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Acknowledgement
Wannon Water and the Victorian Government proudly acknowledge
Victoria's Aboriginal communities and their rich culture and pay their
respects to their Elders past and present. We recognise the intrinsic
connection of Traditional Owners to Country and acknowledge their
contribution to the management of land, water and resources.
We acknowledge Aboriginal people as Australia’s first peoples and
as the Traditional Owners and custodians of the land and water on
which we rely. We recognise and value the ongoing contribution of
Aboriginal people and communities to Victorian life and how this
enriches us. We embrace the spirit of reconciliation, working towards
the equality of outcomes and ensuring an equal voice.

Pareeyt Poondee-teeyt.
Water is Life.
Dhauwurd Wurrung language group

Pa poonteeyt paman paman.
And life is sacred.
Keerray Wurrung language group

State of Victoria & Wannon Water

Budj Bim Cultural Landscape
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A message from our Chair and
our Managing Director
Wannon Water’s Corporate Plan 2021-2026 builds
on our continued commitment and planning to
achieve our purpose and strategic direction: beyond
water for strong communities. We believe that using
our inherent capabilities in partnership with other
organisations to create new value is a strategic
direction worth embarking on.
It is fundamentally important to deliver our water
and sewerage services, keep creating value for our
customers and communities, to help our region fulfil
its potential, and to keep people at the centre of
everything we do.
Our strategic focus aligns strongly with the priority
areas outlined in the Minister for Water’s Letter of
Expectations and those within Water for Victoria,
the Victorian Government’s strategic plan for
management of water resources, now and into the
future. This five-year Corporate Plan provides an
insight into how Wannon Water will deliver on these
priorities, highlighting that our people will play an
important role in our ability to achieve successful
outcomes.
Coronavirus (COVID-19) pandemic is a significant
international emergency and Wannon Water has
been able to adapt and continue to provide services
in a safe manner. We revised our approach to
support vulnerable customers. However, with the
Government support programs we experienced
lower than expected levels of customer financial
stress. With a number of these Government support
programs ending, we are preparing for an increase in
customer financial hardship.
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Delivering affordable services to our customers
continues to remain a focus for us. Since 2013/14,
household bills have reduced by 15% (before inflation)
with the average household bill declining by nearly
$200 during that time. This Corporate Plan continues
our longer term reduction in household bills and we
remain on a price path of household bill increases
that are less than inflation.
Population growth forecasts for our region
are comparatively low, including a number of
municipalities projecting population decline. Low
customer growth makes it challenging to absorb
increasing costs.
This, together with lower bills for our customers
while continuing to undertake necessary investment
in water and sewerage assets, has resulted in our
financial forecasts continuing to tighten, including
operating losses of up to $4 million in the early years
of this planning period.
There are no financial sustainability concerns in the
short-term, however our tightening financial position
means this Corporate Plan continues an increased
focus on operational expenditure efficiency,
generation of new unregulated revenue, and capital
expenditure optimisation with the aim of improving
our longer term financial sustainability.
Wannon Water plans to invest $153 million in capital
works over the next five years, noting that the
investment program associated with the last three
years of this Corporation Plan is subject to further
engagement with our customers and independent
review by the Essential Services Commission as
part of our five year Price Submission 2023-28. Our
investment in infrastructure assets ensures reliability,
sufficient network capacity and capability to deliver

on increased customer demands and meet customer
service standards in a drying climate.
As at April 2021, we had not achieved final approvals,
tendering or commence construction for our $40
million upgrade to provide an additional 50% capacity
of the regionally important Warrnambool Sewage
Treatment Plant as planned for last year. Native
vegetation offset approval and EPA Works Approval
have taken longer than anticipated and have delayed
this important environmental improvement and
economic stimulus project for our region.
The Warrnambool Sewage Treatment Plant is nearing
operating capacity and delays to its upgrade increase
the operating risks associated with the plant. We have
implemented additional controls to mitigate these
risks, nevertheless completing the upgrade remains a
high priority for Wannon Water.
Wannon Water has for a number of years been
implementing our Inclusion and Diversity
Management Plan with a focus on gender diversity,
Aboriginal inclusion and accessibility. This work
has Wannon Water well positioned to meet the
requirements of the Gender Equality Act 2020.

subject to the development of Price Submission
2023-28. Lower than inflation revenue growth and
increasing depreciation expense are expected to
continue during this planning period.
Our longer term debt forecasts indicate increasing
debt to fund the Warrnambool Sewage Treatment
Plant upgrade, topping $68M, reducing to $63M by
2025/26 and further reducing beyond this planning
period, which shows Wannon Water is in a strong
financial position to meet its core responsibilities as a
water and sewerage service provider into the future.
Nevertheless the choices and investment decisions
in our Price Submission 2023-28 will be fundamental
to future debt levels and tariff movements. We will
also be guided by our customers through extensive
engagement over the next 18 months.

Jacinta Ermacora
Chair

Andrew Jeffers
Managing Director

Wannon Water has pledged to reduce carbon
emissions by 40% by 2025. Our investment in an
800-kilowatt wind turbine in Portland, large solar
projects across our region and our joint venture (Zero
Emission Water Ltd) with 12 other water corporations
under the IWN Large Scale Renewable Energy Project
ensure that we are on track to achieving the pledge.
Wannon Water is budgeting for an operating loss
before tax of $3.9 million in 2021/22. Forecast
financial outcomes for 2023/24 onwards are for
improving operating results, however these are
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Our purpose
To deliver water and sewerage services and improve the lives of people in south-west Victoria.
Wannon Water is an entity that delivers government objectives and priorities,
primarily within the context of the Water Act 1989, as well as the policy directions
set out in Water for Victoria.
Our primary functions (within our service districts) are to:
• Provide, manage, operate and protect water supply systems, including the
collection, storage, treatment, transfer and distribution of water
• Provide, manage and operate systems for the conveyance, treatment and
disposal of sewage and, if we so decide, of trade waste
• Identify community needs relating to water supply and sewerage services, and
to plan for the future needs of the community relating to water supply and
sewerage services
• Develop and implement programs for the conservation and efficient use of
water, and for the recycling and reuse of treated waste water
• Investigate, promote and conduct research into any matters which relate to
our functions
• Educate the community about our functions.

It is fundamentally important to Wannon Water now and for future generations:
• To deliver water and sewerage services
• To create value for our customers and communities
• To keep people at the centre of everything we do
• For our region to explore and fulfil its potential.
Within this legislative context, and thinking about what’s fundamentally important
to Wannon Water, we contribute to the delivery of government objectives and
priorities and support our communities by delivering water and sewerage services
and improving the lives of people in south-west Victoria.
Through our strategic direction of beyond water for strong communities, we
focus on value for customers, stronger communities, performance culture and
business excellence.
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Our strategic direction

Wannon Water | Corporate Plan | 2021-2026 | PAGE 7

Our past

Our future

The use and management of water by people
to support communities and a flourishing
environment has been a part of our region for
many thousands of years.

This plan shows how we will continue to realise
beyond water for strong communities, providing
our critically important products and services,
and strengthening the communities in our region
at the same time. We operate with three time
horizons in mind and plan our activities and use
our resources accordingly.

We thank our ancestors and traditional custodians
for their respect for Country, care for the land, and
wisdom that made it possible for Wannon Water
and our predecessors to continue to manage our
precious life giving water resources.
Thirty-four towns in our region are now connected
to these essential services and thousands of people
have been employed to deliver these services over
many years.

One-year horizon
The priorities and activities for the year ahead
are outlined in this plan and are in service of our
strategic direction. They include:
• Investigating and engaging on water taste,
odour and colour initiatives
• Engagement for the Urban Water Strategy and
Price Submission
• Customer Relationship Management and
Billing System Project.
• Upgrade of the Warrnambool Sewage
Treatment Plant
• Delivering carbon emissions reduction projects
that provide broad community value
• COVID-19 recovery, including opportunities for
new ways of working
• Extracting greater value from our digital
platforms and data.

Five-year horizon

The Otway pipeline under construction around 1936

•
•
•
•

Our customers consider us great value
Our community partnerships help this region
flourish
Our people are engaged, high performing and
love working at Wannon Water
Our business is resilient and our practices
effective.

10-year horizon
With our five-year outcomes guiding us in the
shorter term, and our one-year action plans
ensuring we achieve these outcomes, we imagine
a possible future state to guide us in the longer
term. We describe this possibility as:
Our communities trust us, our performance
and services meet their changing needs and
expectations, and we are insightful and effective
community leaders enabled through our
connectedness to the community.
Our passionate and engaged team members
support people, planet and prosperity and work
with purpose.
We embrace opportunities to achieve our goals
and continually adapt and evolve in the face
of ongoing change and disruption to remain
a relevant service provider and partner for our
communities.

We believe that people and organisations within a
region are best placed to lead and create regional
prosperity and wellbeing. This is encapsulated in
beyond water for strong communities, and the
outcomes we expect to achieve by 2026:
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Our operating environment
The challenges and opportunities for Wannon Water and our communities
Understanding our community
Wannon Water operates within a complex
environment and it is important to understand and
keep up to date with the challenges and opportunities
facing our communities.
Creating win/win solutions, improving our products
and services, and strengthening communities are
built on this knowledge and understanding.
Through ongoing conversations, we know these four
key themes are important to our organisation and to
our communities:
• Regional prosperity
• Education, training and volunteering
• Health and wellbeing
• Natural environment.
Partnering for stronger communities is our 20182023 community strategy for creating shared value
for both Wannon Water and the communities we
operate and live in, and it outlines how we will deliver
upon the above themes.
In developing and implementing our plans we also
take into consideration longer term community plans
that have been shaped by our shared community.

Challenges of Wannon Water’s operating
environment
The challenges for Wannon Water revolve around
the operation, maintenance, replacement and
augmentation of a large portfolio of assets in
the most efficient and effective manner, across a
geographical area of 23,500 square kilometres.
Balancing these costs with low customer growth
in the region requires a constant focus on the
impact this can have on water and sewer bills, and
subsequently household and business budgets.

The streams and aquifers which underpin the southwest’s water supply also sustain natural systems
which are vital to the liveability of our region. While
our region enjoys abundant water resources, these
natural systems will experience the stresses of climate
change.
To accommodate the needs of our major industrial
and food processing customers, we have large
and complex treatment systems in several towns
to provide critical services to the companies who
produce significant quantities of dairy, meat,
pharmaceutical and aluminium products.

Wannon Water provides water services to 34 towns
via 14 different water supply systems. It is this
diversity of resources that provides security of supply,
however the skills, expertise, science and engineering
approaches we need to leverage is broad and has an
associated cost. Our employees cover long distances
to operate and maintain services across all systems,
and our people need to have a diverse set of skills
and capabilities in an ever changing environment.
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Our operating environment
The challenges and opportunities for the water industry and our world
Considering megatrends, regional opportunities, government policy and global
sustainability is part of our thinking.
Our operating environment scan identified drivers for change which may impact
the water industry, and highlighted the opportunities and risks facing water
corporations. These insights help Wannon Water to make informed decisions
about organisational planning and to identify strategic areas of focus for the
future.

The United Nations Sustainable Development Goals aim to put the world on
a sustainable path to 2030 and have been adopted globally by 193 countries
including Australia.

The six drivers for change identified are:
• Responding to climate change
• Cost of living/economic outlook
• Digital/exponential data and connectivity
• Changing customer expectations/empowered customers
• New concepts of work/future of work/workforce demographics
• Global water security.
These drivers for change have differing level(s) of action in the context of our
strategic planning, from maintaining a watching brief, to leading and advocating
in the space. Potential implications, opportunities and threats vary in significance.
They include:
• Taking advantage of renewable energy options, including wind and solar
• Perception of cost of water services as a relationship to energy and gas
sectors
• Population movements, including low customer growth forecasts in the
region
• Opening access to data for use by partners, customers and community
• A decrease in customer perceptions of value for money
• Leading, motivating and harnessing the strengths of up to five generations in a
workplace with very different lifetime experiences and expectations
• Additional water infrastructure to secure water supplies for food and fibre
production.

A number of these goals align with our strategic direction, with Victorian
Government policy (Water for Victoria) and the six drivers for change.
Wannon Water will continue to consider the ways in which we support the
achievement of the global goals.
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Our operational capability
Wannon Water is a major employer in the region with around 215 employees in
a range of roles including science, technology, engineering, maintenance and
business administration.
We continue to grow the capability of our organisation by investing in the skills
and wellbeing of our employees and considering the skillsets required as future
workforce dynamics shift.
Our Board is appointed by the Victorian Government and comprises eight
independent non-executive Directors and a Managing Director who lead
Wannon Water and govern with the assistance of a formal committee structure.
An executive management team oversees all daily operations delivered through
teams located across our service region.
We plan to continue generating long-term value for our customers and apply our
resources and capability accordingly.
Our strengths include:
•

Providing a healthy and safe workplace and creating an internal culture aligned
with our values and strategic direction

•

Providing safe and reliable water supplies and sewerage services that protect
public health and enhance the environment

•

Performing predictably and dependably, particularly in emergencies

•

Robust corporate and financial planning and progress monitoring

•

Robust corporate governance structures and risk management processes to
assist decision making

•

Robust asset management and capital works delivery.

Through our 2019 community engagement activities, we received unprompted
positive feedback for Wannon Water staff. When customers did have a touchpoint
with Wannon Water, the feedback received was very positive with a very small
number of concerns or issues raised. This feedback theme continued in 2020.
Wannon Water staff are seen as one of our greatest assets. They are considered
highly professional, easy to deal with, responsive and efficient. Field crews are
highly visible in the community’s eyes, and they are very highly regarded for
the way they conduct their work, engage with our customers and for their
responsiveness.

Spatial Services Coordinator Brenton O'Rourke and GIS Officer Nicole Ross
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Our authorising environment
The Minister for Water and the Department
of Environment, Land, Water and Planning
Water for Victoria is our state’s long-term direction
for managing its precious water resources now and
in the future.
The Minister for Water has identified seven priority
areas (below) and made specific requests of water
corporations. Our response to both Water for Victoria
and the requests are addressed throughout this
Corporate Plan.
1.

Climate change: Undertake activities and provide
services that minimise environmental impacts,
mitigate climate change and demonstrate
reasonable progress in integrating climate change
adaptation into planning and decision making
across the business. Request: Continue to work
towards minimising impact on the environment,
including action to reduce carbon emissions
and to plan to adapt to a future of warmer
temperatures and reduced rainfall. Achieve netzero carbon emissions by 2050. Support the
government in delivering urban water security
through cooperative planning with other water
corporations and participation in Victorian
Government forums. Urban water security
planning should consider the dual challenge of
population growth and climate change.

2. Customer and community outcomes: All
aspects of service delivery will be customer and
community centred and will continue to build
extensive and effective community engagement
and partnerships in planning and implementation
of service delivery. Request: Communicate
and engage effectively and transparently
with customers and local community. Ensure
customers are adequately informed about

compliance requirements and water delivery risks,
and the tools available to assist in managing water
security.
3. Water for Aboriginal cultural, spiritual and
economic values: Recognise and support selfdetermination of Aboriginal cultural values and
economic inclusion in the water sector. Request:
Better recognise and manage Aboriginal values
by committing to include these values in water
planning; generating economic opportunities
through supporting access to water; increasing
Aboriginal participation in water management
and decision making; and supporting Aboriginal
self-determination. Where relevant, you are
encouraged to comply with the Victorian
Government’s Social Procurement Framework
– Purchasing from Aboriginal Businesses and
Recognition and Settlement Agreements. You are
encouraged to support economic inclusion by
working closely with relevant Traditional Owner
Corporations to use their services and supply
chains within their Country.
4. Recognising recreational values*: Support the
wellbeing of regional communities by considering
recreational values in water management *applies
only to the extent that the water corporation
manages water storages accessible for recreation.
Request: Continue to strengthen community
engagement efforts to consider shared benefits,
including recreational benefits of water in planning
and management decisions.
5. Resilient and liveable cities and towns:
Contribute to healthy communities by supporting
safe, affordable, high quality services and resilient,
liveable environments. Request: Implement
relevant commitments within the Integrated
Water Management Forum Strategic Directions
Statement(s) and demonstrate leadership by

collaborating with local partners to develop,
deliver and participate in IWM projects and
business cases with liveability and resilience
benefits. In doing so, consider collective
community needs within the regional context
to ensure that multiple benefits can be delivered
to the community and the economy. Liveability
also includes the dimensions of affordability
and support for vulnerable customers. Maintain
a strong focus on delivering improved value to
customers and look for additional opportunities
to support vulnerable customers and those
experiencing hardship. Manage water supplies,
water demands and water assets to safeguard
the security and quality of drinking water and to
ensure it meets relevant regulatory and quality
standards.
6. Leadership and culture: Reflect the needs of our
diverse communities and develop strategies and
goals that will increase cultural diversity in the
workplace and gender equity in both executive
leadership and throughout the organisation.
Request: Develop strategies and goals that will
improve gender and cultural diversity in the
workforce and establish diversity and inclusion
in executive leadership. In line with the Gender
Equality Act 2020, prepare a gender equality
action plan and publish it online. Submit a
progress report to the Commissioner for gender
equality by 31 October 2021.
7.

Financial sustainability: Deliver safe and costeffective water and wastewater services in a
financially sustainable manner. Request: Submit
this Corporate Plan to the Minister for Water by 30
April 2021.

Wannon Water is measured on its performance
via a suite of indicators which can be found in the
Appendices.
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Our authorising environment
Regulatory requirements
Wannon Water takes into consideration the various regulatory requirements issued from entities within our authorising environment such as the Department of
Environment, Land, Water and Planning, Department of Health, Department of Treasury and Finance, Emergency Management Victoria and the Environment Protection
Authority. A summary of the Ministers with portfolio responsibilities relevant to water corporations is shown in the table below.

Minister for Water

Minister for Energy,
Environment and Climate
Change

Treasurer

Minister for Finance

Minister for Health

Minister for Emergency
Services

Water Act 1989

Climate Change Act 2017

Borrowing and Investment
Powers Act 1987

Audit Act 1994

Health (Fluoridation) Act 1973

Emergency Management Act
1986

Water Industry Act 1994*

Environment Protection Act 1970

Financial Management Act 1994*

Essential Services Commission
Act 2001

Safe Drinking Water Act 2003

Emergency Management Act
2013

Murray-Darling Basin Act 1993

Flora and Fauna Guarantee Act
1988

Public Authorities (Dividens) Act
1983

Victorian Managed Insurance
Authority Act 1996

Fire Rescue Victoria Act 1958

Water (Commonwealth Powers)
Act 2008

Heritage Rivers Act 1994*

Treasury Corporation of Victoria
Act 1992

Occupational Health and Safety
Act 2004

Country Fire Authority Act 1958

Water Efficiency Labelling and
Standards Act 2005

Catchment and Land Protection
Act 1994*

Department of Treasury and
Finance

Department of Treasury and
Finance

Department of Health

Emergency Management Victoria

Essential Services Commission

Chief Health Officer

Fire Rescue Victoria

Groundwater (Border Agreement) Conservation, Forests and Lands
Act 1985
Act 1987*
State Owned Enterprises Act
1992*

Crown Lands (Reserves) Act
1978*

Catchment and Land Protection
Act 1994*

Land Act 1958*

Conservation, Forests and Lands
Act 1987*

Pipelines Act 2005*

Public Administration Act 1994*

State Owned Enterprises Act
1992*
Water Industry Act 1994*

Assisting department, commission and/or authority
Department of Environment, Land, Water and Planning

Country Fire Authority
* Administered jointly or in part with another Minister(s).
Table courtesy of Guide to Governing in the Water Sector
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Our policy statements guiding our actions
Products &
Services
Our purpose is to deliver water
and sewerage services and
improve the lives of people in
south-west Victoria. The needs
and values of our customers
and communities drive our
service delivery and product
development.

Risk

Sometimes we need to take
risks to fulfil our strategic
direction and we’re careful
about when we choose to do
this. We are risk-averse when
it comes to the physical safety
and wellbeing of people,
drinking water, and the
environment.

Stronger
Communities
We are part of the communities
we serve. We aim to maximise
the value we can provide to
our communities through
positively influencing life and
liveability in our region.

Asset
Management
The way our customers
experience our services is a
direct result of the choices
we make in the way we
manage, maintain and create
assets. We need to prudently
invest our customers’ money
and optimise the social,
environmental and financial
impacts on our customers and
communities.

Pricing

A balanced approach to pricing
built on the foundations
of efficient expenditure,
intergenerational and social
equity and environmental
sustainability delivers fair and
affordable pricing. Easy to
understand and long-term
pricing signals assist customers
to plan their household and/or
business budgets

Governance

We understand the value of
maintaining a strong legal
and ethical standing and
operating with integrity. High
standards of governance are
required for a high performing
organisation, one trusted and
respected by our shareholder,
regulators, our customers and
the communities we serve.

People &
Culture
It is only through our people
that we can provide our
services and products, exceed
the expectations of our
customers and stakeholders
and achieve our strategic
direction. A safe environment
to work and excel within, and
go home from, is paramount.

Environmental
Stewardship
It is clear to us that by looking
after Country – the land, water
and air – ensures it can look
after us now and into the
future. We aim to be respectful
and committed stewards of
the environment.

Financial
Performance
Our financial performance
impacts the economic
wellbeing of our region
and stakeholders. We are
committed to being efficient
and financially sustainable.
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Listening to our customers and communities
Wannon Water’s approach to ongoing engagement with customers and community members is through the Wannon Water Engagement Cycle and engagement
framework (below).
This annual process ensures customers, stakeholders and community members can provide valuable input and advice to help inform Wannon Water’s decision making,
quality improvement and this Corporate Plan. This year our focus was on three key modules: Customer Experience, the Urban Water Strategy and the Price Submission
2023-2028.
Wannon Water’s Regional Advisory Forum (a collective of community representatives external to Wannon Water) provides input to the design of the Wannon Water
Engagement Cycle for the coming year and consolidates the findings from the Wannon Water Engagement Cycle of the previous year to help shape the Corporate Plan.
We share what we heard and close the loop with our participants, stakeholders and community.

1. Agree
We agree on the purpose
of our engagement

7. Learn
We learn by measuring
the effectiveness of the
engagement

6. Feedback
We provide feedback on
the engagement process,
findings, outcomes and
decisions

2. Understand

For Wannon Water,
community engagement
is a genuine process of
working with people to
build capacity, strengthen
relationships and inform
decisions

We seek to understand the
community, their interests, values,
and opportunities
for engagement.

3. Design
We design an appropriate
engagement approach

5. Review
We review and interpret the
engagement information
and data

4. Deliver
We deliver genuine and
respectful engagement
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Culture and values enabling performance
It is important that the culture within Wannon Water supports achieving our
strategic direction beyond water for strong communities.
We are committed to an inclusive workplace that embraces and promotes
diversity; a place where everyone is treated with respect and feels valued. We
understand that each person is different and that our collective diversity shapes
our capability. Our values framework was launched in 2019 and was co-designed
with employees.

Victorian public sector values
Our employees are also Victorian public sector employees. In the Victorian
public sector, values underpin an employee’s interaction with the government,
community, suppliers and other employees. They outline the behaviours that the
government and community rightly expect of all public sector employees.
When public sector employees consistently act in accordance with the public
sector values, it strengthens the capacity of public sector organisations to operate
effectively and achieve their objectives. Conversely, a failure to adhere to these
values lessens the confidence of the Government, the Parliament, and the
Victorian community in the public sector.
Wannon Water ensures employees and directors demonstrate the public sector
values and understand the Code of Conduct for Victorian Public Sector Employees
and the Code of Conduct for Directors of Victorian Public Entities.

The seven core Public Sector Values are:
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Delivering our strategic direction

Wannon Water | Corporate Plan | 2021-2026 | PAGE 17

Value for customers
Five-year outcome
Our customers
consider us
great value

This outcome is demonstrated by:
• Water quality improvements impacting taste, odour and colour have been
funded and implemented resulting in increased satisfaction and uptake of
choosing tap water as the preferred drinking water source
• Our customers value and recognise the integrated and collaborative approach
to water management in our region
• Customer satisfaction, value for money and trust have improved
• New contemporary ways of engaging with us are valued by our customers
• Our services support the viability and growth of our major customers.
To achieve our five-year outcome, we are focusing our attention and resources
on the following areas during 2021/22:
• Water quality improvements
• Integrated Water Management (IWM)
• The perception of value and social licence
• Knowing our customers and engagement insights.
Key projects and initiatives that we will measure and report against in 2021/22:
• Investigate and engage on water taste, odour and colour initiatives
• Deliver IWM projects outlined in the GSC Strategic Directions Statement
• Implement the Customer Experience Strategy
• Design and commence delivery of the Customer Relationship Management
and Billing System Project
• Deliver communications and education initiatives to build customer
understanding of what we do
• Design, deliver and review engagement for the Urban Water Strategy and our
Price Submission.

Why is this an area of focus for Wannon Water?
To ensure we remain a relevant service provider, we must continue to provide
value.
What does our research tell us about what our customers value?
In 2020, our annual community engagement centred on the themes of Customer
Experience, the Urban Water Strategy and the Price Submission. Through these
themes, we were also able to check in on our Customer Promises (Appendix 1).
The overall perception of Wannon Water is that we have a strong reputation in the
region, and customers generally hold us in high regard. Levels of satisfaction in
the higher bracket (scale/rating of 9-10) continue to trend positively:

2020

2019

2018

9-10
rating

5-10
rating

9-10
rating

5 - 10
rating

9-10
rating

5-10
rating

Overall satisfaction

55%

92%

47%

92%

39%

89%

Information provided by
Wannon Water

54%

86%

49%

83%

45%

85%

Sewerage services

67%

93%

63%

93%

56%

92%

Customer service

69%

92%

69%

94%

62%

94%

Value for money

30%

80%

22%

78%

22%

75%

Water quality

46%

82%

41%

81%

31%

79%

Water supply reliability

77%

95%

73%

96%

50%

92%

Positive feedback was received regarding our engagement efforts. Customers
value being asked for their opinion and perceptions.
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Expanding on 2021/22 activities related to value for customers
Water quality improvements
We are transforming the way in which we approach drinking water obligations,
as a direct result of listening to our customers and understanding what they
value about our products and services. A safe and secure drinking water supply
is not necessarily an enjoyable and valued drinking water supply. Moving beyond
compliance with the Australian Drinking Water Guidelines creates opportunities to:
• Improve the aesthetics of potable water supplies within our service area
beyond health-related compliance
• Improve value for customers
• Improve customer satisfaction.
We have identified an opportunity to provide better tasting tap water in the
towns of Portland, Port Fairy and Heywood which will also provide long-term
community health and commercial operational benefits. The ‘Great Tasting Water’
project provides a unique opportunity to build new water treatment infrastructure
which enhances the quality and taste of tap water for these towns. Tap water
consumption in these towns is currently below the Victorian state average.
During 2020/21 engagement activities, we heard a clear message of support for
the project with participants identifying the following benefits of improving the
taste and quality of tap water:
• People will drink more tap water
• Households will reduce spending on bottled water, appliance repair/
replacement and expensive systems to provide palatable drinking water
• Community members will be able to fully utilise tap water in the home and the
community settings (sporting, recreation, schools and public places)
• Community members will have better health outcomes
• Tourism and the town’s reputation will be improved
• Single use plastic waste will be reduced.
The challenge in pursuing this particular ‘Beyond Safe Water’ initiative is finding an
appropriate funding model given the broad community and commercial benefits.
This will be a focus in 2021/22 with the finalisation of a business case.
Integrated Water Management
Wannon Water is part of the Great South Coast Integrated Water Management
(IWM) Forum and continues to work in partnership to deliver on the projects and
opportunities identified in the 2019 IWM strategic directions statement. Several
projects have now been completed or are nearing completion.

In 2021/22 we will lead or support the following:
• Project 3: Understanding the Merri River
• Project 6: Aquifers available for recreation, industry and tourism
• Project 8: Supporting water management at Budj Bim
• Project 9: IWM plan for Warrnambool
• Project 11: Alternative water for major industry.
Perception of value and social licence
By exploring our data and looking for trends, we are in a better position to
understand the opportunities and challenges in creating value for our customers
and improving their experiences when interacting with our products and services.
Taking a human-centred and design thinking approach will give us the potential
for greater customer value and customer experiences.
Implementing our Customer Experience Strategy and designing and delivering
a Customer Relationship Management System and improved billing system are
major pieces of work in 2021/22. The results from our bi-annual Stakeholder
Perceptions Review will help inform any further work related to perceptions of
value.
In 2020, our customers told us they want to know more about their water sources,
our contribution to mitigating climate change and their bill structure. In 2021/22
we will respond through delivering education and communication initiatives to
build our customer’s understanding of these areas.
Knowing our customers and engagement insights
Wannon Water continually listens and engages with customers and community
and we gather the insights through an annual engagement process.
We recognise that the development of our 50 year Urban Water Strategy and our
five-year Price Submission will benefit from further engagement, so in 2021/22
we will continue to seek out the views from our community and ‘dive deeper’ on
issues raised in earlier engagements including the options, impact and implications
of potential additional treatment options for the Warrnambool Sewage Treatment
Plant, changes to bill structure, and improving the taste of water.
In response to customers seeking contemporary customer services, in 2021/22
a project will commence to renew the Customer Relationship Management and
billing systems.
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Stronger communities
Five-year outcome
Our community
partnerships help
this region flourish
This outcome is demonstrated by:
• We are recognised as a leader inspiring the region to fulfil its potential
• We are connecting people and increasing collaboration in the Great South
Coast
• Our people are sought after to increase regional capacity
• Our industries have a more secure water future
• The Port Fairy Smart Energy Precinct is an inspiring carbon neutral economy
example
• The environment is flourishing and the community values our contribution.
To achieve our five-year outcome, we are focusing our attention and resources
on the following areas during 2021/22:
• Regional leadership, partnerships and economic growth
• Vulnerable individuals and communities
• Carbon emissions and supporting others
• Water efficiency, natural environment and cultural values
• Supporting the community in COVID-19 recovery.

Why is this an area of focus for Wannon Water?
We all benefit from a buoyant, healthy and connected community. We understand
that the water and sewerage services we provide are essential for life. The overall
wellbeing of urban and rural communities and the success of small, medium and
large businesses is integral to the long-term success of Wannon Water.
What does our research tell us about the strength of our community and our
approach to strengthening communities?
We commissioned a State of the Region report in 2016 to analyse our local
data and understand the strategic priorities for our region. It informed the four
themes of our Community Strategy: regional prosperity; education, training and
volunteering; health and wellbeing; and natural environment. We check in with
the community through our annual community engagement activities to see if our
work is strengthening communities.
In 2020, we heard that the global pandemic is a prominent issue, and vulnerable
customers in 2020 came from a different segment of our customer base than
what has previously been recognised. Impacts have varied, however there
were clear concerns for the ability of small businesses to bounce back once
government economic measures are removed. Feedback focused around
facilitating access to our customer assistance program for small businesses.

Key projects and initiatives that we will measure and report against in 2021/22:
• Enrol others in a compelling agricultural water policy and strategy for our
region
• Continue with the Warrnambool Sewage Treatment Plant upgrade
• Implement Wannon Water’s ‘Build’ Financial Inclusion Action Plan
• Connect with regional and national organisations through the Thriving
Communities Partnership.
• Deliver carbon emissions reduction projects that provide broad community
value
• Increase understanding and opportunities related to the Circular Economy.
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Expanding on 2021/22 activities related to stronger communities
Regional leadership, partnerships and economic growth
Agricultural Water
One of the key opportunities for Wannon Water and the region is related to water
for agriculture. In 2019/20, we participated in the Great South Coast Economic
Futures research project and the final report was released in early 2020. We are
a member of the Implementation Committee which has been established to
progress action and see economic growth opportunities realised.
Warrnambool Sewage Treatment Plant Upgrade
Work is underway to upgrade the Warrnambool Sewage Treatment Plant,
a project that supports a strong regional economy and flourishing coastal
environment.
The plant services the communities of Warrnambool, Allansford and Koroit and is
currently operating at the limits of its treatment capacity. The Warrnambool plant
treats a high proportion of food processing trade waste when compared to many
other sewage treatment plants in Victoria.
Supporting the viability and growth of our major customers through a $40 million
upgrade, this project will provide an economic development stimulus for our
region. Milk and meat processing are state and nationally significant industries
accounting for $4.3 billion of gross value of Australia’s agricultural production.
Milk production in Victoria is transitioning to the south of the state and has the
capacity to increase. However, these expansion plans are being limited due to the
lack of available wastewater treatment capacity.
The project has formal recognition and support from Regional Development
Australia Barwon South West, the Great South Coast Food and Fibre Council,
Warrnambool City Council, Moyne Shire Council, Saputo Dairy Australia and the
Midfield Group.
The works approval application is with the EPA and is currently being assessed.
The project is experiencing significant delays due to the inability to secure the
necessary native vegetation offsets. The offsets are required to allow clearing of
the site for construction of the new infrastructure. We have been able to secure
the required offsets for Coast Ballart (Exocarpus syrticola) and Coast Twin leaf
(Zygophyllum billardierei), however we have not been able to secure offsets
for Coast Fescue (Poa billardierei). We continue to work with environmental

brokers to locate the required offsets and have also commenced an alternative
environmental process with DELWP.
Temporary chemical dosing systems have been installed to ensure the treatment
plant is able to achieve compliance until the capacity upgrade is completed.
Vulnerable individuals and communities
Financial Inclusion Action Plan (FIAP)
Wannon Water became a FIAP member and made a public Statement of
Commitment to develop a Foundation FIAP. It was one practical way to work
towards achieving beyond water for strong communities.
Having successfully completed our Foundation FIAP, we developed our Build FIAP
in 2020/21. We will commence implementation this year, which will continue
over a two to three year timeframe with progress verified annually as part of the
program.
Thriving Communities Partnership
Wannon Water is a founding partner of the national Thriving Communities
Partnership and has led the development of the south-west Victorian chapter of
this initiative.
These partnerships strive to connect business, government and not-for-profit
organisations in order to deliver greater value for the most vulnerable in our
communities.
Carbon emissions and supporting others
Deliver carbon emissions reduction projects
Our pathway to achieving our 2025 pledge of a 40% reduction in greenhouse gas
emissions is through the delivery of our Carbon Neutrality Action Plan.
While some projects were unavoidably delayed during 2020/21, our focus
this year is on delivering these and further initiatives in our plan to meet our
commitments.
We continue our involvement in the Barwon South West (BSW) climate
adaptation team and will be working with organisations and communities to
ensure our systems are resilient to climate change.
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Water efficiency, natural environment and cultural values
Circular Economy
We will increase our understanding of the Circular Economy and potential
opportunities for our organisation and region throughout 2021/22 and will
leverage the work occurring at the national and state level through the Water
Services Association of Australia and VicWater.
Supporting community in COVID-19 recovery
Wannon Water recognises COVID-19 has impacted all of our community
though some sectors have fared very differently than others. For example, those
in the hospitality and tourism sectors have been hard hit, and sectors such as
development, construction and real estate are doing very well.
We also know that some of our customers may be experiencing difficulty in
paying their bills for the first time. We will continue to tailor support for our
customers experiencing difficulty, and partner with our wider community to
contribute to collective COVID-19 recovery.
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Performance culture
Five-year outcome
Our people are engaged,
high performing and love
working at Wannon Water

This outcome is demonstrated by:
• Leadership is demonstrated at all levels
• Our employees prioritise the safety and wellbeing of others, and themselves
• We are inclusive and embrace diversity and all abilities
• Our people are empowered, supported and continually strive for high
performance
• Our values are being lived by our employees
• We are recognised as an employer of choice.
To achieve our five-year outcome, we are focusing our attention and resources
on the following areas during 2021/22:
• Zero Harm
• Resilience and navigating change
• Learning and development
• COVID-19 recovery and future workforce
• Gender diversity, Aboriginal inclusion and broad accessibility.
Key projects and initiatives that we will measure and report against in 2021/22:
• Continued Zero Harm focus in our changing environment
• Digitise our Learning and Development Framework through our Elevate
system.
• COVID-19 recovery, including new ways of working opportunities
• Implement our Reflect Reconciliation Action Plan (RAP)
• Implement Gender Equality Act 2020 requirements
• Implement our Accessibility Inclusion Plan.

Why is this an area of focus for Wannon Water?
At the core of everything we do is people. With a passion for excellence and
performance, we will continue to invest in developing an engaging culture
that enables our employees to deliver on our strategic direction and meet the
expectations of our stakeholders and community.
We are committed to supporting an inclusive and diverse workplace that
represents the community we serve and that results in improved organisational
and personal outcomes.
What does our research tell us about our employees’ performance and culture?
We will continue to participate in the Victorian Public Sector Commission’s People
Matter Survey and use this employee feedback to help measure the health of our
organisation, to sharpen our focus, and ensure our people have what they need
to thrive and succeed. In 2020, 83% of the workforce completed the survey, with
an overall satisfaction score of 77% and an engagement index score of 73. Our
2024/25 engagement index score target is 79.
When considering the impacts of COVID-19 on our employees, 89% agreed that
they received sufficient information on how changes due to COVID-19 would
impact on them and 82% agreed they received adequate support during the
changes due to COVID-19. These results are in line with our comparator group
benchmark.
Our customers’ satisfaction is influenced through the work and activity of our
employees. Our customers say that satisfaction with the information provided
by Wannon Water was the most important of the seven drivers for satisfaction,
and this satisfaction increased significantly from 33% in 2019 to 54% in 2020.
Satisfaction with the standard of customer service rated as the third most
important driver. Previous unsolicited feedback from customers and community
about their experiences with our employees is summarised as:
•

Our employees are one of our greatest assets - synonymous with
professionalism, service and innovation

•

Our employees are viewed as being easy to deal with, professional and human

•

However, there is some evidence that on occasion, we could show more
empathy.
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Expanding on 2021/22 activities related to performance culture
Zero Harm
Ensuring our people are safe and healthy both physically and mentally - remains a top
priority and our safety and culture programs
will continue to drive outcomes in this area.
Resilience and navigating change
Our capacity to provide services and achieve positive outcomes for the
community, both now and into the future, is contingent upon our workforce.
We will continue to develop organisational resilience that helps navigate daily and
rapidly moving challenges and that is supported by intentional leadership across
all levels of the organisation. The COVID-19 pandemic tested our resilience and
ability to navigate change. Improving our ability to engage with employees to
seek feedback and respond to this feedback in a fast and agile way will remain a
key focus.
Learning and development

Gender diversity, Aboriginal inclusion and
broad accessibility
Equality is achieved when people are able to
access and enjoy the same rewards, resources and opportunities - regardless of
their unique identity.
Fully unlocking the value from of an equitable workplace requires cultural and
procedural change. We will continue to monitor and adjust our approach as we
are committed to an outcome where inclusion, respect and equality is a business
and cultural norm.
Implementing our Inclusion and Diversity Management Plan continues to be a
focus and is supported by these initiatives:
Network of Wannon Water Women (NOW)
The network continues to deliver a program that enables Wannon Water women
to enhance their networking, collaboration, access to professional development;
and their support for each other and women and girls in our region.

Our learning and development framework is
a key platform to foster talent and leadership
capabilities across all levels of the organisation and enable gender equity in both
executive leadership and throughout the organisation. It is underpinned by three
core programs: People Managers; Role Requirement; and Growth. In 2021 we
launched ‘Elevate’, a digital system to enhance professional development and
support our learning and development framework. We will continue rollout of
the Elevate system and incorporate new learning and development modules
throughout 2021/22.

Reconciliation Action Plan

COVID-19 recovery

Accessibility

We recognise that COVID-19 had been a significant disruption and our
organisation and its people have responded to different ways of working and
living. 2021/22 will see us continue to transition from response to recovery phase
– moving forward to our new way of operating rather than re-setting to a prepandemic default. A particular focus will be capturing and leveraging the learnings
of COVID-19 when we consider our workplace design, ways of working and
continued process improvement.

Our Accessibility Working Group finalised our inaugural Accessibility Inclusion
Plan in 2020 to help Wannon Water continue to be a welcoming and accessible
workplace. We now move to implementing the plan, which includes reviewing
sites and amenities for accessibility, employment practices and continuing to
foster a respectful and supportive culture.

We anticipate that our Reflect Reconciliation Action Plan will be approved and
launched in 2021. It builds on the existing work and activities undertaken and
provides opportunity to reflect and progress new opportunities. We appreciate
the privilege of being part of the Wata Waetnanda (come together in Peek
Whurrong language) community group and continue to build our relationships
and knowledge. This plan also provides the opportunity to incorporate Aboriginal
cultural values and economic inclusion initiatives.
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Business excellence
Five-year outcome
Our business is
resilient and our
practices effective
This outcome is demonstrated by:
• Our Corporate Plans are robust, clear and are delivered
• We manage our risks in a systematic and effective way
• Our relationship with our authorising environment is strong
• A strong innovation culture exists and change is managed well
• Our investment in digital optimisation has delivered value
• Unregulated revenue has increased significantly
• Our effective practices manage environmental impacts.
To achieve our five-year outcome, we are focusing our attention and resources
on the following areas during 2021/22:
• Long-term financial viability and asset performance
• Risk and integrated management systems
• System improvement and digital optimisation
• Innovation, research, collaboration and knowledge sharing.

Why is this an area of focus for Wannon Water?
Our business excellence is enhanced through robust corporate governance
structures and risk management processes. Making great decisions is based on
accessible information and willingly sharing knowledge and expertise. With an
innovation culture, we can ensure we remain a relevant service provider for our
customers and communities now and into the future.
Having the right people in the right jobs who are operating within a performance
culture will see us exceeding the expectations of our customers.
What does our research tell us about our business and practices?
Our annual community engagement indicates we have a strong reputation in the
region, and customers generally hold us in high regard.
The water industry is highly collaborative, innovative and always striving to
continuously improve. Models of best practice are continually shared, and
benchmarking conducted across many of the organisation’s functions. This helps
to ensure our practices are effective and current.

Key projects and initiatives that we will measure and report against in 2021/22:
• Five year strategic planning and engagement
• Increase unregulated revenue streams
• Extracting greater value from our digital platforms and data
• Service design, system and business process improvement
• Innovation and design program delivery.
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Expanding on 2021/22 activities related to business excellence
Long-term financial sustainability and asset performance

System improvement and digital optimisation

Our financial performance impacts the economic wellbeing of our region and
stakeholders. We are committed to affordability outcomes for our customers.
This commitment requires significant focus from us on efficiency, innovation and
prudent financial management.

It’s important to continually improve our systems and the experience people have
with our services and our systems, whether that be our external customers or our
internal customers.

Five-year strategic planning and engagement
Price Submission 2023-2028: Wannon Water develops a five-year price plan,
with the next plan due to be submitted in late 2022. This is a significant project
that has begun and will continue throughout 2021/22. The organisation will be
engaged in the project internally and we will increase our engagement activity
with our customers, community and stakeholders to ensure the Price Submission
outcomes reflect their needs.
Urban Water Strategy: This is our blueprint for supplying water to the south-west
community and is due for review. During 2021 we will increase our engagement
with our customers and community to gather insights as we develop our 50-year
strategy during the course of the year.
Increase unregulated revenue streams
Following an internally focused and stabilising approach during the COVID-19
period, we will begin to identify opportunities to increase unregulated revenue
streams during 2021/22. Working in partnership with others, using our known
skillsets and identifying grant opportunities are areas of focus.
Risk and integrated management systems
We are committed to continually strengthening our risk management processes
and approach to risk and in the past two years have updated our risk appetite
statement and strengthened our approach to strategic risk assessment and
monitoring. Throughout 2021/22 our Audit and Risk Management Committee
will undertake strategic risk deep dives and report through to the Board, our
management will undertake operational risk workshops and people will be
supported in managing and reporting risk through our new risk management
software.
In 2021, we will work towards certifying to ISO45001 which is an important step
in our Zero Harm continual improvement journey. This program will see reduced
complexity for our people and increased understanding and capability to use
the systems we have in place to manage our commitments to safety and the
environment.

Extracting greater value from our digital platforms and data
Through the Digital Strategy and other mechanisms, we continue to focus on
extracting greater value from our digital platforms and data, including our works
management system, Maximo and our people management systems. Improving
the presentation of data to inform decision making and generating insights for
continued improvement and innovation is a focus.
Service design, system and business process improvement
Through the implementation of our customer experience strategy we will
continue to increase our understanding of our customers and their expectations
and design our services to meet their needs. During 2021/22, our website will
be updated and we will act on system and process improvement opportunities
identified through our Integrated Management System review.
The COVID-19 pandemic has provided an opportunity to consider how we do
things and we’ll be looking to apply these learnings.
Innovation, research, collaboration and knowledge sharing
Our water industry is highly collaborative. We have benefitted from this approach
and see value in collaborating and sharing our experiences, knowledge and
expertise with organisations both within our region and broader than the water
industry. This also provides opportunities to learn from others as part of our
continual improvement mindset.
Innovation and design program delivery
Providing mechanisms for our employees to engage with innovation and
exploring ways to collaborate, bring diverse perspectives, voices and lived
experience into our decision making and problem solving will be of particular
focus. In 2021/22 we continue our involvement in the Water Services Association
of Australia’s W-Lab program, a program designed to increase adoption of
innovative new technologies within the water industry.
We will continue to explore innovative technologies such as digital metering to
provide value for customers.
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Indicators of success
2019/20
actual

2020/21
forecast

2021/22
forecast

2025/26
forecast

Actual YTD

No
notifications

No
notifications

No
notifications

No
notifications

Customer satisfaction with taste, smell, clarity and hardness of drinking water
Percentage of customers satisfied with water quality

Annual indicator

82%

82%

82%

83%

Customer satisfaction with management of water service interruptions
Percentage of customers who experienced water service interruptions who are satisfied with our management
of the interruption

Annual indicator

88%

88%

83%

83%

Customer overall satisfaction
Customer satisfaction with value for money

Annual indicator

80%

80%

84%

84%

Partnering with communities to help our region flourish
Percentage of customers satisfied with our performance partnering with communities to help our region flourish

Annual indicator

55%

58%

54%

54%

Partnering on areas of regional priority
Percentage of regional stakeholders satisfied with our performance partnering on areas of regional priority

Annual indicator

78%

78%

78%

78%

Forecast for the
year

26,433

27,432

25,680

18,976

Annual indicator

74

73

76

79

Annual indicator

No benchmark
available

+1

+2

+4

Actual YTD

42%

50%

50%

50%

Annual indicator

High PSC
(14)

High PSC
(14)

High PSC
(15)

High PSC
(15)

Actual YTD

0

0

0

0

Forecast for the
year

$901

$911

$818

$898

Actual YTD

57%

100%

100%

100%

Provision of safe drinking water
Mandatory notifications to customers of non-compliance with ADWG and Safe Drinking Water Regulations
(excluding regulated supplies)

Total net CO2 emissions
Total annual CO2 emissions (tonnes)
Employee engagement and performance
Engagement score in the Victorian Public Sector Commission People Matter Survey
Comparison to benchmark group in People Matter Survey (gap to comparator group average engagement score)
Gender balanced workforce
Percentage of appointments who are female
Employee wellbeing
Psychological Safety Climate (PSC) score in People Matter Survey
Certification compliance
Number of major non-conformances/non-compliances arising from audits
Cost efficiency
Controllable operating cost per water connection ($2018/19)
Financial viability
Proportion of financial performance indicator suite met
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Financial overview

The operating result before tax in 2021/22 is influenced by a reduction in trade
waste tariffs, increased depreciation expense, and increases in costs associated
with operating the Warrnambool Sewage Treatment Plant, meeting new legal and
regulatory obligations, lagoon desludging and digital and cyber resilience areas of
focus.

(2)

(4)

(6)

2025/26

Capital works of $153 million are planned during the five year period, headlined by our
$40 million upgrade to the Warrnambool Sewage Treatment Plant.

0

2024/25

Debt management strategies over the planning period will continue to align with
Department of Treasury and Finance treasury management guidelines. Total debt will
grow by $25 million over the planning period to fund capital expenditure outlays. Total
debt is expected to peak at $68 million in 2024/25 and forecast to decrease to $63
million by the end of the planning period and decrease further beyond the planning
period.

2

2023/24

Operating losses before tax of between $0.5 million and $4.3 million are forecast
each year of the planning period. These results are driven by reducing tariff prices,
increased depreciation and increasing costs of supplies and services. Variations in
capital grant revenue and project related expenditure impact individual planning years
also. The 2020/21 forecast includes a one-off revenue contribution totalling $1.7
million.

4

2022/23

Our financial projections to 2023 align with our Price Submission 2018–2023 which
sees reduced water and sewerage prices by 5% ($54 for an average residential
customer) before inflation during the Price Submission period. To achieve this
reduction in water prices for our customers, operational efficiencies have been
incorporated into projections.

6

2021/22

Our commitment to deliver on our customer promises requires a significant focus on
efficiency, innovation and prudent financial management. Our financial projections,
operating results and cash flows are impacted considerably by investment in
Warrnambool’s Sewage Treatment Plant upgrade. Cash flows are expected to steadily
improve after construction is complete in 2024.

Operating profit before tax ($ million)

2020/21

Financial projections support our four areas of focus; Value for Customers, Stronger
Communities, Performance Culture and Business Excellence.
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Unregulated revenue activities contribute $0.4 million (net) in 2021/22 to our
operating result. These activities consist of brine receival, property lease income,
recovery of plant specific and project operating costs. With a focus on generating
further unregulated revenue this income stream is expected to increase during
the outer years. However, given the uncertainty of these initiatives, revenue
projections are not included.The contribution of each major income source for
the planning period is shown.

60
50
40
30
20
10
0

2025/26

Price adjustments in the final three years are forecast to increase by CPI,
acknowledging these years are the first three years of our next price setting period
and therefore price paths are uncertain. An increase in total tariff revenue is
forecast in 2023/24 to reflect the potential that the cost of debt mechanism may
change in the next price regulatory period.

70

2024/25

For year three of the planning period, the last year of the current price regulatory
period, tariff revenue is projected to increase by less than CPI. This is driven by
continued downward price adjustments (-1%) and the impact of the cost of debt
pass through to customers via tariffs. Low growth in new connections (0.6%)
provides a minor offset to the favourable price adjustments for customers.

80

2023/24

The exceptional low interest rate environment being experienced sees the cost
of funding debt fall. Passing this reduction onto customers impacted our revenue
by $1.9 million in the past two years. An additional $1.5 million revenue impact is
forecast in 2021/22. Wannon Water has managed its debt prudently and holds low
total debt, meaning our borrowing costs are reducing by less than half the amount
of the revenue impact. The year on year impact of the cost of debt mechanism
introduced by the Essential Services Commission in 2018 is significant for Wannon
Water.

90

2022/23

Tariffs and charges in 2021/22 fall by $1.3 million, compared to the current year, to
$69.4 million. The reduction is due to lower trade waste revenue as a temporary
arrangement with a trade waste customer ceases. Low customer growth (0.7%)
partially offsets a reduction in prices for customers, which is largely driven by a
reduction to pass lower cost of funding debt onto customers. A 0.4% increase in
total water and sewer tariff revenue is forecast.

Revenue ($ million)

2021/22

Revenue declines in 2021/22 as one-off capital contributions were received in
2020/21.

2020/21

Revenue

Service Charges
Water Usage Charges
Trade Waste Charges
Capital Charges
Other Revenue
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Costs to operate

60
50
40
30
20

0

2025/26

10

2024/25

While operating costs have a variable impact on total costs to operate,
depreciation expenditure is the main driver of the forecast increase in total
costs to operate over the planning period. Driven by the $151 million capital
works program, depreciation is forecast to increase 10% over the period from
$25.2 million to $27.8 million. A step change in 2024/25 is due to the forecast
completion of the Warrnambool Sewage Treatment Plant upgrade.

70

2023/24

Payment of the environmental contribution levy of $3.2 million is forecast
in 2021/22. This environmental contribution helps government initiatives to
promote sustainable management of water and address adverse water related
environmental impacts. The levy is adjusted on a regular basis, aligned with
movements in total tariff revenue. With tariff revenue forecast to remain stable, the
forecast in outer years remains at $3.1 million.

80

2022/23

Increases in total debt to fund a significant capital works program impact
borrowing expenses which are projected to increase over the planning period.
Projections assume a stable and low interest rate environment for the medium
term.

90

2021/22

Operating costs are forecast at $50.3 million for 2021/22. This forecast is in line
with the 2018–23 price determination and includes the management of increases
in chemical costs associated with operating the at capacity Warrnambool Sewer
Treatment Plant, for digital, cyber resilience, safety, major pipeline maintenance,
lagoon desludging and carbon neutrality initiatives. Increased investment in
customer engagement will occur during the early years of the planning period and
to assist in delivering on our customer promises. Following an extended period
of stable employee numbers, these are forecast to increase modestly in 2021/22
to address increasing legal and regulatory obligations and to bring outsourced
system support services in house. Annual employee cost increases are aligned
with enterprise agreement and government wage policy. Post 2021/22, operating
costs remain stable, increasing by less than CPI.

Operating costs ($ million)

2020/21

Operating costs comprise of operations and maintenance expenditure for water
and sewerage services; customer, billing and collection services; infrastructure
planning; and other corporate costs.

Asset disposals
Customer Rebate
Environmental Contribution Levy
Borrowing Costs
Supplies & Services
Employee Benefits
Depreciation
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Capital expenditure
Capital expenditure over the planning period amounts to $151 million and
incorporates investments to upgrade the Warrnambool Sewage Treatment Plant,
upgrade network and treatment infrastructure, renew ageing infrastructure, and
investments in new technology.
Identified earlier in the Corporate Plan, our biggest capital investment since
inception will occur during this planning period. The construction of the $40
million upgrade to the Warrnambool Sewage Treatment Plant is planned to begin
in 2022. Tendering and subsequently construction is dependent on final regulatory
approvals occurring. The timeline for these approvals is not clear. The 2021/22
budget estimate of $6.82 million is based on approvals occurring and tendering
finalised towards the end of 2021, with early materials procurement occurring
by June 2022. The possibility of approval delays continuing well into 2021/22
could impact the budget estimate by as much as $5 million (less than budgeted).
Alternatively, if approvals occur imminently the actual spend could be as much as
$3-4 million higher than budget estimate.
The five largest Wannon Water funded projects in financial terms are:
Project

2021/22
budget

Warrnambool Sewage Treatment Plant upgrade

$6.82m

Warrnambool Water Treatment Plant - UV, backwash pump
relocation and generator replacement project

$4m

Warrnambool - Wangoom Road feeder main

$1.5m

Portland, Dunkeld and Casterton - Replace three water
storage floating covers

$1.2m

Warrnambool - Donovans Road sewer pump station

$0.55m
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Total borrowings ($ million)
80
70
60
50

Loans scheduled to mature over the first two years of the planning period will
be refinanced into new fixed rate debt. The loan portfolio will continue to be
structured to ensure it remains consistent with approved debt maturity and interest
rate risk profiles.

40

We set a debt portfolio composition consistent with the Department of Treasury
and Finance expectations. Projections at 30 June 2021 and 30 June 2022 are
shown in this table:

10

30

Term to maturity

Target

Limits

30 June 2021

30 June 2022

projection

projection

6%

0 - 1 year

9%

0 - 20%

26%

1 - 3 years

18%

7 - 25%

37%

16%

3 - 5 years

18%

7 - 25%

13%

19%

5 - 7 years

18%

7 - 25%

13%

19%

7 - 9 years

18%

7 - 25%

11%

17%

Over 9 years

19%

0 - 25%

0%

23%

The projections are consistent with the Board’s acceptance to realign with the
recommended maturity profile of our debt by 2021.

2025/26

2024/25

Debt portfolio composition

2023/24

0

2022/23

20

2021/22

Our business requires an additional $25 million in new debt over the planning
period to fund significant capital expenditure outlays. Overall, total debt levels
are expected to increase from $38 million as at 30 June 2020 to $63 million as at
30 June 2026. The construction timing of the Warrnambool Sewage Treatment
Plant upgrade will see forecast total debt reach $68 million in 2025 before total
debt reduces each year after. The outcomes for the aforementioned next price
regulatory period may impact total debt beyond year 3 of this planning period.

2020/21

Debt

Gearing (debt / assets) (per cent)
10

8

6

4

2025/26

2024/25

2023/24

2022/23

0

2021/22

Gearing levels remain below 10% in all planning years. Consistent with the increase
in total borrowings, gearing levels are projected to increase from a low 4.5% as at
30 June 2021 to 7.8% as at 30 June 2026.

2

2020/21

Gearing
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Funds from operations
We will continue to generate positive cash flows from operations over the planning
period. Net cash inflows from operating activities are forecast at $21.7 million in
2021/22.
Cash flows from operations will be used to partly fund capital expenditure
payments in the first, second and fourth planning years and repay debt in the third
and fifth planning years.

Funds from operations ($ million)
30
25
20
15
10

2025/26

2024/25

2023/24

2022/23

2021/22

0

2020/21

5

Interest coverage

2025/26

2024/25

2023/24

2022/23

Cash interest cover (times)

2021/22

At peak total debt in 2024/25 the ratio is above 17 times. This provides a strong
indication of Wannon Water’s ability to finance the additional borrowing costs
associated with the extensive capital works program.

40
30
20
10
0

2020/21

Cash interest cover levels are expected to remain very healthy over the planning
period. Despite an extensive capital works program and the requirement to fund
increased debt, low interest rate projections have a positive effect on our ability to
pay borrowing costs.

Wannon Water | Corporate Plan | 2021-2026 | PAGE 33

Income tax

Sensitivity analysis

Wannon Water has incurred large income tax losses over past years due mainly
to the accelerated depreciation allowed under tax legislation on infrastructure
assets. This tax depreciation has been significantly higher than accounting
depreciation and therefore tax losses have been incurred. In recent years the gap
between the tax and accounting depreciation has closed.

Water consumption variations, capital contributions and timing of major projects
have the largest impact on profits, cash flows, interest cover and gearing.

Tax depreciation reduces significantly during this planning period, and a tax
payable position is forecast during the last two years of this planning period. This
impacts cash flow in the last period of the planning period, with tax payments
totalling $5.3 million included in the cash flow forecast in the final year of the
planning period.
The impact of tax payments on tariff revenue will be analysed when developing
the Price Submission 2023-2028.

Dividends
The modelling as presented assumes that no dividends will be paid by Wannon
Water in the period of this plan.

Water consumption variations are minimal, and have negligible effects on
consumption-based revenues. Analysis demonstrates that under a lower water
consumption scenario, gearing would increase marginally and cash interest cover
would fall marginally. Both indicators would remain strong.
Capital contributions are one off in nature and infrequent. There is a high level
of confidence that forecast contributions for current projects will occur and be
recognised as revenue during 2021/22.
The Warrnambool Sewage Treatment Plant Upgrade Project has been
delayed with regulatory approvals pending. The timing of construction and
therefore large capital payments remains a best estimate based on regulatory
approvals occurring. This uncertainty provides challenges estimating cashflow
requirements. At worst, the possibility that an additional $3-4 million in
borrowings may be requested should regulatory approvals occur in the shortterm and construction begin prior the end of the 2021/22 year. The Department
of Treasury and Finance will be consulted should this scenario become apparent
during the year.

We plan to utilise any additional cash flow to reduce debt.
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Planning assumptions
Year

2020/21

2021/22

2022/23

2023/24

2024/25

2025/26

CPI (%)

2.00

2.00*

2.00

2.00

2.00

2.00

Customer growth (%)

0.52

0.68

0.64

0.64

0.64

0.64

28

14

-

-

-

11,628

11,768

11,944

12,060

12,176

12,293

1.50

2.00

2.00

2.50

2.50

2.50

Financial Accommodation Levy (basis point)

70

53

53

53

53

53

Credit rating

A+

A+

A+

A+

A+

A+

2.00

2.00

2.00

2.00

2.00

2.00

Prices

Customer rebate ($/customer)
Water sales
Total (ML)
Borrowings
Interest rate (%)

Other
Enterprise Agreement increase (%)
Number FTE

211

216

215

212

212

212

Superannuation Guarantee Levy (%)

9.50

10.00

10.50

11.00

11.50

12.00

* For tariff purposes only, 2.20% has been assumed
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Financial Performance Indicator

2020/21
forecast

2021/22

2022/23

2023/24

2024/25

2025/26

15.3 times

19.7 times

17.9 times

18.2 times

17.4 times

14.3 times

F1

Interest Cover (Cash)
Cash flow from operations before net interest and tax payments / net interest
payments

F2

Gearing Ratio
Total debt / Total assets

4.5%

6.0%

7.4%

7.2%

7.8%

7.3%

F3

Internal Financing Ratio
Net operating cash flows / capital expenditure

71.5%

61.9%

63.1%

106.1%

80.2%

121.8%

F4

Current Ratio
Current assets / adjusted current liabilities

1.5 times

1.5 times

2.4 times

2.1 times

1.8 times

1.5 times

F5

Return On Assets
Earnings before net interest and tax expense / average total assets

0.7%

-0.3%

-0.3%

0.1%

0.0%

0.2%

F6

Return On Equity
Earnings before net interest and tax expense / average total equity

0.6%

-0.6%

-0.6%

-0.2%

-0.3%

-0.1%

F7

EBITDA Margin
Earnings before net interest, tax expense, depreciation and amortisation /
revenue

39.1%

30.4%

31.6%

34.4%

34.7%

35.2%

F8

Credit Rating
Evaluation of credit risk – credit rating

A+

A+

A+

A+

A+

A+

W1

Interest Cover (EBIT)
Earnings before net interest, tax expense / net interest expense

3.6 times

-2.3 times

-2.1 times

0.3 times

-0.1 times

0.8 times

W2

Quick Ratio
Adjusted current assets / adjusted current liabilities

2.2 times

2.5 times

2.4 times

2.3 times

1.9 times

1.7 times

W3

Underlying Result Ratio
Adjusted net result / total underlying revenue

2.0%

-7.6%

-5.7%

-1.3%

-2.3%

-0.6%

W4

Self-Financing Ratio
Net operating cash flows / total revenue

26.6%

28.5%

30.9%

33.5%

33.5%

29.8%

Customer promises (Outcomes) in Price Submission 2018-2023

2022/23
target

Outcome 1: Provide safe and reliable water supplies
Number of Safe Drinking Water Act non-compliances (water sampling and audit)
Percentage of surveyed customers satisfied with water quality (score of 5 or more out of 10)
Percentage of surveyed customers who experienced water service interruptions, that are satisfied with Wannon Water's management of the interruption (score of 5 or more out of 10)

0
> 83%
83%

Outcome 2: Provide sewerage services that protect public health and the environment
Percentage of customers who experienced sewer spills on or within their property, that are satisfied with Wannon Water's management of the spill (score of 5 or more out of 10)

100%

Outcome 3: Ensure the long-term resilience of our services
Maintain top quartile rank in WSAA Asset Management Customer Value Benchmarking Result
Number of towns placed on water restrictions in a year

Achieved
0

Outcome 4: Be responsive and willing to adapt as customers' needs change
Number of instances of two-way engagement to inform the development of Wannon Water's Corporate Plan
Development and implementation of customer on-line portal, MyWannonWater, by end June 2019
Number of customer interactions with on-line portal

At least 500
Achieved in 2020
3,000

Outcome 5: Protect and enhance the environment in line with community expectations
Compliance with Amalgamated EPA Licence (annual median result for all Water Reclamation Plants)
Compliance with bulk entitlement and groundwater licences
Percentage emissions reduction compared to baseline of 31,626 tonnes CO2 emissions

100%
Achieved
22.4%

Outcome 6: Partner with customer communities and helping our region flourish
Percentage of customers surveyed who are satisfied with Wannon Water's performance partnering with communities to help its region flourish (score of 5 or more out of 10)

54%

Percentage of regional stakeholders surveyed who are satisfied with Wannon Water's performance partnering on areas of regional priority (score of 5 or more out of 10)

78%

Percentage of surveyed customers who engaged with Wannon Water satisfied with the engagement process (score of 4 or 5 out of 5)

92%

Outcome 7: Ensure we provide great value
Customers satisfied (5-8) or very satisfied (9-10) with value for money (from Customer Value Survey) (score of 5 or more out of 10)

84%

Minister’s Letter of Expectations Key Performance Indicators
Climate Change
(Minister – E3)
Customer & Community
(Minister – C1)
Customer & Community
(Minister – C2)
Water for Aboriginal
cultural, spiritual &
economic values
(Minister – AC1)
Water for Aboriginal
cultural, spiritual &
economic values
(Minister – AC2)
Water for Aboriginal
cultural, spiritual &
economic values
(Minister – AC3)
Resilient & liveable cities &
towns
(Minister – L1)
Resilient & liveable cities &
towns
(Minister – L2)
Resilient & liveable cities &
towns
(Minister – L3)

Adaptation to climate change and variability
Qualitative description of how the Guidelines for Assessing the Impact of Climate Change on Water Supplies in Victoria will be used. Qualitative description
of how adaptation will be undertaken in each of the six business areas (source waters & demand, built assets, natural environment, people & workplace,
interdependencies, customer & product delivery). Include consideration of short, medium and long-term changes.
Customer satisfaction
Should demonstrate high or improving levels of customer satisfaction over time.
Customer and community engagement
Development and delivery of an engagement strategy/plan/policy and publication (via the water corporation’s website) of the engagement
strategy/plan/policy or equivalent explanation.
Engagement of Aboriginal communities
• A strategy that demonstrates how the water corporation will build capability and understanding of procurement processes to address barriers for
Aboriginal enterprises to supply goods/services to water corporations.*Refer to DELWP Aboriginal Procurement Strategy when developing.
• Number/explanation of sponsorships of Aboriginal people in relevant study and training courses, including scholarships, vocational education and
traineeships.
• Number of staff within the water corporation who have undertaken a cross-cultural training course (by relevant Traditional Owner) in the last 5 years.
Engagement of Traditional Owners
• Number of engagements with Traditional Owners in water planning and management and report on outcomes.

Aboriginal Inclusion Plan/Reconciliation Action Plan
Development of either an Aboriginal Inclusion Plan or a Reconciliation Action Plan reflecting measures AC1.1-AC1.3 and AC2.1 as appropriate.
Integrated Water Management
Progress towards:
• Participation in, or establishment of, IWM forum in your region.
• Contribution to development and implementation of Strategic Direction Statement(s) in your region.
• Implementation of priority IWM plans and projects as applicable.
• Delivering IWM outcomes for the region.
Water efficiency
Continue to collaborate on the Victorian Water Efficiency Strategy by water corporations working together through a coordination group to develop
Statewide initiatives; and reporting the number of customers in need assisted by Community Rebate Program.
Water bills
Total residential bills based on a) average consumption and b) 200kl consumption.

Minister’s Letter of Expectations Key Performance Indicators
Resilient & liveable cities &
towns
(Minister – L4)
Recognising recreational
values*
(Minister – Rec1)
*applied only to the extent
that water corporation
manages water storages
accessible for recreation

Payment management and hardship
Number of instalment plans at the end of the reporting period.
Number of customers awarded hardship grants.
Recreational values
Number of site-based projects delivered to improve recreational enjoyment of water storages.
Efforts taken around the following three themes of Water for Victoria:
• Number of engagement processes that identified and considered recreational objectives relating to management of waterways.
• Number of improvements to information sources (eg online) to help recreational users plan their activities.
• Collaboration with other organisations and government agencies to explore and progress opportunities to support recreational objectives.
Number of accessible major water storages with land and recreation management plans in place, as per Water for Victoria action 7.3.

Leadership & Culture
(Minister – G1)

Diversity and inclusion
Development and delivery of a Diversity Inclusion Plan/s and publication (via water corporation’s website) of the Inclusion Plan or equivalent explanation.
Number of females occupying senior executive positions over projected five year period.
Adopt strategies and actions to achieve a 1% target for Aboriginal people in the business.
Actions taken to improve participation by Traditional Owners in Board committees and other organisational committees.
Number of respondents to the VPSC People Matter Survey from each water corporation.

Leadership & Culture
(Minister – G3)

Health and Safety
Performance indicators adopted to monitor occupational health and safety in line with FRD 22H, section 6.10.

Financial Sustainability
(Minister – F1-F8)

Financial Indicators
Overall reporting on these measures (interest cover, gearing ratio, internal financing ratio, current ratio, return on assets, return on equity, EBITDA margin,
credit rating) should demonstrate financial sustainability and provide a positive picture of a corporations’ financial sustainability over time.

DELWP Performance Reporting Framework

2021/22
target

Customer
Responsiveness
(DELWP – CR1)

Water quality complaints
Number of water quality complaints regarding discolouration, taste, odour, stained washing, illness or cloudy water per 1000 customers

3.8

Customer
Responsiveness
(DELWP – CR4)

Billing and account complaints
Billing/payment issues complaints for 1000 customers year on year

1.7

Customer Bill
(DELWP - L.3a)

Total typical residential customer bill
Total annual water supply and sewerage bill based on customers average annual residential use (146 kL)

$1,106

Customer Bill
(DELWP - L.3b)

Total residential customer bill
Total residential bill 200 kl

$1,217

Water &
Sewerage
(DELWP - WS1)
Water &
Sewerage
(DELWP – WS2)
Water &
Sewerage
(DELWP – WS3)
Water &
Sewerage
(DELWP – SS1)
Water &
Sewerage
(DELWP – SS2)

Unplanned water supply interruptions

Environmental
(DELWP – E1)

Effluent reuse volume (end use)

Environmental
(DELWP – E2)

Total net CO2 emissions
Total net tonnes CO2 equivalent tonnes

0%
Interruption time
Average duration of unplanned water supply interruptions

< 80 minutes

Restoration of unplanned water supply
98%
Containment of sewer spills
99%
Sewer spills interruptions
No of residential sewerage customers affected by sewerage interruptions restored within 5 hours

99%

20%
25,680

Wannon Water
PO Box 1158
Warrnambool Vic 3280
Telephone
1300 926 666
Email info@wannonwater.com.au
Customer Service Centres:
Hamilton
66 Gray Street
Portland
15 Townsend Street
Warrnambool 25 Gateway Road
www.wannonwater.com.au
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