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Namoi-Peel Customer Advisory Group 
Minutes of Meeting 

Monday 18 September 2017 
Ibis Styles, Tamworth 

 
Present:  Bruce Logan, Ian Coxhead, Jon-Maree Baker, Andrew Watson, Paul Keyte, David 
Gowing, Tom Woolaston, Darren Raeck, Ildu Monticone (observer), Neal Foster (observer), David 
Stockler, Jonathan Dickson, Gordon Dunsford, Craig Cahill, Andrew Fraser, Andrew Richardson 
and Toni Hayes (minutes). 

Ronan Magarahan attended via Skype for agenda item 8.1. 
Graham Begg attended via Skype for agenda item 9.6. 

Meeting Opened:  10.00am. 

1. Welcome and Introductions 

 Members welcomed and provided a brief introduction. 

2. Apologies:  David Phelps, Ken Stump, Mark Taylor, David Gee. 

3. Confirmation of Agenda Items & Declaration of Interest(s) 

 Declarations of interest were sought from attendees in relation to the meeting’s agenda 
items. No interests were declared. All items included in the agenda are not considered 
confidential unless declared as such.   

4. Carried Forward Actions arising from CSC minutes June 2017 

 Actions closed.   

5. CAG Member Introduction/Information 

Presentations by J Dickson (attached) 

5.1 CAG Roles & Responsibilities 

 Roles, responsibilities and scope of CAGs and CAG members going forward presented and 
discussed. 

 The role of the CAGs is to provide feedback to WaterNSW on issues relevant to its 
operations. The CAGs do not make representations to other agencies. 

 WaterNSW will meet with CAGs face to face a minimum of twice per year. Schedule of first 
round of meetings for 2018 provided. Discussed. 

5.2 CAG Member Documentation/Claims 

 WaterNSW is adopting more efficient ways to collect data. Internet link emailed to all 
members seeking completion of personal and banking details in July 2017. 

 After each CAG meeting members will receive an email requesting feedback, which includes 
the opportunity to submit a claim for sitting fees and mileage. 

6. Elections 

6.1 Election of Chair 

 Nominations for the position of Chair were called, with D Phelps nominated by J Baker/I 
Coxhead (carried). In his absence, D Phelps provided written advice during the meeting that 
he will accept the nomination of Chair. No further nominations received. 

 D Phelps was appointed to the position of Chair unopposed.  

 I Coxhead was nominated to the position of Deputy Chair by J Baker/B Logan (carried). No 
further nominations received. 
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6.2 Election of Customer Advisory Group Representative 

 Nominations were called for the position of CAG Representative. I Coxhead, as elected 
Deputy Chair, accepted the position unopposed.  

7. Water Delivery 

7.1 Water System Operations Report 

 C Cahill presented the water system operations report. Reports will be uploaded to 
WaterNSW’s website quarterly and can be found at www.waternsw.com.au/customer-
service/news/operations. 

 A BWT of approximately 57ML from Split Rock Dam to Keepit Dam planned December 
2017/January 2018. 

 System operations plan presented and discussed.  

8. System Operation and Asset Services 

8.1 Asset Maintenance and Services Update 

Presentation by R Magaharan via Skype (attached) 

 Asset performance and maintenance in the Namoi and Peel valleys presented and 
discussed.  

9. Presentations/Consultation 

9.1 Regulatory Reform 

Discussed by D Stockler 

Water Resource Plans (WRPs) 

 WaterNSW continues to meet with DPI monthly. Significant feedback received from 
customers indicating the WRP process has been slow and inadequate. WaterNSW has 
relayed this to DPI and continues to follow up and pursue monthly. 

 WaterNSW’s submission on the status and issues paper is available on our website. The DPI 
process hasn’t made submissions public however in some valleys customers have agreed to 
share submissions with each other.  

 Concerns highlighted by customers regarding the risk assessment report which contains a 
raw risk assessment indicating most of the dams are lacking in flow, which is not the case. 
WaterNSW advised that this particular risk is highlighted because it doesn’t get to zero flows 
(always minimum release). Customers are concerned that current risk assessment has error 
and does not clearly identify if the risk is raw, under current conditions or with mitigation 
measures applied and that the document could be misinterpreted. 

 Customers advised they have requested DPIW to redo the document however this was 
rejected. Concerned they are now stuck with the document. 

 A number of customers have written to DPIW highlighting issues/concerns however have 
received no response/feedback. Concerned that there is a target date for completion 
however there has only been one meeting to date and very little information is getting out.  

 Customers invited to send copies of correspondence sent to DPIW in relation to WRP issues 
to David Stockler (via Toni Hayes) to follow up/discuss at monthly meeting with DPIW. 
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Investigation of Allegations of Illegal Pumping Activity 

 As a result of the recent Four Corners program, five independent enquiries have been 
identified (none of which are directed at WaterNSW).  As WaterNSW has carriage of former-
DPI compliance functions, we are providing assistance as required to the Ken Matthews 
enquiry. 

 WaterNSW stresses that no convictions or prosecutions have been made, only allegations at 
this point. 

 A preliminary report on the Ken Matthews enquiry was released on 31 August, with follow up 
report due November.  

9.2 Voice of Customer Framework 

Presentation by J Dickson (attached) 

- WaterNSW is launching its Online Community in October which is a connection to a digital 
network of WaterNSW customers. CAG members will be automatically registered to this 
information sharing and gathering network and will receive an email confirmation once the 
platform is live. 

- A registration link was emailed to CAG members to share with their constituents so that the 
Online Community can grow and provide benefit to our customers. 

- A communications preferences survey will be sent to registered customers so WaterNSW 
can understand the type of information customers want and to ensure the platform fits your 
needs. 

- All information will be confidential. Will be used as an information collection tool to develop 
our systems/processes. 

- WaterNSW uses Twitter as one of our communication platforms to keep customers informed, 
and encourages customers to follow WaterNSW. 

9.3 Customer Communications 

Customer Service Charter 

 WaterNSW is revising its Customer Service Charter to reflect additional responsibilities taken 
over from the Regulator, including customer contact; licensing, regulation and dealings; 
water delivery, ordering and reporting; and information and communication. 

– Overview of end-of-call survey results provided (July 2017). 

CIMS/WaterNSW Phone System Update 

- WaterNSW is upgrading its telephony platform to enable customers to make contact through 
multiple avenues (eg phone, IM, SMS etc). Currently assessing options, with expected 
implementation early 2018. 

9.4 Levels of Service (LOS) 

Presentation by A Fraser and A Richardson (attached) 

 As discussed at past CSC meetings, WaterNSW is undertaking a LOS project in order to 
develop customer supported long-term infrastructure plans. The project will be implemented 
over the next two years and covers regulated assets only.  

 20-Year Infrastructure Strategy discussed. WaterNSW will only invest in assets that 
customers see value in. Currently looking at establishing a baseline of existing performance. 
Customers noted that the baseline needs to be clearly identified and articulated to 
customers.  
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 Presented and discussed issues identified that affect customer LOS in the Namoi and Peel 
valleys and options identified to address key issues. WaterNSW will explore the issues and 
options with customers and investigate in more detail over the next 12 months. 

 Consultation steps and timeline presented and discussed. 

 Feedback sought from customers on how they wish to engage with WaterNSW on LOS 
during the period of consultation. Customer preference is for face-to-face consultation with 
additional stakeholders invited to attend. Piggybacking on CAG meetings is a good idea 
however meeting location within the valley needs to be reviewed with a suggestion to hold at 
Narrabri. 

 WaterNSW encourages customers to think about the major long-term issues facing their 
valley and associated LOS needs. 

9.5 Commonwealth Funded Asset Programs 

Discussed by A Fraser 

- National Water Infrastructure Development Fund applications currently open. 

- WaterNSW has prepared three submissions for capital funding, predominantly in the Border 
Rivers, Peel and Lachlan valleys. If any future funding opportunities are made available, 
customers will be kept informed.  

- Dungowan Dam study discussed. The decision on what happens with the study sits with DPI, 
Treasury and the Minister. The deadline has been extended to 21 September. 

9.6 Local Water Utility (LWU) Review 

Presentation by G Begg via Skype (attached) 

- The LWU Monitoring Review is a new WaterNSW Operating Licence obligation, instigated by 
NSW Health, due by December 2018. 

- The focus of the initiative is to explore what role WaterNSW can play in terms of mitigating 
risk to LWUs for town drinking water supply. 

- Currently developing the project plan which will be shared with LWUs and the CAGs over the 
coming 18 months. 

10. Reports 

Noted and taken as read. 

 Underspend discussed. Reports are ‘end of determination’ reports over a 3-year period. 
WaterNSW has committed to its shareholders to improve efficiency within the business. If 
there is continued underspend, the Regulator will look at this.  

 Fish passage strategy discussed. WaterNSW has been in discussions with DPI Fisheries for 
some time to identify what is prudent and efficient fishway design. Work will continue over 
the current determination period. 

 WaterNSW is in detailed discussions with DPI Fisheries regarding Gunidgera. WaterNSW is 
pushing hard to get the process up. Currently trying to address the best option to progress. 

 Customers noted they previously requested to decouple the Gunidgera weir raising/channel 
capacity issue from the fishway offset. Would like detail on what the original project plan to 
raise the weir looked like and estimates given, as well as an update on potential fish passage 
offsets that might be available if the upgrade work was to trigger a need to construct a small 
fishway in another location. 
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 C Cahill noted that at the last meeting it was clearly articulated from customers that 
customers wanted to progress the Gunidgera Creek project and decouple it from the existing 
fishway offset from Keepit Dam as the Gunidgera weir raising project is seen as a high 
priority project for the valley. 

Action NP1709.01:  Provide information to the Namoi-Peel CAG on the original project plan for 
raising Gunidgera Weir, including cost estimates and other potential fish passage offsets that might 
be available. 

Responsibility:  M Clayton 

11. General Business 

11.1 CAG Charter 

 Namoi Water has written to WaterNSW seeking amendments to the CAG Charter, including 
addition of 14 points previously contained in the CSC Terms of Reference and proposing to 
increase meeting frequency to 4 times per year. 

 Tamworth Regional Council indicated its support of the recommendations proposed, noting 
concerns around narrowing the terms and scope of the group under the new charter. 

 WaterNSW advised that the letter has been taken on notice and will be reviewed with other 
feedback from CAGs at the end of the current round of meetings. 

12. Meeting Review and Close 

 Next Meeting:  Thursday 22 February 2018 

Meeting closed: 1.20pm 
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CURRENT ACTIONS 

Action No. Action Responsibility Status 

NP1709.01 Provide information to the Namoi-Peel CAG on the original project 
plan for raising Gunidgera Weir, including cost estimates and other 
potential fish passage offsets that might be available. 
 

M Clayton  

 


