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Welcome to NAWASA!

Dear Customer,

It is with great pleasure and indeed my privilege to introduce the
Customer Service Charter of the National Water and Sewerage Authority
(NAWASA).

Over the years, The National Water and Sewerage Authority has
steadfastly sought to deliver convenient access to potable water and
wastewater services while simultaneously contributing to sustainable
health, and the environmental, social and economic development of
Grenada. We have shared with you our aspirations for the future and a
candid assessment of our purpose, what we do to achieve this purpose,
why we do it and who it benefits. We have also shared the fundamental

principles which guide our daily conduct and interactions with you.

The National Water and Sewerage Authority’s Customer Service Charter
is borne out of the recognition of our responsibility to ensure that you,
our customer, get the most from the services we offer; to facilitate
communication, and provide an opportunity for you to give us feedback
and suggestions for improvement. Itis critical to us, and we believe for
you too, that we retain strong relationships with you and that our
customers are actively engaged in supporting our mission of continuous

improvement within the Organization
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COMMITTED TO MEETING CUSTOMERS' NEEDS

SERVICE STANDARDS

SERVICES ACTION TIME REQUIRED
6. METER SERVICES

Repairs Within 5 working days
Relocation

Within 5 working days

7.NOTICE TO CUSTOMERS When our service

Disconnection 5 working days 1S not pOSSiblC
Scheduled Water Interruption 2 working days within the SpCCiﬁC
Unplanned Water Interruption 2 hours period we will let
Changes to Customer Account 5 working days you know how

much longer the
8. WATER TRUCK SERVICES matter should

Requested by Customer Within 2 calendar days BT GRToR Lo lo]A H
Requested by Consumer
(non Customer) Within 3 calendar days
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COMMITTED TO MEETING CUSTOMERS' NEEDS

The Charter is championed and owned by all personnel within the
Authority, governing relationships with customers and potential
customers atall levels. All staffhave an equal role and importance
in ensuring the delivery of excellent service, guided by the
charter.

The Senior Management Team will analyse your feedback and
take corrective measures, as necessary, to maintain a culture of

continuous improvement.

The Customer Service Charter underpins our commitment to

fostering an open and responsive culture in our operations, and to

meetingyour needs.

Christopher Husbands
Christopher Husbands GENERAL MANAGER
General Manager
July2012
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WHAT’S INSIDE?

SERVICE STANDARDS

SERVICES ACTION TIME REQUIRED
° o S 5 E QERVICEST DN ATTC
Vision and Mission 5. SERVICES INFORMATION
Application for PWS/Sewerage
Our Core Values through a prepared estimate Respond within 10 working days
Our Promise Connection (final response) Respond within 10 working days
. . Processing of bills Monthl
Complaint Handling © y

T Repairs of road Respond within 10 working days
Customers’ Responsibilities 5 1 &y

. Valuation of estimates (projects) Within 10 working days
Service Standards &

Settlement of bills Within 30 calendar days of arrears
Notes

Contact Information - Back Cover
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COMMITTED TO MEETING CUSTOMERS' NEEDS

SERVICE STANDARDS VISION & MISSION

SERVICES ACTION TIME REQUIRED
4. PROVIDED SERVICES VISION x
Repairs of Burst Mains 1/2 to 2 inch Respond within 2 working days , ) Y ,
A premier water utility, providing excellent service to all
Repairs to Burst Mains 3 inch and over Respond within 1 working day
Repairs to Treatment Plants Respond within 3 working days customers, fOStCI’lﬂg d healthy and pI’OdU.CUVC nation.

Repairs to Main Sewer System 6 inch and over ~ Respond within 1 working day

MISSION:

To provide customers with a safe, adequate and reliable

Repairs to Local Sewer System 4 inch Respond within 5 working days

Reconnection

Respond within 3 working days

water supply and safe disposal of waste water, in a viable

/ and efficient manner, that meets and exceeds customer
1 / expectations, and ensures the development of our

organisation, communities and our nation.
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OUR CORE VALUES

* Excellence in daily operations, with superior
customer Service:
. N ) - Service time at Cashier
* Social responsibility at the community, parish

and national ]evels; Service by Customer Service

Representative

* Accountability at all levels, to all stakeholders;

Visit to take place on agreed time

* Innovation in operations and service provision; Wit

 Honestinteractions with stakeholders; Via Telephone

Walk in
A culture of continuous improvement.

Bill (Consumption, arrears,
adjustments etc)

Other

COMMITTED TO MEETING CUSTOMERS' NEEDS

SERVICE STANDARDS

NAWASA

Within 3 minutes

Within 5 minutes

Within 30 minutes

Respond within 5 working days
Respond within 5 working days
Respond within 5 working days

Respond within 5 working days
Respond within 5 working days
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CUSTOMER
RESPONSIBILITIES

Allow access to your private property; Respect and courtesys;
Notify us promptly of any damage to the meter or supply pipe; Fair treatment:

Notify us of your need to relocate the water meter if and

We will always listen;

when necessary;
We will keep you informed;

Notify us of change of ownership;
We will provide regular updates to customers affected by disruption

Adhere to water conservation practices; of service:

Pay bills on time; . _
We will honour promises;

Treat our staff with respect and courtesys;
We will always inform customers in advance of the need to carry out
Provide accurate and reliable information; maintenance or investigation on their service;

Inform us of any interruption in our service.
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COMPLAINT
HANDLING

We will respond to your complaint in an efficient and effective manner to
ensure that your concern is addressed openly and fairly.

COMMITTED TQ TOMERS' NEEDS

We will maintain all service connections;

We will keep all information given to us confidential; * We will investigate and resolve as soon as possible, all complaints

concerning our services after you contact us.

Notify customers through the public media, of any
programme of disconnection for non-payment of bills;

e [facustomer feels that he/she has not received fair
Maintain the sewer systems; treatment according to the terms of this Customer
Service Charter, then he/she should in the first
Provide bills on a monthly basis to customers. instance seck a meeting with the immediate
supervisor of the member of staff who handled the

original problem.

* Ifaresolution of the problem is not possible by the immediate supervisor,
then the matter should be referred to the Manager of the Department, or

if necessary the General Manager, for his/her consideration.
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