
At Wannon Water, we are setting our prices for 2018—23. To help us do this we have been engaging 
with our customers and other stakeholders over the last 18 months. For the final round of 
community feedback, we now have a set of draft proposals for the Price Submission 2018—2023.  
Please scroll down to review the summary of community input activities, what we have heard and 
what we propose to do. 

Price Submission 2018 – 2023 
Community input 

Stakeholder perceptions 

interviews 

Customer insights inform our 
principles     

Sep 2017 

Dec 2015 

In-depth discussions & forums 
for testing customer insights  

Feb 2017 

Jun 2017 

Customer insights refined. 
Draft Proposals for the Price 
Submission published 

11 Jul 2017 
Deadline for feedback on 
these  Draft Proposals 

Price Submission to be sent 
to the Essential Services 
Commission 

New prices take effect 
Jul 2018 

The Price Submission 2018—2023 

will set out the services we will 

provide and the prices we will 

charge to deliver those services 

over the five-year period. 

Events, stakeholder meetings 
Apr 2016 

Wannon Water develops 
principles for the Price 
Submission 

Residential and business 
phone survey 

Broad online survey, 

interviews, reference groups 

Jun 2016 

Dec 2016 



Warrnambool 
Sewage Treatment 
Plant Upgrade 

Engagement 
 Key stakeholder briefings 

 Letter box drop 

 Public drop-in session 

 Stakeholder Reference 
Group  

Deliberative  

Forum 
 7 towns represented 
 5 challenges deliberated 

 

177 
key stakeholder 
meetings and 
interviews 
 6 councils 

 Child and Family Services 
Alliance 

 6 community 
environmental groups 

 Key regional organisations 

 Recycled water customers 

 Developer forum 

 Major customer forum 

16 small group 
discussions held  
across 7 towns 

150 
participants  
 11 towns represented 
 6 water sources  

 10 community 
organisations 

Community Events 
 Sungold Field Days 

 Warrnambool Sustainable 
Living Festival 

2487  
people 

interacted 
with us, 
  

301  
in-depth 

Wannon Water’s definition of community engagement:  

A genuine process of working with people to build 
capacity, strengthen relationships and inform decisions. 

Community input so far ... 

Survey  
respondents:  
 704 by phone 
 561 online 

 574 at events  



Fair  

pricing 
 

We will continue to improve the taste 
and smell of our water. read more 

We will investigate making substantial 
improvements to taste and hardness of our water 
in groundwater-fed towns. See related project. 

Quality  

water and 

sewerage services 

for now and the 

future 
 

We will structure our prices fairly across the whole 

customer base and continue to strengthen our 

proactive hardship program. read more 

We will not significantly alter the proportion of the bill 

that is linked to usage. This decision ensures we avoid 

price shocks and reflect the actual nature of our costs.   

We will undertake a review of the rural water surcharge.  

Some of our customers consider our unconnected 

charges too high and unfair in some cases; most  

believe they are at the right level. 

We will plan for the long term, taking into account climate change, 
the needs of future generations and the environment. read more 

We will maintain and renew our infrastructure 
to keep outages to a minimum. See our 
performance. 

We will restructure our developer fees so they are simpler 

and fairer.  

We will ensure your water is safe 
to drink. See our standards. 

We will continue to ensure our sewerage 
services protect public health and the 
environment. See our Environmental 
Policy and a planned major upgrade. 

We heard ... 

Many of our customers perceive the taste of the naturally 

occurring (harmless) minerals in our water as chemical additives. 

Our proposals ... 

Around 60% of our customers want our bills linked more 

strongly to usage, both for fairness and to reflect the 

precious nature of the resource.  

Our customers want us to keep our prices low. 

Land developers in our region value certainty and 

fairness in sharing the costs of water infrastructure in 

new residential areas.  

Our pricing should be structured for equity and 

affordability across our communities.  

Our industry customers are sensitive to price, 

needing to compete in international markets. 

The rural water surcharge is considered too 

high and unfair in many cases.  

We will keep unconnected charges at the same level, 

with reasonable exemptions.  

Our customers are mostly satisfied with the quality and 

reliability of our services. 

Over 50% of customers would value improvements 

to the taste, smell and/or hardness of their water. 

The taste is acceptable to many, while 

others with the same supply find it 

unacceptable and they drink bottled or 

tank water. 

The hardness of water in groundwater-fed 

towns has other costs: a reduced lifetime 

of appliances and avoidance of drinking 

plain water.  

We will maintain major trade waste charges at CPI + 

2% to incrementally achieve cost recovery.  

See our current pricing 

We will increase awareness raising and 

promotion of water conservation and the value 

of the resource.  

On average, we will aim for no more than CPI increases 

over the 5 years. There will be some adjustments to 

individual prices (some up, some down) but we will keep 

these to a minimum and note that the four-year $70 

Government Water Rebate ends July 2017.  

http://www.wannonwater.com.au/about-water/water-quality/drinking-water.aspx#what-we-test-forhttp://www.wannonwater.com.au/about-water/water-quality/drinking-water.aspx
http://www.wannonwater.com.au/2016/december-2016/project-to-benefit-community-health-and-wellbeing.aspx
http://www.wannonwater.com.au/customers/accounts-payments/customer-hardship-policy.aspx#customer-hardship-policy
http://www.wannonwater.com.au/about-us/water-management/managing-demand-wsds.aspx
http://www.wannonwater.com.au/customers/our-services/key-performance-indicators.aspx#customer-service-performance-indicators-2013-2018
http://www.wannonwater.com.au/about-us/water-management/quality-treatment.aspx
http://www.wannonwater.com.au/media/16899/environmentalpolicy.pdf
http://www.wannonwater.com.au/media/16899/environmentalpolicy.pdf
http://www.wannonwater.com.au/whats-happening/projects/warrnambool-sewage-treatment-plant-upgrade.aspx
http://www.wannonwater.com.au/customers/fees-charges/wannon-water-prices.aspx


Strengthening 

our 

communities 
 

Doing more  

for the 

environment 
 

Open and 

responsive to 

deal with 
 

 

We will introduce a program to subsidise 

water for public spaces, including 

community, non-profit sports fields, 

swimming pools and drinking fountains. 

We will increase community education about where our 

water comes from, water conservation and how water and 

sewage is treated. read more 

We will continue to deliver responsive service 

on the phone and over the counter at our three 

local offices.  

We will introduce new text 

messaging and online services.  

Our customers value speedy restoration of 

service when there is an outage, and good 

communication about it. 

Our customers value our responsive face-to-face 

and over-the-phone service.  

We will build on our relationships with our 

customers and other stakeholders to keep the 

conversation open about our planning and 

decision making during the next five years. 

We will expand our strategic community 

partnerships to strengthen our communities. 

read more 

We will establish strategic partnerships 

to enhance our environment. read more 

We will reduce our greenhouse gas emissions by 40% by 2025. 

Actions will include avoiding energy use where possible, 

finding efficiencies and using solar and wind power.  

Most of our customers expect us to do more than the 

minimum required by law to protect the natural environment. 

Around 75% of customers support our 

target to be carbon neutral by 2050, 

with 20% saying it should be one of our 

highest priorities.  

Most of our customers see water as a precious 

resource and value water saving, water recycling, 

price incentives and community education. 

Our customers want more options for dealing 

with us, using a range of technologies.  

Our customers and sister organisations expect us 

to be an active contributor to our communities 

beyond the delivery of water and sewerage 

services. 

We will develop our community 

partnerships to make our hardship program 

even better at meeting the needs of 

vulnerable people.  

Our hardship program is valued and 

needed by our community.  

Our customers value water for public spaces 

and support us subsidising it.   

We will keep striving to minimise our water 

extraction and its environmental impact. 

Actions will include Target Your Water Use, 

roof water harvesting and  

the Gellibrand Summer Flows Project.  

We heard ... Our proposals ... 

We will continue with commitments in our 

Environmental Policy, including investing in 

the ecological health of our natural assets. 

We will continue our high performance 

in responding to outages. 

Our customers and other stakeholders valued 

the opportunity to engage with us in an open 

way about planning the next five years. 

Most of our customers highly value water for 

the environment in dry times.  

http://www.wannonwater.com.au/about-water/learning-centre.aspx
http://www.wannonwater.com.au/in-your-community/community-engagement.aspx
http://www.wannonwater.com.au/in-your-community/community-engagement.aspx
http://www.wannonwater.com.au/2017/april/solar-system-upgrade-benefits-the-environment-and-the-community.aspx
http://www.wannonwater.com.au/2016/may-2016/renewable-wind-energy-to-power-portland-treatment-plants.aspx
http://www.wannonwater.com.au/about-us/policy-legislation/policies.aspx#customer-hardship-policy
http://www.wannonwater.com.au/about-water/water-conservation/target-your-water-use.aspx
http://www.wannonwater.com.au/whats-happening/innovation.aspx#roof-water-harvesting
http://www.wannonwater.com.au/whats-happening/projects/gellibrand-summer-flows-improvement-project.aspx
http://www.wannonwater.com.au/media/16899/environmentalpolicy.pdf
http://www.wannonwater.com.au/customers/our-services/key-performance-indicators.aspx#customer-service-performance-indicators-2013-2018

