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WESTERN POWER — FAULT REPORT RESPONSE 

Grievance 

MS A.R. MITCHELL (Kingsley) [9.53 am]: My grievance is to the minister representing the Minister for 
Energy. It concerns a streetlight situation and Western Power. This scenario is certainly not new, it is certainly 
not unusual and it is certainly not sensational, but it is important. It probably happens more often than we all 
realise. It certainly happened to me in Woodvale recently.  

On the night of 8 April, a Thursday night, there were very strong winds and torrential rain. The streetlights went 
out in a section of Woodvale. We have underground power so we ruled out a few of those sorts of things. It was 
quite a severe night weatherwise. A resident in Woodvale decided not to phone Western Power straightaway 
because he thought there were probably much more important things happening at that time. Western Power was 
not called that night, or the Friday night. On the Saturday night, the resident thought that things should really 
have been picked up by then. A call was made to Western Power to record the fault. He waited, and kept waiting. 
On the Sunday night, there were still no lights. On Monday night a call was again made to Western Power. They 
said, “We didn’t know about that. Nothing has been recorded.” He said, “I called on Saturday night.” The 
important thing about these things nowadays is that all phone records are kept. People ring on mobile phones—
they know when they have called.  

The resident went through the process again and recorded the fault. He waited. Monday night—nothing; Tuesday 
night—nothing. As the resident was now a bit concerned, he phoned the head ranger at the City of Joondalup 
because, in this part of Woodvale, there are a number of businesses that have assets on properties at night—it 
might be vehicles or equipment—so extra lighting around is very important. Being proactive, he called the City 
of Joondalup for extra security protection, which was provided. I am not talking about one streetlight or a little 
cul-de-sac of streetlights; I am talking about a sizeable chunk in Woodvale. I have to be honest, my house is in 
that section. Up to 150 houses were affected in quite a big area.  

I arrived home on the Tuesday night after being away. When I drove in, I thought, “The streetlights are out—I 
must call Western Power the next morning.” To be honest, I forgot. As I drove home Wednesday night in the 
dark I thought again, “I must call Western Power tomorrow.” I forgot again. I did not go out that night so I did 
not think about it. Finally, this constituent rang me after the streetlights had still not been fixed by Thursday 
night. He rang Western Power again to be told that there was no record of the fault being recorded; as a result, 
the process was to start again. On Friday morning, he called me wanting to know what he should do. He was 
frustrated that Western Power said nothing had been recorded. I will be honest, I had not called as well, but he 
knows that he called. I got onto Western Power. I received a couple of phone calls from key people in Western 
Power at seven o’clock on the Friday night to say they were onto it. They said that they would look at it and 
would send people out that night. They also said that there had been an accident and that a pole had been 
knocked down south of the river so they may not get to us. I said that that was fine, and that I understood that if 
there was an accident, sometimes things need to be put that way. I was reassured we would have that attended to 
extremely quickly. Guess what? Saturday night—no streetlights. I called Western Power. I was politely told that 
my fault would be recorded. I said, “But this has been recorded a long time. Can I speak to your superior?” I was 
told, “No; there is no-one here you can talk to.” I asked if I could speak to a certain person because I had spoken 
to him the previous night; in fact, the number I called was his direct line in the office. The reply was, “No, you 
can’t.” I asked who I could speak to. The reply, “You can’t speak with anyone.” I reported it — 

Mr J.E. McGrath: Did you tell Western Power who you were? You should have said, “I am a very important 
person!”  

Ms A.R. MITCHELL: I could have, member for South Perth, but I am not quite like that.  

On Sunday night, guess what? No streetlights. I rang Western Power again. I got exactly the same response: 
“No, you can’t speak to anyone. No, we can’t tell you what is happening. No, we don’t know what is happening 
but we will record your call.” On Monday morning I got a call from Western Power. They said, ‘We’re going 
out; there might be a fault. We’ll have to look into that.” I said that I would appreciate hearing back from them 
as soon as possible. Anyway, guess what? There was a fault and they said that it could be fixed by the following 
Thursday! I am pleased to say that it was fixed by the Tuesday. It is the series of issues that are of concern here, 
not whether it was fixed or not. My concerns, and my constituents’ concerns, are why there is not someone who 
can give answers when people ring, or at least updates on what is going on. There are systems available now that 
can support that. Why is there not a chain of command over the weekend who people can record a fault with? 
Even if Western Power could not tell us anything about it, it could at least be able to give information. Why is 
there no record of the faults recorded when a person has been rung each night? Western Power seems to work on 
what has been sent in that night, not on the greater picture of what is going on. Why is it that Western Power 
does not know that the streetlights are out and rely on a person ringing in? I can understand if it is one streetlight, 
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but not when it is a whole section. When traffic lights are out, Main Roads knows, and I think Western Power 
knows when house lights are out and things like that. Surely, as a safety precaution in our communities, 
streetlights should be up there with those other things. 

Why does it take Western Power so long to determine a fault? Many of the people in my area are small business 
people. As they say, if they took that long to fix something, and if they demonstrated such poor customer service, 
they certainly would not be in business, so they want to know why this major government entity does not have 
the same service and the same approach to fixing things and attending to their requests. I thank the minister and 
we look forward to his response. 

MR W.R. MARMION (Nedlands — Minister for Commerce) [10.00 am]: Before I give my response, I make 
mention of the girls in the gallery from Penrhos College in the electorate of the member for South Perth. It is a 
very good school. 

I thank the member for Kingsley for her grievance. I have been provided with some notes from Western Power 
by the minister. I firstly acknowledge the issue about streetlighting. I empathise with the member. Last year, 
there was a street in my electorate of Nedlands in which all the lights were out. They had been out for about a 
week. As members can imagine, I received numerous calls from people living in the street about it being of 
major concern to them. As everyone knows, streetlighting serves a number of purposes. The main one is 
visibility. As we all know, when people walk along a street at night, sometimes the footpath is not smooth, and 
they can trip over. There might also be dogs that people do not see. However, the most important thing about 
lighting is the safety aspect, so that people are aware of hazards and dangers that could be there. The lighting 
makes people feel safe. 

With regard to lighting, it is interesting that the car parks that the Public Transport Authority constructs 
alongside train stations—the member for Kingsley would be aware of many of these—are lit, and they just have 
cars parked in them. However, they are lit to protect those assets—that is, the cars. The PTA put in lights at 
Murdoch, and I was told that English fog lights were used. I was told that they are a greater deterrent than 
normal lights. For some psychological reason, those fog lights deter people from breaking into cars. However, I 
have digressed. I wanted to point out that I empathise with the member’s issue. Lighting is very important. 

The member has asked some very good questions, and they should be dealt with. The member’s first question 
was: why is there not someone who can give more answers when people ring? Obviously, there are a number of 
problems in the chain of command. However, Western Power provided an interesting response. I will tell the 
member how the system in Western Power works. If a customer calls or fills out an online web form to report 
that a streetlight is not working, Western Power will enter the details into its trouble call management system. 
The standard procedure is to provide a unique reference number to the caller. Perhaps the caller needs to write 
this down, as I will explain in a minute. 

Ms A.R. Mitchell: It’s a bit hard when they’re out on the street ringing. 

Mr W.R. MARMION: Yes. I will probably be lucky to finish my answer in the time available. I might 
paraphrase this so that I will get through it quite quickly. When a caller rings Western Power about a pole, it is 
not assigned to that caller. Because it is a pole, Western Power puts this on its system. The job report is then 
handed to a work crew and it is taken off the system. Therefore, if someone rings subsequently, Western Power 
will see that it is not on the system, obviously, because it has been taken off the system—this is what happens 
under the system that Western Power has in place now—and has gone to a job crew to fix the fault. The only 
way that Western Power might be able to track this reported fault is if the caller took a note of the job number 
and was able to quote it to Western Power. That does not appear in the notes from Western Power. If people 
email their complaint to Western Power, Western Power will email the job reference number to them at their 
home. That is what happens under the current system. 

Western Power intends to improve this process, so it is investing in new customer management technology that 
will keep records and a memory of customer transactions, such as the member’s query, so that updates can be 
better managed and records of customers who previously contacted Western Power can be kept. Western Power 
is also updating its asset management system, and this will link in with the customer management system, so that 
when people ring in, Western Power will be able to see what has been done on those poles before. However, a 
difficulty with streetlighting, as I said before, is that the record of the fault is not linked to an individual 
customer, as a power outage fault would be. If a person rings Western power because he has lost power at his 
house, the record of that is linked to that person’s house. This causes another level of complication in finding a 
history of customer calls. For example, a streetlight in a roundabout does not have a specific customer number. 

The member asked: why is there not a chain of command over the weekend? Western Power’s response is that 
over the weekend there is a roster of leaders—chain of command—who can be called by the customer service 
staff as points of escalation, should it be required. Obviously, that was not the member’s experience. 
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The member asked: why is there no record of faults recorded? Western Power’s response is that there are 
extensive records of faults recorded for power outages at individual premises, because the location is unique and 
identifiable against a customer. However, streetlights are different because they are on poles rather than in 
individual premises—for example, it might be a streetlight between two neighbours, a string of streetlights or a 
streetlight on a roundabout that is out. There is a record of the streetlight fault; however, it is not linked to the 
caller and the caller is not linked to the asset. 

The member asked: why does Western Power not have the systems that show when a large number of 
streetlights are not working or not working for many days? Western Power’s response is that Western Power 
relies on notifications from customers and local government for streetlight reports. Western Power maintains 
records of streetlight repairs, service standards and backlogs of lights not working in its work management 
systems and with the contractors employed to do the repairs. These systems are, unfortunately, not easily visible 
to the customer service centre when someone calls in and requires the investigation of a fault. Western Power 
has invested in customer management technology, which it is progressively deploying, that will keep records and 
a memory of customer transactions—such as the queries made by the member—so that updates can be better 
managed and records of customers who previously contacted Western Power can be kept. 

The member asked: why does it take so long for Western Power to determine a fault? Western Power’s response 
is that faults to streetlights can be caused by any number of factors, including storms, vehicles, water damage 
and vandalism. Many faults cannot be located in a short time. The fault in the member’s area was in an 
underground circuit. These are very inaccessible, and that is why it took more than one or two days to fix it. I 
thank the member for Kingsley for raising such an important issue. 
 


