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Rural Modernisation Project -
customer survey results 

 

 

PURPOSE 

In September 2022, we asked our rural customers a number of questions to obtain updated 

feedback and sentiment to help our project partners, Sequana, develop a Preliminary Business 

Case for rural modernisation. Emphasis was placed on topics like customer usage, future plans, 

service expectations and willingness to pay. 

SNAPSHOT 

There are 1,365 rural customers who were all invited to participate in the survey. 

The survey consisted of 25 questions that were a combination of multiple choice and free text that 

enabled customers to provide feedback based on their experiences with the rural system.  

We received 191 responses (around 14% response rate) 

INSIGHTS FROM SURVEY 

Some of the key insights from the survey are summarised below. Key themes from the comments 

related to affordability, with fees seen as too high and the cost to update and maintain private 

infrastructure a constant challenge. 

• Customers recognise the benefits of modifying the system, including making water delivery 

more reliable, efficient and of better quality.  

• Some suggest more accurate metering with the potential to track water allocation over the 

season.  

• There is support for rural modernisation to occur, but not necessarily a willingness to pay for 

it. 

• Customers were generally happy with the level of service, most notably where modernisation 

has already occurred.  

• There were some concerns around water quality, weeds and poorly maintained channels 

creating inefficiencies or slow water delivery.  

• Customers expect maintenance activity to be carried out annually as part of the fees and 

charges they pay. This is an area they want improved. 

• Customers want to see transparency in all aspects of rural pricing and services.  

• They want value for money and confidence that costs to small users who rely on water for 

domestic supply are not prohibitive.  

• They also consider that limited access to water can restrict business growth for agricultural 

customers. 

A breakdown of the survey is included. Note that we have excluded the demographic questions 

which are generally consistent with the broader customer base. Question 5 was asking what 

channel users were connected to. 

 

 

 



 

 

 

 

 



 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 



 

 

 

 



 

 

 

 

 


