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Tiaki Wal Debtors Management &
Hardship/Waivers Policy — Overview

If you're having trouble paying your Tiaki Wai water bill, you're not alone and you won't be
penalised for asking for support.

Our Debtors’ Management & Hardship/Waivers Policy sets out a clear, fair and transparent
process for the management and collection of overdue water services and/or water usage
charges.

Confidential support is available for residential property owners experiencing genuine financial
hardship. Your water will not be turned off if you're struggling to pay your bill. Restriction of
water supply is a last resort, used only when someone is unwilling, not unable, to pay.

Why water charges matter

We need water charges to be paid so we can provide essential water services across Hutt Valley,
Porirua, and Wellington. Tiaki Wai doesn't operate for profit. We are focused on providing value
for money. Our pricing model is designed to fix longstanding, region-wide issues, and ensure
infrastructure and services are set up for the future. Water services charges directly support
these goals. But we understand that rising costs can be a challenge.

What happens if you don’t pay your bill?

Once an account is overdue, reminder notices will be issued regarding overdue amounts. If you
don't pay your water bill within 90 days of the due date, your account will be placed into our
debt collection process until:

e you pay your overdue bill in full
e you work with us to agree an acceptable payment term.

We will continue to contact you about unpaid debt if your bill remains unpaid for reasons other
than hardship.

Independent support

You can always get free and confidential advice from independent services that do the mahi to
help you improve your financial wellbeing. For example, Money Talks:

Website: https://fincap.org.nz/moneytalks

Call: 0800 345123
Text: 4029

Email: help@moneytalks.co.nz

Other useful first-line contacts include:

e Work and Income New Zealand for hardship and emergency support:
https:/MWww.workandincome.govt.nz/

e Citizens Advice Bureau for general advice and referrals: https://www.cab.org.nz/

If you're still struggling to pay your bill, contact Tiaki Wai

Talking to us early can help avoid overdue fees, prevent escalation, and open up support options
to suit your needs.

Tiaki Wai Debtors Management & Hardship/Waivers Policy — Overview Page1of2


https://fincap.org.nz/moneytalks
mailto:help@moneytalks.co.nz
https://www.workandincome.govt.nz/
https://www.cab.org.nz/

TIAKI WAI July 2026

Our support framework

Tiaki Wai provides different tiers of hardship support. Our first focus is always on practical, non-
financial solutions that are tailored to your situation.

Non-financial support

The most common type of support is to help you work out a payment arrangement. This will
take into account what you can realistically afford to cover the ongoing charges and pay off any
debt, which might include:

e smaller weekly/fortnightly payments

e pausing payments for a short period if your situation is unstable

e extending the time period in which you have to pay.

If penalties were applied, these will be waived for anyone receiving hardship support.
Advice on other options

Another form of non-financial support is to provide resources so you can connect with the
appropriate:

e budgeting or financial mentoring services

e community or government support (for example, the Rates Rebate Scheme, which would
be accessed through your council).

If you have a water meter that's billed by Tiaki Wai, there is also support available to identify
unusually high water use or leaks.

This support is confidential.
As a final step in exceptional cases, fees or charges may be reduced or waived.

If you've been engaging with Tiaki Wai and our non-financial support options are not applicable
to your situation, we may explore temporary financial relief, such as:

e one-off adjustments

e short-term relief of specific charges

e temporary deferral of charges.

This is not automatic, but it is available where it will prevent things from getting worse.
Contact us to request hardship support

. Online: www.tiakiwai.co.nz/contact

e Phone: 0800 TIAKI WAI (0800 842 549).

You may be asked for a brief explanation of your situation and some evidence of financial
difficulty, but Tiaki Wai can be flexible with this (especially where safety or health issues
are involved).

We treat requests for hardship support sensitively and without judgement. Your information is
treated confidentially, and we are commmitted to clear, timely and respectful communications.

Access our full Debtors Management and Hardship/Waivers Policy here:
www.tiakiwai.co.nz/hardship-policy
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