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We operate on the lands of Wadawurrung and 
Eastern Maar. We proudly acknowledge them as the 
Traditional Owners of the land and water on which 
we rely, and pay respects to their Elders, past, present 
and emerging.  

We also acknowledge that Wadawurrung and Eastern 
Maar never ceded this land or the water that flows 
through it. We thank them for the care they have 
taken of land, water and natural environment for tens 
of thousands of years and still continue this today.  

Our vision for reconciliation is for all peoples to stand 
unified in an inclusive and connected community. 

We will deeply support Wadawurrung and Eastern 
Maar in the development and implementation of 
their Country Plans and in their journey for self-
determination.  
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Figure 3-1: Material risks to customer services and/or prices  
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Figure 4-1: Engagement approach for 2023 Price Submission  
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Figure 4-2: Breadth of ongoing foundational engagement  (1) 
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Figure 4-3: Breadth of ongoing foundational engagement (2)  
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Figure 4-4: Example of ongoing foundational engagement:  Water for our Future  program  
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Figure 4-5: Breadth of engagement during Phases 1-3 
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Figure 4-6: Key insights that have shaped our 2023 Price Submission  
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Figure 4-7: Examples of customer feedback about our engagement  
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offered value for money when we were projecting a flat price path in 
July 20221. Our finalised negative price path provides even greater 
value. 

To what extent has the 
business demonstrated that 
its engagement was inclusive 
of consumers experiencing 
vulnerability? 

3.75 We celebrate diversity, show respect and appreciate the unique 
perspectives that our customers and stakeholders possess. We know 
that diverse voices means different views and experiences help us 
find the best solutions to ensuring a prosperous region.  

In 2018, we partnered with 13 social support service organisations 
and local councils from across our region to develop our Customer 
Support Strategy, so that vulnerable customer insights and values 
could be reflected in how they wanted to be supported 2. In early 
2022, we engaged with social support organisations, customers who 
had trouble paying bills, customers living with disabilities, culturally 
and linguistically diverse (CALD) customers and customers who had 
recently settled in the region to better understand their needs, and 
how we service and support them4. 

We have been engaging with customers experiencing vulnerability 
through a variety of platforms.  Since the start of the coronavirus 
pandemic, our dedicated outbound customer calling team has 
connected with more than 35,000 people (10% of our permanent 
population served) to offer support.   

To what extent has the 
business demonstrated that 
its engagement was inclusive 
of First Nations people? 

3.75 We are learning from Traditional Owners about how we can work 
with them to apply a Caring for Country approach to our land and 
waterways. Through our partnerships with Traditional Owners, we 
play a supporting role in their journey to self -determination.  Our 
Bellarine Basin rehabilitation project and Porronggitj Karrong project 
are examples of how we are including and enhancing Aboriginal 
Values and tens of thousands of years of Traditional Owner 
knowledge in managing our sites. 

We also care for and support Aboriginal and Torres Strait Islander 
peoples living in our region. Our Environmental Advisory Committee 
has First Nation representation and the committee has been 
engaged through out the development of our 2023 Price 
Submission. In addition and through our partnership with the 
Geelong Cats, we co-deliver a First Nations cultural connection 
program that engages Aboriginal and Torres Strait Islander young 
people from across our region  in the exploration and celebration of 
Aboriginal culture . We also engaged with the Wathaurong 
Aboriginal Co-Operative through our targeted engagement to 
develop the 2023 Price Submission4. 

Average Score  3.75 Leading  

  



https://www.barwonwater.vic.gov.au/about-us/policies-and-governance/aboriginal-employment-and-retention-strategy
https://www.awa.asn.au/resources/latest-news/2022-national-water-awards-winners
https://www.awa.asn.au/resources/latest-news/2022-national-water-awards-winners
https://www.esc.vic.gov.au/water/sector-performance-and-reporting/how-customers-rate-their-water-business
https://www.esc.vic.gov.au/water/sector-performance-and-reporting/how-customers-rate-their-water-business
https://www.yoursay.barwonwater.vic.gov.au/22311/widgets/147063/documents/58463
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5.3 How we will measure our performance  

Internally  

Our process of reporting performance internally will be streamlined now that our entire 
Strategy 2030 is centered on delivery of our four outcomes.   

The quarterly performance reports presented to our Board will be structured around our 
outcomes, aspirations and measures of success. 

Externally 

Our current process of reporting performance to customers includes publication of our 
annual customer scorecard on our website10, detailing our performance against each 
outcome and service level as assessed by our Customer and Environmental Advisory 
committees. 

We will continue to build on our existing approach over the next five years, and implement a 
robust communications and engagement strategy to capture further insights and feedback 
from our customers and key stakeholders on our performance. 

Figure 5-6 provides an example of how we will report performance. 

Figure 5-6: Example of performance reporting  

 











https://www.yoursay.barwonwater.vic.gov.au/deliveringthefuture
https://www.barwonwater.vic.gov.au/about-us/at-a-glance/price-submission-2018-2023/annual-performance-scorecard-2020-2021
https://www.barwonwater.vic.gov.au/about-us/policies-and-governance/customer-charter
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expenses such as development of a digital platform, and paying annual gateway fees and 
data management costs. We expect these will total $3.1 million over five years. If we decide 
to expand our smart network beyond FY28 (on the basis that it provides better value for our 
customers), associated operating expenditure would continue in the following regulatory 
period. 

Cyber security uplift 

Responding to cyber security risk is a major part of our Digital Strategy. Over the 2023 Price 
Submission period, we will implement initiatives to improve cyber security controls whic h we 
expect will amount to $5.3 million  over the regulatory period. These initiatives include 
improving cyber awareness and our ability to respond to a cyber -security event with minimal 
business interruption (thereby avoiding a potentially significant economic cost to our 
customers). 

Added oper ating expenditure for Customer Outcome 3: Healthier environment  
Upper Barwon River Health Initiatives 

We have agreed to implement river health initiatives under a shared arrangement with 
Corangamite Catchment Management Authority  (CCMA). We have allocated $0.9 million of 
additional expenditure over five years to improve the health of the Upper Barwon River 
(which feeds our second largest reservoir). We expect these initiatives and associated 
expenditure to continue beyond FY28 in line with community expecta tions. 

Stretch Reconciliation Action Plan (RAP) 

Along with additional commitments that form part of our Stretch RAP and a s part of a joint 
project between Eastern Maar, Barwon Water, Wannon Water, and Grampians Wimmera 
Mallee Water, we expect to incur an additional $0.7 million  operating expenditure over five 
years. Acknowledging the strong community support for our stretch Reconciliation Action 
Plan (RAP), and reconciliation in general, we anticipate expenditure associated with our RAP 
to continue beyond FY28. 

Decommissioning of Barwon Downs borefield  

We have allocated $0.8 million of expenditure in FY27 to decommission the Barwon Downs 
borefield , which we have ceased using. The decommissioning activities (such as removing 
disused infrastructure) are necessary to return the site to a safe condition. The expenditure is 
a one-off occurrence; it will therefore be removed from our baseline expenditure for the next 
price submission. 

Added operating expenditure for Cu stomer Outcome 4: Trust, value and  affordabili ty  
Increase to our hardship program 

We have strong community support to provide hardship assistance to the customers that 
need it most. This includes early intervention initiatives and working with customers directly 
to assist with any hardship the customer may be facing. We expect to increase direct 





http://www.bom.gov.au/water/npr/docs/2020-21/National_Performance_Report_2019-20_urban_water_utilities.pdf
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9.2 Customer growth and connections  
Regional migration triggered by the  coronavirus pandemic contributed to some of the 
highest growth ever recorded in our service area during 2020-21, with connections 
increasing by 3.0%. The significant departure from forecast levels of growth prompted us to 
revisit whether the projections o f Victoria in Future (VIF) would continue to be the best 
estimate of population change in the coming years. 

We sought external advice from forecast.id to help inform potential growth projections that 
might better reflect the emerging factors influencing ou r region. While this work enabled us 
to prepare an alternative, more assertive growth forecast than the one indicated by VIF at the 
time, we also remained committed to reviewing this once the latest actual growth results 
became available. 

In the same way the onset of the coronavirus pandemic triggered a sudden uplift in growth, 
over 2021-22 it became apparent that other factors (such as rising inflation and the impact 
of supply chain disruption on construction) might contribute to suppressing the recent rat es 
of higher growth. This was confirmed when the growth in connections in 2021 -22 was 
recorded as 2.2%, which was the lowest rate of growth experienced in the preceding five 
years, and consistent with VIF projections. 

The process of exploring the rapidly changing factors impacting growth in our region has 
confirmed a stabilisation from the peak experienced in 2020-21. This means that we now 
expect VIF continues to provide a reasonable representation of forecast population change. 

However, we also know that our region is not homogeneous, with rates of growth varying 
significantly between Geelong and other areas. For this reason, we propose to use the 
projections of forecast.id, which includes forecasts at a more granular scale that are better 
suited to our region and help distinguish between different parts of our service area. As 
Figure 9-1 shows, the projections of forecast.id and VIF 2021 are very closely aligned when 
reflecting growth across our service area. It also shows how the projections of forecast.id 
have tended to be more reflective than VIF of actual growth in our region in recent years.  
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Figure 9-1: Historical and forecast levels of population growth  

 

The change in customer numbers forecast over the next regulatory period is summarised in 
Table 9-1 below, reflecting the change in population growth projected by forecast.id.  

Table 9-1: Actual and forecast customer numbers  

Year 
Water customers  Sewerage customers  

Residential Non-residential Residential Non-residential 
%^  Total %^  Total %^  Total %^  Total 

2018-19 Actual 2.3% 149,288 1.8% 12,407 3.6% 136,731 1.4% 9,541 
2019-20 Actual 2.6% 153,167 1.9% 12,637 2.8% 140,622 2.7% 9,795 
2020-21 Actual 3.1% 157,932 1.5% 12,827 3.3% 145,269 1.8% 9,969 
2021-22 Actual 2.3% 161,592 0.7% 12,919 2.5% 148,836 0.7% 10,043 
2022-23 Forecast 2.2% 165,158 2.2% 13,204 2.2% 152,121 2.2% 10,265 
2023-24 Forecast 2.2% 168,722 2.2% 13,489 2.2% 155,404 2.2% 10,486 
2024-25 Forecast 2.1% 172,297 2.1% 13,775 2.1% 158,696 2.1% 10,708 
2025-26 Forecast 2.1% 175,930 2.1% 14,065 2.1% 162,042 2.1% 10,934 
2026-27 Forecast 2.1% 179,572 2.1% 14,357 2.1% 165,397 2.1% 11,160 
2027-28 Forecast 2.0% 183,173 2.0% 14,644 2.0% 168,713 2.0% 11,384 

^Year-on-year actual or forecast change in customer numbers 
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Figure A1-0-1 Top 12 capital projects over 2018 -23 regulatory period: On track   
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Figure A1-0-2 Top 12 capital pr ojects over 2018 -23 regulatory period: Delayed   

  






















































