if: 

• The customer or household member has a medical need to use 25 kiloliters of water or more above 
the normal use for a household of the same size (eg. The customer or household member is 
undergoing home-based kidney dialysis) and; 

• The local water authority does not provide an allowance for such circumstances. 
 
We cannot provide allowances: 

• To customers who are temporarily away from their properties 

• To households who pay a shared water meter payment 

• Where a local water authority provides an allowance. 
 
If an account has been overcharged because of problems with faulty water meters, hidden leaks or other 
billing problems, we may adjust the tenant’s water account.  
 

4.5 Advising tenants of water charges 

Tenants receive bills retrospectively, generally on a quarterly basis, once Link Wentworth has received 
Sydney Water bills. For separately metered properties, bills will provide information including: 

• The total water usage for the period 

• The total water usage charge for the period 

• The current water account balance. 
 
For shared meter properties, bills will provide information on the calculation of their charge, including: 

• The total water usage for the block (minus 5% common area contribution) 

• The total water usage contribution units for the block 

• The household water usage contribution units 

• The household water usage charge for the period 

• The current water account balance. 
 

4.6 Payment of water charges 

Tenants can pay their water charge in multiple ways, just like rent payments, with Centrepay as the 
preferred payment method. For information on payment options, please visit our website at 
www.linkwentworth.org.au. 
 
While bills are received retrospectively based on usage, tenants are encouraged to pay a regular payment 
towards water in advance on a weekly/fortnightly basis with their rent payments. At the commencement of 
a tenancy, Link Wentworth will calculate an estimated water usage based on household size and give 
tenants the option to set up regular payments in advance. 
 

http://www.linkwentworth.org.au/
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By paying an estimated weekly amount in advance from the beginning of their tenancy, tenants can avoid 
falling into debt on their water account. In the event of financial hardship, tenants are encouraged to make 
contact with Link Wentworth as soon as possible so that a manageable repayment plan can be arranged and 
any referrals to support can be discussed. 

5. Legislative Frameworks and Related Policies 

• NSW Residential Tenancies Act 2010 

• NSW Community Housing Water Charging Guidelines 2021 

6. Privacy & Confidentiality 

Link Wentworth has obligations and responsibilities under its Privacy Policy. Please refer to the policy for 
further information. 

7. Complaints & Appeals 

A tenant who is not happy with a decision we make, believes that we have not followed this policy or is 
unhappy with the service received can refer to the Link Wentworth Appeals Policy or Complaints and 
Feedback Policy. Tenants can appeal or complain using the appeals and feedback forms that are available 
on the Link Wentworth website www.linkwentworth.org.au or by phoning Link Wentworth on 13 14 21. 
 
A tenant cannot appeal being charged for water or the amount they are charged. However, they can 
appeal if they think Link Wentworth’s Water Charging Policy has not been applied properly or they do not 
agree with Link Wentworth’s decision about an application for a water allowance.  
 

Approval, policy owner and review frequency 

Policy type:   Management Level 
ELT owner:    Chief Customer Officer   
Business owner:  Head of Tenancy  

Ultimate Approval body: Chief Customer Officer 

Review Frequency:  Every 2 years or more frequently if circumstances warrant. 
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