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Our customers asked for immediate climate change action, 
improved water quality and affordable prices, all while 
maintaining strong service levels…

In response, we will limit our price increase to 0.4% (excl. 
inflation) in the first year, deliver $20M worth of capital projects 
that will reduce our environmental impact and contribute to our 
climate change adaptation. We will also invest $6M of capital 
funds to provide high quality drinking water. 
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PREMO – Standard

Price Control – Price Cap

Reg Period – 5 Years

Price Path –

0.4% first year (excl. inflation)

No change years 2-5 (excl. inflation)

OPEX efficiency – 1.5%

Annualised Total Growth –

2.0% p.a to 2026

1.8% p.a from 2026-2031

Ave. Residential Consumption - 88kL



Performance Highlights 2018-23
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Challenges 
2018-23
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During December 2020, an algal bloom 

occurred earlier than is traditionally seen. 

This resulted in taste and odour impacts to 

our waterline communities. Following an 

independent review, Westernport Water has 

implemented procedural changes to the 

treatment process. The review has also 

informed our Water Quality Continuous 

Improvement Program in the next price 

period.



Performance 
Challenges 2018-23

Cost Drivers:

• Residential growth 2.5% above 

forecast

• Demand 10% above forecast

• 2.4 FTE staff increase

• COVID-19 safety measures

• Business Transformation Project 

accounting adjustment

Mitigation Actions:

• Reliance on internal labour

• VGPB reforms and State 

procurement use

• Renewable energy flow-through

• Structural change

• Payroll FTE reduction



Annual Performance Reporting
“Westernport Water’s self-

assessment benchmark is one of the 

highest. Its overall rating is based on 

its lowest rated outcome and each 

outcome based on its lowest rated 

measure. Its self-reporting is 

commendable, sending out its 

performance results to each of its 

customers as a bill insert.”

-Essential Services Commission, 

2021-22 Water Outcomes Report 



Customer 
Engagement

1 in 20 customers

participated

21 events 

and surveys

New innovations, including 

online deliberative forums 

and ‘Getting to Fair’ 

interviews, Traditional 

Owner engagement and 

community donation 

incentives

1) Deliver water that tastes and looks the same every 

time

2) Adapt to climate change and plan for future climate 

challenges

3) Focus on making water bills affordable for everyone

4) Deliver reliable wastewater services

5) Protect and enhance the natural environment.



Getting to Fair 
Interviews
• Limited mental health services in our region leave 

many people without support. Many of these people 
are also under rental or mortgage stress and may 
default on bills. 

• Levels of debt have increased over COVID-19 and 
this is having an impact on people with COVID-19 
specific support coming to an end. 

• Housing affordability and increasing rental prices is 
a major issue for many people. 

• Water bill prices are relatively cheap from a tenant’s 
perspective and flexible payment plans are effective 
for customers experiencing financial hardship. 

• Feedback from service providers is that customers 
under financial stress may not open their bills 
because they feel overwhelmed, others have poor 
digital literacy or simply do not have access to 
reliable internet to access information. 

• 0.4% price increase in first year only

• Increased hardship grants from 25 per 

annum to 100 in 2023-24

• Rebalanced fixed and variable pricing to 

give customers greater control over their bill

• All hardship program education and 

promotion has been included in operating 

expenditure forecasts. 



Customer Value



 Average residential bills will increase by $3 in year 1 (2023-24). No 

increases in years 2-5 (excluding inflation).

 Tenants will continue to have the cheapest average bill in Victoria.

 Hardship grants will increase from 25 per year to 100 in 2023-24.

 Water and wastewater reliability will be maintained at current 

period levels.

 Our customer service and responsive service will be maintained to 

our current high standard.

 $20M will be invested to reduce Westernport Water’s 

environmental impacts and contribute to climate change 

adaptation.

 Westernport Water will reduce its greenhouse gas emissions by 

35% (minimum).

 Westernport Water will invest $6M to deliver water quality improvements.

 We will implement new water quality technologies, such as automatic 

flushing devices, enhanced real-time monitoring and water quality 

analysers.

 Masterplans for our water purification plan and distribution system will be 

developed to prepare for future investment.



PS18 Capital Investment Comparisons by Submission



PS23 Capital Investment and Beyond



PS23 Capital Highlights

$4.34M – Recycled Water Wetland 

Storage

$2.10M – Water Quality Continuous 

Improvement Program



PS23 Capital Highlights

$1.88M – Bio-Gas Waste to Energy (Stage 1)

$1.56 – Renewable Energy 

Generation



Operational Expenditure

An accounting 

adjustment of $2.1M in 

2021-22 relating to the 

partially completed 

Business Transformation 

Project finance system 

implementation has 

been removed from the 

base year assumptions. 



Growth & Demand



Price Outcomes



In closing…

We believe our plan delivers the balance 
that our customers were seeking:

• We will invest in detailed planning for
growth-related capital works in PS28
to protect customers from unnecessary
costs

• We will increase our capital works
program to improve water quality and
accelerate climate change action

• However, we will do so being mindful
of affordability and vulnerability in our
community – increasing hardship
support and maintaining flat prices.




