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Greater Sydney Customer Advisory Group 
Minutes of Meeting 

Friday 8 September 2017 
 WaterNSW, 169 Macquarie Street, Parramatta 

 
Present:  Peter Gray, Paul Elias, Grant Moller, Chris Schumacher, Rhys  Brownlow, Paul 
Rasmussen, Simone Greenaway, Jonathan Dickson, Sonia Townsend (minutes). 

Meeting Opened:  10.04am. 

1. Welcome and Introductions 
 J Dickson welcomed members.  Each member provided a brief introduction. 

2. Apologies:  Robert Horner, David Parrott, Justen Simpson, David Stockler. 

 Confirmation of Agenda Items & Declaration of Interest(s)  
 Declarations of interest sought from attendees.  No interests were declared.   

4. CAG Member Introduction/Information 

4.1 CAG Roles & Responsibilities 
 Presentation by J Dickson (copy attached). 

 Copy of WaterNSW brochure “NSW’s bulk water supplier, river operator and your one stop 
shop for licensing, water trades and water information” provided to members. 

 WNSW will meet with CAGs face to face a minimum of six monthly.  Schedule of first round of 
meetings for 2018 provided.   

4.2 CAG Member Documentation/Claims 
 WNSW moving to electronic methods for documentation and claims.  Link sent to all members 

seeking completion of personal and banking details in July 2017. 

 After each meeting members will receive an email requesting feedback, and an opportunity to 
submit a claim.  WNSW rely on this feedback to assist in improving our customer engagement.   

5. Elections 

5.1 Election of Chair 
 Nominations for the position of Chair were called.  P Gray nominated by R Brownlow/C 

Schumacher.  As no further nominations were received, Peter Gray was appointed to the 
position of Chair.   

 J Dickson retained the position of Chair for the meeting, upon request of P Gray.   

 Nominations were called for the position of Deputy Chair.  P Gray/R Brownlow nominated Paul 
Rasmussen and was appointed to the position of Deputy Chair. 

5.2 Election of CAG Advisory Group Representative 
 No appointment to the position of CAG Representative was made at the meeting.  Chair will 

be adopted in the first instance.  
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6. Water Delivery 

6.1 Water System Operations Report 
 D Tomlinson and P Littlejohns provided an update on the water system operations report – 

http://www.waternsw.com.au/customer-service/news/operations 

 WNSW appreciate feedback on the format of the water operations report.  Contractual 
obligations have not been included in the report, as they are not applicable to the broader 
group.   

 Discussion on modelling and projection of minimum inflow sequences.     

 Discussion on Warragamba Dam works and operations, and impacts on the Hawkesbury 
Nepean.  Customers seeking clarification on who is responsible for managing flows in the 
Nepean, and detail on flow targets downstream of Warragamba.  WNSW noted that flows are 
delivered in accordance with the Water Sharing Plan (a copy of all Water Sharing Plans, 
including summaries, are available on the DPI Water website).   

Action GS1709.01: WNSW to provide clarity on their responsibilities with regard to flows in the 
Nepean River, and to confirm whether historical flow targets downstream of Warragamba have been 
removed.   

Responsibility:  S Greenaway 

Action GS1709.02:  WNSW to provide more detail on system flows in the Greater Sydney catchment 
including inflow from Cox’s system and Wingecarribee to Warragamba storage (to provide a more 
comprehensive overview of the system).  Water quality information (similar to that provided for 
Oberon) also to be provided for Warragamba in future Water Operations reports. 

  Responsibility:  Dave Tomlinson/P Littlejohns 

7. System Operation and Asset Services 

7.1 Asset Maintenance and Services Update 
 R Magaharan provided the Asset Maintenance and Services Update by Skype (copy attached). 

 Discussion on completion rate of maintenance plan (e.g.Shoalhaven 62%).  R Magaharan 
advised a priority rating is undertaken on all works to ensure high priority works (both corrective 
and routine) are undertaken, reviewed on a weekly and monthly basis.   

 Discussion on risk as a result of maintenance activities not delivered.  Customers requested a 
maintenance delivery program overview for the Fish River scheme (concern re condition of 
pipeline and capital maintenance undertaken over recent years).  Customers noted that air 
valve issues, pipe breakages etc. impact on Lithgow’s operations significantly. 

Action GS1709.03:  WNSW to provide an overview of Fish River capital works program in future 
Asset Maintenance and Services Update (including risk resulting from maintenance activities not 
being delivered).   

Responsibility:  R Magaharan 

 Customers requested a report on WNSW safety performance across the business (including 
safety initiatives, performance, LTIs etc.).  WNSW do not generally report to the CAGs on 
safety performance, which is monitored and reviewed internally.  Customers advised by 
WNSW that, as safety is not linked to WNSW service to its customers, the CAG is not seen as 
a mechanism to provide a contribution to WNSW in regard to safety.  WNSW advised 
customers that safety training is provided to all WNSW employees, with WNSW executive 
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having a requirement to undertake regular safety walks within the business.  WNSW maintain 
a very high safety culture within the business.   

8. Presentations/Consultation 

8.1 Regulatory Reform 
Presentation by J Dickson. 
 

Water Resource Plans (WRPs) 
 DPI Water own the WRP process, with WNSW as a stakeholders (alongside customers) in that 

process.  WNSW provided their own submission to DPI on the WRPs.   

 Timeline of key dates for the WRP process is available on the DPI website. 

Investigation of Allegations of Illegal Pumping Activity 
 As a result of the recent Four Corners program, four independent enquiries have been 

identified to date, with one currently active (none of which are directed at WNSW).  WNSW  
providing assistance as required to the Ken Matthews enquiry (as WNSW now have carriage 
of former-DPI compliance functions).   

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

8.2 Voice of Customer Framework 
- J Dickson provided update (copy attached) 

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

- WNSW launching their online community – connection to a digital network of WNSW 
customers.  CAG members invited to join this information sharing and gathering network, and 
will be automatically registered upon completion of post-meeting survey.   

- As one example of the survey data collected and overview of end-of-call survey results were 
shared (July 2017). 

8.3 Customer Communications 

 Customer Service Charter 
- Revised Customer Charter to reflect the additional responsibilities WNSW has taken over from 

the Regulator 

 Customer Contact 

 Licencing Regulation and Dealings 

 Water Delivery, Ordering and reporting 

 Information and Communication 

 

Consolidated Information Management System (CIMS) Update 
- WNSW upgrading telephony platform to enable customers to make contact through multiple 

avenues (e.g. phone, IM, SMS etc).  Currently assessing options, with expected 
implementation early 2018. 

8.4 Levels of Service 
Presentation by A Fraser (copy attached). 

- WNSW undertaking the LOS project over the coming 21 months to develop customer 
supported long-term infrastructure plans.   

- Outline of some of the issues identified which affect customer LOS presented.   
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- Current stage of consultation process:  existing LOS quantified per valley.  Early 2018 
customer consultations on long term issues and desired levels of service will commence.    
March 2019 customer-focussed long term strategy. 

- Customers discussed bringing Duckmaloi online to provide additional resource to customers, 
noting the need to address water quality issues at this location.   

- Feedback sought from customers on how they wish to engage with WNSW on LOS during the 
period of consultation.   

- Customer suggestions included online forums, webinars and face-to-face consultation.  
WNSW advised that some CAGs have expressed interest in including other community 
stakeholders as part of this consultation.     

- Customers discussed impacts of projected growth, and the associated challenges in the 
Greater Sydney area.   

8.6 Commonwealth Funded Asset Programs 
Presentation by A Fraser. 

- National Water Infrastructure Development Fund applications currently open. 

- WNSW submitted some applications in 2016 for a number of studies, with $1.4M obtained for 
two feasibility studies in the Border Rivers and Peel Valley.  WNSW currently preparing three 
submissions for capital funding, predominantly in the Border Peel and Lachlan valleys.  If any 
future funding opportunities are made available, customers will be kept informed.    

8.7 Local Water Utility (LWU) Review 
G Begg joined the meeting to provide the LWU Review (copy attached). 

- LWU review is a WNSW Operating Licence obligation, due by December 2018.   

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

- WNSW keen for members to be informed regarding investigations regarding increased 
monitoring.  No specific action required at this point from the CAG, however the group will be 
kept informed and provided with a draft report in 2018.   

- Customers agreed that water quality data is critical to local councils’ operations.  Customers 
concerned that responsibility for Duckmaloi storage is unclear.   

- Customers voiced concern regarding funding of water quality testing, noting that this will 
ultimately be determined by IPART.   

9. General Business 

9.1 Role and Scope of the Greater Sydney CAG 
 P Gray requested each member to send a paragraph introduction of themselves for 

consolidation/distribution to all members. 

Action GS1709.04:  CAG members to send a paragraph introduction of themselves (to S Townsend) 
for consolidation/distribution to all members out of session. 

Responsibility:  S Townsend 

 Customers discussed state policy on dam ownership.  Goulburn-Mulwaree Council have 
ownership of their pipeline which runs from Wingecarribee (including ownership of some 
lands), undertake dam surveillance and monitoring and manage associated water quality 
issues, in addition to managing customers along the pipeline.  WNSW suggest this could be 
flagged by Goulburn-Mulwaree Council in the next IPART submission, noting that operation 
and ownership of these assets is also dependent on policy, which is determined by the 
Regulator.   
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 Customers discussed uncertainty regarding responsibility for catchment management.    

 P Gray suggested a brief customer update from all CAG attendees at each meeting for 
members to raise individual issues which are relevant to the customer (suggest prior to General 
Business an agenda for discussion on individual customer issues over a working lunch).  
WNSW reminded customers that they do not represent other government agencies.   

 P Gray highlighted the lack of a customer representation for water users in the Sydney 
Catchment on the Greater Sydney CAG (noting that Sydney Catchment has now been 
amalgamated with WaterNSW).  Customers were reminded that WNSW are involved in all 
CAG forums, and at the conclusion of each CAG round, WNSW conduct a meeting with 
managers from all areas of the business to communicate CAG issues throughout the business.   

 P Gray suggested that six monthly meetings are inadequate, with more frequent meetings 
being desired.  WNSW are currently considering how information is disseminated between 
meetings, and although the next meeting will be conducted in March, WNSW will be providing 
out of session updates prior to that meeting. 

10. Meeting Review and Close 

Meeting closed: 1.11pm 
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CURRENT ACTIONS 

Action No. Action Responsibility Status  

GS1709.01 WNSW to provide clarity on their responsibilities with regard to flows 
in the Nepean River, and to confirm whether historical flow targets 
downstream of Warragamba have been removed.   

S Greenaway  

GS1709.02 WNSW to provide more detail on system flows in the Greater 
Sydney catchment including inflow from Cox’s system and 
Wingecarribee to Warragamba storage (to provide a more 
comprehensive overview of the system).  Water quality information 
(similar to that provided for Oberon) also to be provided for 
Warragamba in future Water Operations reports. 

P Littlejohns/ 
D Tomlinson 

 

GS1709.03 WNSW to provide an overview of Fish River capital works program 
in future Asset Maintenance and Services Update (including risk 
resulting from maintenance activities not being delivered).   

R Magaharan  

GS1709.04 CAG members to send a paragraph introduction of themselves (to S 
Townsend) for consolidation/distribution to all members out of 
session. 

S Townsend  

 


