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01 
About us
Our purpose is to improve the availability 
of water resources that are essential for 
the people of NSW.
We are a State-Owned Corporation established under the 
WaterNSW Act 2014 and operate under an Operating Licence 
issued and monitored by the Independent Pricing and 
Regulatory Tribunal (IPART). 
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Source water  
protection

Protection of the Greater 
Sydney drinking water 
catchment to ensure safe 
water is supplied to Sydney 
Water, local councils 
and other distributors for 
treatment and distribution 
to their customers.

Bulk water  
supply

Supply water from our 
storages to customers in the 
Greater Sydney drinking 
water catchment and in the 
state’s regulated surface 
water systems.

System  
operator

Efficient management of 
the state’s surface and 
groundwater resources to 
maximise reliability for users 
through the operation of 
the state’s river systems and 

bulk water supply systems, 
in collaboration with the 
Murray-Darling Basin Authority 
which directs operations of 
the River Murray system.

Infrastructure planning, 
delivery and operation 

Meet customer-defined 
levels of service consistent 
with NSW Government 
policy and priorities to 
increase the security and 
reliability of water supplies 
to our customers and the 
communities of NSW.

Water resource and 
market information

Provide efficient and timely 
services to our customers 
for water licensing and 
approvals, water trades, 
billing and meet their water 
resource information needs 
for surface and groundwater 
quantity and quality.

Our responsibilities
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Department of 
Planning, Industry and 

Environment.
Government agency

Manages environmental 
water within NSW. 

Independent Pricing and 
Regulatory Tribunal (IPART)

Independent tribunal
Sets prices for bulk water 

and administers WaterNSW 
operating licence.

Natural Resources Access 
Regulator (NRAR)

Independent regulator
Responsible for compliance 

with and enforcement of 
the regulatory framework 

for water, and determining 
licensing and approval 

applications and renewals 
for some users.

Working in partnership 
– regional NSW
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NSW Department of Planning, 
Industry and Environment  

(DPIE)- Water
Government agency

Responsible for planning, policy 
development, and regulatory 

frameworks for regional water in 
NSW. 

State-owned corporation
Responsible for supplying the state’s  

bulk water needs, operating the  
state’s river systems and the bulk  
water supply system for Greater  

Sydney and providing services to its 
customers with respect to licensing  

and approvals, water allocation  
trades, water licence trades  

and water resource  
information.
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02 
Our customer  
services
We provide you with the following services:

water licensing advice, applications and renewals

water account transactions and dealings 

water entitlement and allocation trade

water ordering

water resource and market information

metering and billing

information services including water quantity, quality, 
supplementary announcements, operations updates 
and algae alerts.

At WaterNSW we are committed to providing our customers 
with the highest level of service and support as efficiently as 
possible. We aim to work with you in a long-term partnership 
and help you achieve your goals. 

You can review our customer service charter on our website.
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03
Water licensing & approvals
We are responsible for managing access to water and 
ensuring water is shared equitably between the environment, 
farmers and industry.

Requirements for an approval or licence to access water 
depends on how and why you want to use the water.

Three type of approvals can be granted:
Water supply work approval which authorises an 
approval holder to construct and use a water 
supply work at a specified location such as pumps, 
bores, spear points or wells. This approval cannot be 
traded to another property or location.

Water use approval which authorises an approval 
holder to use water for a particular purpose, such 
as irrigation, at a particular location. It may also 
authorise the use within NSW of water taken from a 
water source outside NSW. This approval cannot be 
traded to another property or location.

Flood work approvals which authorises an approval 
holder to construct and use flood work at a 
specified location. An approval may be granted 
after assessing whether the work may have 
significant impacts on the floodplain environment, 
neighbouring properties, health and safety,  
or whether particular conditions to minimise  
any impacts may be required.
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Applying for a new Water Access Licence (WAL)
Water Access Licences (WALs) entitle licence holders:

• to specified shares in the available water within a particular 
water management area or water source (the share 
component)

• to take water at specified times, rates or circumstances from 
specified areas or locations (the extraction component).

Water sharing plans establish rules for sharing water between 
the environmental needs of the river or aquifer and water 
users, and between different types of water use such as 
domestic supply, stock watering, industry and irrigation.

In order to take water for a particular purpose, you may need 
to obtain a WAL nominating a water supply work approval.

Most water sharing plans allow for applications for the following 
categories of Water Access Licences (WALs):

Specific purpose WAL. This WAL specifies the purpose the WAL 
can be used for and may limit the operation of the WAL to a 
particular location where it can be used.

WALs with a zero-share component. This allows you to have 
a water allocation account and to buy or transfer allocation 
water on an annual basis or share component from another 
WAL holder.

You can apply for a new WAL using water applications online 
or by downloading and completing an application form. 

Check out our website for more information  
at waternsw.com.au/wao
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Taking water
A new WAL becomes legally effective only when it is 
registered by NSW Land Registry Services (NSW LRS) on the 
NSW Water Register. It is the responsibility of the applicant to 
present the notification to NSW LRS to register the WAL on the 
WAL Register. A fee is charged by NSW LRS.

Visit nswlrs.com.au

No longer need your Water Access Licence (WAL)?
If you no longer need to take or use water, you can voluntarily 
surrender your water access licence. To surrender your WAL, 
you need to complete a “notice to surrender water access 
licence” form and ensure it is signed by all holders, ensure 
any security interests (mortgage charges or caveats) have 
been discharged or withdrawn. Ensure all outstanding water 
charges have been paid.
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Check out our website for more information 
at waternsw.com.au/licensing

NSW water register
The NSW Water Register is designed to provide a  
record of every Water Access Licence (WAL) in New  
South Wales and is now available online.

The aim of the WAL Register is to:

• make information on water access licences easily available 
to WaterNSW and to the public

• provide a transparent system for water access licence 
information

• reduce conveyancing costs and

• help to develop a market in water access licences.

The NSW Water Register can be accessed at  
waterregister.waternsw.com.au
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04
Temporary 
allocation 
assignments
Water allocation assignments 
(formerly known as temporary 
trades) allow a holder to transfer 
their available water allocation to 
another holder for a set period.

The Water Management Act 
2000, water sharing plans and the 
access licence dealing principles 
allow the trade of allocation water 
subject to some conditions.

This allows a licence holder to sell 
water in their water allocation 
account that is surplus to their 
immediate needs or to buy water 
to meet a short-term requirement.

Trading between 
regulated, unregulated 
and groundwater sources 
is not permitted.

!
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Application forms for trading water
Please see below a list of trade applications required. 

Customer Form required Description

Regulated

Application 
to assign 
surface water 
allocation 
(Form 71)

to buy and sell water 
within a regulated river 
system under the Water 
Management Act 2000

Unregulated

Application 
to assign 
unregulated 
water 
allocation 
(Form 71)

to buy and sell water 
within an unregulated 
source under the Water 
Management Act 2000

Groundwater

Application 
to assign 
groundwater 
allocation 
(Form 71)

to buy and sell water  
within a groundwater 
source under the Water 
Management Act 2000.

Once completed, applications can be emailed or mailed to 
the address below:

Phone: 1300 662 077 
Email: Water.Trade@waternsw.com.au 
WaterNSW 
PO Box 453 
DENILIQUIN NSW 2710

For more information please check out our  
website at waternsw.com.au/trading
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05
Water Access Licence  
(WAL) dealings
WaterNSW and NSW Land Registry Services (NSW LRS) are 
involved in Water Access Licence (WAL) dealings.

Under the Water Management Act 2000, general WAL 
dealings include the permanent trading of WALs, as well 
as any changes to a WAL (for example subdividing or 
consolidating).

WALs are maintained on the NSW Water Register by NSW LRS, 
and general WAL dealings only take effect when registered 
by NSW LRS on the WAL Register.

Please refer to the Appendix to review a summary of general 
WAL dealings.

You can apply for a general WAL dealing using two options: 

Go to Water Applications Online 

           waternsw.com.au/wao

Download an application form 
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The form must be signed by all applicants and submitted by 
email (as a scanned attachment), post or lodged in person at 
your local WaterNSW office. If consent is granted, WaterNSW 
will provide you with the notification form for lodgement with 
NSW LRS. NSW LRS charges fees for registering dealings and 
issuing the new or updated WAL certificate.

Check out our website for more  
information at waternsw.com.au/wao
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06
Ordering water
Ordering water is important as it helps to ensure water is 
delivered to customers in an  efficient manner minimising losses.

Benefits of ordering water:
water account management
Water orders are debited to your access licence to maintain 
compliance.

If you have multiple accounts (i.e. licences) you will need to 
place your order against the account you are wanting to take 
water from.

When you enter a meter reading in iWAS against an approval, 
the balance of the licence linked to that approval is updated. 
This gives you the most accurate balance for your water 
ordering.

daily river operation
Water orders help to calculate releases from our storages on a 
daily basis and ensure your water arrives on time. By ordering 
water, our water systems operators can be aware of what 
is needed to meet our customers day-to-day requirements. 
Accurate water ordering reduces end-of-system losses that 
impact future available water determinations.

licence condition compliance
Customers are required to place water orders according to 
the conditions of their water access licence. Lead times vary 
depending on your position along the river. It is necessary to 
allow for travel times (lead times) when ordering water to be 
released for your needs.

18
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Submit a water order
You can submit your water order by either:

using our efficient online system iWAS

downloading a water order form from our website 

contacting our customer helpdesk on 1300 662 077.

When a volume of water is taken without an 
approved water order, then a penalty of up to five 

times the volume of water may be imposed under the 
Water Management Act (2000). In some cases, a failure to 
order water is a breach of a licence condition and there is 
also the possibility that you may be contacted by NRAR.

To ensure we process your water order promptly we 
require the following information from you:

access licence holder’s name

access licence number

works approval number

extraction site

pumping dates

current meter reading (optional but recommended)

name, signature and contact details for the person 
lodging the water order.

!
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Your water order will not be accepted if:

• the form is incomplete

• any of the information on 
the previous page is missing

• you have insufficient water 
in your account to cover 
the order

Amend or cancel a water order
If you want to cancel or amend an existing water order, 
submit your order cancellation or amendment form in the 
same manner as a water order. Note that in some valleys, 
water orders can be cancelled or amended if:

• approved by our Water System Operations team

• there is a rain event of more than 50mm over 24 hours  
(as recorded by the Bureau of Meteorology).

Processing time:
Cancellation or amendment of water orders outside the lead 
days will be processed without delay. 

Cancellation or amendment of water orders within the lead 
days will be assessed and you will be notified of the status of 
your water order cancellation or amendment on completion 
of the assessment.

If your water order is placed inside the lead days (ie. less 
than the time it takes for the water to arrive at your pumping 
site after being released at the dam), your order will not 
be accepted without approval from our Water System 
Operations team.
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Check out our website for more information 
at waternsw.com.au/ordering

Order water online with iWAS  
(Internet Water Accounting System)
iWAS is a single location where all your water account 
information is stored and provides you with the flexibility to 
access it 24 hours a day, seven days a week. iWAS is an easy 
way to understand your account balances including:

how much water you 
have in your account

enter, amend and  
place your water orders

see your delivery 
schedules

edit your account details

download water account 
statements

any water at risk of forfeit at 
the end of the water year.

Sign-up! 
You can sign-up for our iWAS system at waternsw.com.au/iwas. 
Alternatively, you can call our customer helpdesk.

You will be required to:

1. enter your customer 
number, which can be 
easily found on your water 
account statement

2. enter the activation code, 
which is the account 
number on your bill 

3. enter your temporary 
password

4. ensure you read and 
accept the terms and 
conditions

5. click on register.
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07
Metering
Water meters are a key tool for measurement and monitoring 
of your water usage. Accurate metering is essential for fairness 
and equity of water sharing between users. Licence holders 
should check their works approval conditions to ensure their 
site is compliant with current metering regulations.

Meter reading and water orders
If you are a regulated river licence holder you are required to 
place a water order prior to any water being pumped. Any 
water extracted via your pump, as determined by your meter 
reading, will need to be reconciled to a relevant water order.
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What do I do if my meter stops working?
If your meter has stopped working, you have 24 hours  
to complete the online 91i form that can be found at 
waternsw.com.au/forms. This form advises WaterNSW that your  
meter has stopped working. You will have 21 days to either 
repair or replace your meter.

You can request an extension to the time frame required  
to repair or replace your meter. 

Please see our website waternsw.com.au/metering for all the 
details.

Replacing your water meter
If you need to install a new or replacement water meter, then 
a water flow meter should be installed in accordance with the 
NSW non-urban water metering policy. 

Water meter owners need to ensure their site continues to 
comply with their metering conditions.
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Metering standards
The NSW Government has released a new metering 
framework for non-urban water meters in NSW, which 
commenced on 1 December 2018.

Metering service charge
Meters installed by us as part of the NSW metering scheme  
are state-owned and will incur a metering service charge  
to cover the cost of operation and maintenance in 
accordance with the national metering standards. Charges 
vary depending on the size and type of meter installed.

Metering service charges are set by IPART.

Compliance
All compliance activity is now the responsibility of the Natural 
Resource Access Regulator (NRAR).

Contact NRAR on 1800 633 362 or via email  
Nrar.Enquiries@nrar.nsw.gov.au 

Check out our website for more information 
at waternsw.com.au/metering
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08
Fees and charges
The Independent Pricing and Regulatory Tribunal 
(IPART) determines WaterNSW prices. For more detailed 
information, please visit waternsw.com.au/pricing and 
click on the relevant IPART determination.

Check out our website for more information 
at waternsw.com.au/pricing

Did you know you can use our regulated, 
unregulated and groundwater billing 
calculators to compare and calculate 
fees at waternsw.com.au/calculator
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Register for electronic billing to receive your  
bill via email. 
Sign up now at waternsw.com.au/ebilling  
or call our friendly staff on 1300 662 077.

09
Your accounts and  
paying your bills
We offer a wide range of payment options, to ensure  
we make your payment experience easy for you.
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Payment options:
Paying by credit/debit card: One of the fastest and 
most convenient ways to pay your bill is via credit/
debit card online. You can either pay at waternsw.com.
au/paymybill or via the phone on 1300 662 077. You’ll 
need your WaterNSW bill handy to be able to make 
your payment. All transactions are handled securely 
by Westpac banking services. Credit card surcharges 
apply.

BPAY: To set up BPAY you’ll need the biller code and 
customer reference number. They are on the payment 
slip on the lower half of the first page of your invoice.

Pay in person: Pay your bill in person at any Australia 
Post Office. Present your payment slip and pay via cash, 
EFTPOS, cheque or money order at any post office.
Alternatively, you can pay on the Australia Post website.

Billpay: You can pay your WaterNSW bill by phoning 
Australia Post Billpay on 13 18 16.

Paying by cheque: Payable to WaterNSW, send your 
cheque payment to WaterNSW, PO Box 1018, Dubbo,  
 NSW 2830.
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Billing cycles
We issue bills that represent your entitlement charges as well 
as with any usage charges that have taken place during the 
bill period. The billing periods are below:

Regulated water customers

Your bills are issued quarterly in arrears where you will pay your 
annual entitlement charges along with your water usage in 
four instalments during the year, on top of any water charges 
that you have used during that quarter.

Unregulated water  and groundwater customers

Your bills are issued annually in arrears where you will pay 
your annual entitlement in full in one bill, along with any water 
charges from the prior year.

Fish River customers 

Your bills are issued bi-annually in arrears where you will be 
billed for the minimum annual quantity, along with any water 
charges from the prior 6 months.

Difficulties paying your bill?
If you have difficulties paying your bill, contact our Customer 
Helpdesk to identify options and solutions to sort out your bill 
before the next one is due, so we can help you to keep debt 
at a manageable level. 
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Check out our website for more information 
at waternsw.com.au/paymybill

The customer service team can offer you the following 
payment arrangement: 

• an extension of up to three months

• a payment arrangement to pay the account in regular 
instalments over a period of three months

• in some circumstances, we will allow a payment plan of 
longer than three months. This will require some evidence 
of hardship. 

Although we will consider your current circumstances and 
payment history when assessing an appropriate payment 
arrangement, the amount of your charges won’t be reduced.

All bills are payable in full, as specified on our invoices. If your 
bill is not paid by the due date, interest will be charged.

We will give you every opportunity to pay your bill. We do 
this by providing you with several reminder notices at regular 
intervals.

If your bill remains outstanding, and you have not contacted 
your customer service team to arrange for assistance, we will 
undertake a process to enact recovery and may suspend 
your licence and this will affect your ability to order and take 
water.

Before the licence suspension is lifted you will be required to 
pay the overdue amount in full. The lifting of the suspension 
needs to be lodged with Land Registry Services (LRS) and 
could take up to 10 days to be processed.

If you have any questions or would like to discuss with  
our team, please call us on 1300 662 077.
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Check out our website for more information 
at waternsw.com.au/realtimedata

A mobile phone application for accessing  
real-time water data is also available to 
supplement the website called the WaterLive  
app and is available for iPhone (iTunes store)  
and Android (Google Play store).

10
Water supply and information
We undertake water monitoring on behalf of the NSW 
government and private customers. 

Over 5,000 monitoring stations measure the quality and 
quantity of water in our rivers, streams, groundwater bores  
and dams across New South Wales. Over 1,300 of these 
stations continuously monitor water sources delivering real-
time data through our telemetry and remote data capture 
networks. Information includes stream, storage or groundwater 
levels, streamflows, storage volumes, water temperatures, 
rainfall and various types of water quality data.

Realtime data can be found at realtimedata.waternsw.com.au. 
Don’t forget to bookmark the page.

Download our WaterLive app
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11
Water Insights
We know timely information is essential for you, so we have 
launched a new section on our website called Water Insights 
which is comprised of two tools: 

• Insights Portal – a dashboard that brings the key water 
resource information to enable you to make more informed 
water resource planning.

• Real-time data which provides you with information on 
surface water, including major rivers, major dam levels, dam 
inflows and groundwater data.

Insights Portal is a powerful new tool compatible with all 
mobile devices. It presents up to date information in a 
visual manner to help our customers, community and other 
stakeholders understand what water is present in the system.

Check out the pages on our website at 
waternsw.com.au/waterinsights
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12
Early Warning Notifications 
(EWN)
EWN is an automated notification system notifying the public 
of dam and supply activities. Notification categories include:

• dam safety notifications

• flood notifications

• high regulated releases

• Fish River supply interruptions.

How to register?
It is simple! Go to ewn.com.au and register. When you register, 
you can nominate the dam(s) you are interested in and the 
type of notifications required. Once registered, you will receive 
notifications in the event of a significant dam release or an 
emergency situation depending on which you choose.

Notification format available:
• SMS 

• Voice message on landline

• Email

Check out our website for more information 
at waternsw.com.au/EWN
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13
Customer Advisory Groups 
(CAGs)
We have established area-based Customer Advisory Groups 
(CAGs) across rural and metro NSW. CAGs are the primary 
forum for WaterNSW to regularly consult with a broad cross-
section of our customers on issues relevant to the performance 
of our obligations to customers.

Membership includes WaterNSW customers from the regulated 
and unregulated streams, groundwater users, stock and 
domestic water users, major water utilities, Local Water Utilities, 
local government, environmental water users, industrial and 
commercial water users and Aboriginal Cultural Heritage 
water users.

There are CAGs for the following regions:

• Barwon-Darling • Lachlan
• Border Rivers • Macquarie-Cudgegong
• Coastal-Hunter • Murray-Lower Darling
• Greater Sydney • Murrumbidgee
• Gwydir • Namoi-Peel

Find out about your local CAG  
representatives at waternsw.com.au/cag
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14
Subscribe to our 
communications
Stay informed with relevant news and water information direct 
to your inbox! 

Customer newsletters and news

Murrumbidgee Inter-Valley Trade (IVT) notifications

State-wide customer notifications

Greater Sydney water storage and supply report – 
weekly edition 

Regional water availability report – weekly edition 

Drought reports – weekly edition

Either go to our website at  
waternsw.com.au/subscribe or call our  
customer service team on 1300 662 007.
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15 
Our offices and recreational 
areas
With more than 40 dams across the state, we supply two-thirds 
of water used in NSW to regional towns, irrigators, Sydney 
Water Corporation and Local Water Utilities. Through our 
hundreds of employees located across the state, we provide 
services daily to over 40,000 customers across NSW and 
manage our extensive operational assets, water monitoring 
and metering networks.

Check out our website at  
waternsw.com.au/offices
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16 
How to contact us

General enquiries
Phone: 1300 662 077  
Email: Customer.Helpdesk@waternsw.com.au  
Business hours: Monday to Friday, 8 am to 5 pm
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 Appendix
Dealing Description Determining 

authority
71M Transfer of 
access licences

Permanent Transfer of entire 
access licence with the consent 
of the transferee.

Land Registry 
Services 
(LRS)

71N Term 
transfers of 
entitlements 
under access 
licences

Transfer of water entitlements to 
another person for a specified 
period of not less than 6 months. 
The consent of the proposed 
transferee to the term transfer is 
required. 

Land Registry 
Services 
(LRS)

71O Conversion 
of access 
licence to new 
category

Cancellation of the licence 
and the grant of a new licence 
of a different category or 
subcategory.

Determined 
by WaterNSW 
and registered 
by LRS

71P Subdivision 
and 
consolidation of 
access licences

Subdivision of an access 
licence—by cancelling the 
licence and granting two or 
more access licences in its 
place.
Consolidation of two or more 
access licences – that relate to 
the same water management 
area or water source and 
are of the same category or 
subcategory.

Determined 
by WaterNSW 
and registered 
by LRS

71Q Assignment 
of rights under 
access licence

Permanent trading of 
entitlements (full or in part) 
between the access licences of 
the same category with respect 
to the same water management 
area or water source.

Determined 
by WaterNSW 
and registered 
by LRS
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71R Amendment 
of share 
component of 
access licence

Cancellation of the access 
licence and the grant of a 
new access licence with a 
share component specifying a 
different water source or water 
management area.

Determined 
by WaterNSW 
and registered 
by LRS

71S Amendment 
of extraction 
component of 
access licence

Amendment of the extraction 
component of the licence so as:
(a) to vary the times, rates or 
circumstances specified in 
the licence with respect to 
the taking of water under the 
licence, or
(b) to vary the areas or locations 
specified in the licence as the 
areas or locations from which 
water may be taken under the 
licence.

Determined 
by WaterNSW 
and registered 
by LRS

71T Assignment 
of water 
allocations 
between access 
licences

Temporary trading of Water 
allocations (account water) 
between the water accounts for 
their respective access licences.

WaterNSW

71U Interstate 
transfer of 
access licences

Interstate transfer of access 
licences and their corresponding 
interstate equivalents.

Determined 
by WaterNSW 
and registered 
by LRS

71V Interstate 
assignment of 
water allocations

Interstate assignment of 
water allocations and their 
corresponding interstate 
equivalents.

WaterNSW

71W Access 
licence may 
nominate water 
supply works and 
extraction points

Amendment of the licence so as 
to nominate a specified water 
supply work or extraction point in 
the water management area or 
water source nominated by the 
licence. 

Determined 
by WaterNSW 
and registered 
by LRS
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Contact us
Call us on 1300 662 077  
Visit us at waternsw.com.au  
Follow us on   @WaterNSW

November 2019


