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Presentation Outline

1. Overview of the Australian water 
sector
• Current issues and challenges

• Structure of urban water services

2. Engaging Customers and the 
Community 

3. Discussion
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A Continent of Extremes



Variable & Volatile Rainfall

Australian Water Resources 2005



Total Rainfall Trend



Between the long dry periods….floods





Climate Change Projections (2030) 
– across Australia
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Warming will change general 
climatic patterns and there will be 

greater climatic variability

Source: CSIRO



Climatic conditions affect us all



Issues and Challenges –
Social, Economic and Environmental

1. Scarce Water Resources
• Declining Yields as a consequence of drying climate
• Population Growth
• Need for increased environmental flows for stressed 

rivers
2. Climate Variability and Climate Change

• Highly variable rainfall: Prolonged dry periods 
interspersed with flooding

• Unique infrastructure and resource management 
requirements

• Other Climate Change impacts (water quality, 
sewers, etc)

3. Stretched  Delivery Capability
• Ageing workforce; Competition for Skills from other 

sectors; Emerging skills needs
4. Demands on Institutional and Regulatory 

Structures
• Efficiency, security of assets and supply, integrated 

water planning capability, market solutions and 
competition, maintenance of quality

5. Political and Community interest and involvement



The Australian Water Sector;
a ‘world’ of approaches

• Different approaches in each State/Territory, 
e.g.:

• Form of ownership, degree of government 
intervention

• Regulatory Agencies
• Service delivery model

• Differences within states
• Especially between metro, regional and rural

• Notwithstanding Constitutional limitations, 
Common Elements and Themes Nationally

• CoAG Water Reforms and National Competition 
Policy (1994)

• National Water Initiative (2005) 
Implemented individually and uniquely at State level



South Australia
•Supplier covering the State
SA Water – owns assets, 
strategic planning, manages 
customers
•System operation  and 
maintenance under concession 
to United Water (part of the 
Veolia Group)

Northern Territory
•Single integrated supplier 
covering the territory

Queensland
S.E.Qld.
•Vertical and horizontal 
disaggregation
•Mixture of municipal, state and PPP  
Balance of Qld
•Municipal (Local Govt) Utilities

New South Wales
Sydney/Newcastle
•State owned corporations 
servicing entire urban area
Regional
•100 plus non metro urban utilities
•Local government based

Victoria
Melbourne Metro
•Wholesale/retail split
•3 retailers: comparative 
competition
Regional
•13 largely integrated 
utilities

Western Australia
•Fully integrated utility 
covers entire state (minor 
exceptions)

ACT (Canberra)
•Vertically integrated supply 
chain
•Actew Corporation (Govt. 
owned) – owns assets
•Actew  AGL – operates assets 
and provides customer services 
(50% JV with private  sector, 
Singapore Power, established 
2000)

Tasmania
•3 Council‐owned water 
supply corporations
•Statewide bulkwater 
supplier

Structure of Urban Water Service 
Delivery



Indicative Institutional/
Governance Framework

Indicative Governance and 
Institutional Framework



Customer and Community Engagement – Part 1

Demand Management 
as part of the urban 
water supply solution

TRUSTED LEADERSHIP IN SUSTAINABLE WATER MANAGEMENT

Smarter use of 
Water

Desalination

Groundwater

Surface WaterWater Trading

Catchment 
Management

Water Corporation (W.A.) – Security 
Through Diversity Program



Water Conservation

• Rebates e.g. water efficient washing machines; 
rainwater tanks; retro fitting older homes with dual 
flush toilets

• Water efficient showerheads exchanged for old, free 
• Waterwise programs which involve an accredited 

plumber visiting a household at a nominal cost to 
install efficient showerheads, check for leaks, install 
diffuses on taps and provide water conservation 
advice

• Programs to encourage the installation of Waterwise 
gardens and efficient irrigation systems

• Utilities working with the commercial and industrial 
sector in improving water efficiency

• Voluntary labelling for water saving products
• Mandatory Water Efficiency Labelling scheme for 

appliances
• Extensive community education programs 

Demand Management: 
Multiple tools underpinned by strong community 

awareness and acceptance 



Marketing material informs and educates:
Brochures, magazine articles, advertising



Smart Water Accounts

• Details of household 
consumption

• Comparison with “average 
household”

• Reinforcement of water savings 
target

• Water saving tips on reverse of 
account



Visibility and Constant Reinforcement
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Achieving Success:
Sydney’s Water Consumption Relative to Population 

Growth
We are making headway



Per capita/per annum capital city 
residential consumption

2000-01
kL

2007-08
kL

2008-09
kL

% reduction

Canberra 106.7 68.6 71.0 33%

Brisbane 109.6 50.7 52.5 52%

Melbourne 87.9 60.4 57.4 35%

Darwin 153.7 177.7 180.2 +17%

Adelaide 114.0 84.4 83.1 27%

Sydney 93.1 67.7 73.9 21%

Perth 128.4 103.9 105.9 18%



Customer and Community Engagement – Part 2

Transparency in Water 
Utilities: Planning, 
Operations and 
Performance

TRUSTED LEADERSHIP IN SUSTAINABLE WATER MANAGEMENT

Yarra Valley Water (Melbourne) –
Annual Water Quality Report 



Water Conservation

1. Extensive Reporting Regime at National and 
State/Territory level

• National Performance Report  (National Water 
Commission and WSAA)

• State Regulatory Performance Reports (e.g. Essential 
Services Commission, Victoria)

• Various Specific Reports under Utility Operating Licenses 
or Sate law.

2. Meets several needs:
• Benchmarking for Business Improvement and to assist 

regulators (pricing and quality
• Customer and Community Confidence
• Regulatory Compliance
• Government oversight (policy compliance and as utility 

“owner”)

3. Reporting covers multiple indicators:
• Water Quality,
• Environmental Performance
• Operational Performance
• Financial
• Customer Service 

Reporting to the Community and 
Regulators



• Sydney Water makes Water 
Quality Monitoring Data 
available on the Web and 
published in Hard Copy

• Routine monitoring results 
updated on the web regularly

• Annual Water Quality Report 
provides additional detail

• Data includes:
• Physical and Chemical 

parameters
• Compliance with Australian 

Drinking Water Guidelines
• Management responses to 

incidents
• Breakdown by supply zone and 

source of water
• Water storage levels also shown

Water Quality Reporting:
Comprehensive, meaningful and accessible 



Water Quality Reporting:
Sample detail from Sydney Water



Water ConservationPerformance Reporting
Benchmarking Customer Service 



Performance Reporting
Tracking of tends and year by year performance



Performance Reporting
Water and Sewer; Asset Performance, Cost and Customer Impact



South East Water’s Community and 
Stakeholder Engagement Framework

D.A.D

D = Decide 

A = Announce

D = Defend

P.E.P

P = Profile

E = Educate

P = Participate

Community 
Engagement 
Framework

Customer and Community Engagement – Part 3
Community Engagement – Moving beyond 

Communication to Participation 

Goal: Sustainable Decisions by Embedding 
engagement into the way it does business



Engagement for sustainability

26 July 20102
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Source: Twyfords et al (2006)

Things 
I Know

Things neither of 
us know

Shared 
Information

Tell me, I forget.
Show me, I remember.

Involve me, I understand.

‐ Chinese proverb

Things you know



Benefits

• Sustainable decisions – clear, robust and defensible

• Long term financial savings – return on investment

• Innovation

• Improved relationships – enhanced reputation

26 July 20103
0

People are more likely to support change which affects 
them if they are consulted before the change is made 

‐ Hugh MacKay, 1994



International Association for Public Participation Principles



Level of Engagement required varies by Project Type

16 June 20103





Thank You

Tom Mollenkopf
Chief Executive 

tmollenkopf@awa.asn.au


