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Water Industry Performance Report

• Produced by the Essential Services Commission since 
2004. Focuses on:

• Customer value / affordability

• Supporting customers experiencing vulnerability

• Community satisfaction

• Meeting service standards

• Report aims to:

• Inform customers about their water business

• Provide incentives for water businesses to improve 
performance.







Value for money

Trust

Reputation in the community

Overall satisfaction



Customer Service Benchmarking Scores















Investment in Drinking Water 
Upgrades 2018-2026

• Kaniva 

• Elmhurst 

• Moyston

• Ultima

• Berriwillock / Culgoa 

• Brim / Beulah / Woomelang / Sea Lake

33 non-potable towns in the region remaining

Invested $59.7m 
(Average cost per 
benefiting customer = 
$31,874) shared across all 
GWMWater customers  



Infrastructure Renewals

$2.3 billion of infrastructure 
supported by ~70,000 
customers, operated over an 
areas the size of Tasmania.

Lots of new infrastructure in 
recent rural pipeline projects 
and urban drinking water 
upgrades.

Lots of old infrastructure in 
aging urban systems.

Key is to manage service 
affordability and reliability as 
we navigate these renewals.



Infrastructure

$2.3 billion of infrastructure 
supported by ~70,000 
customers, operated over an 
areas the size of Tasmania.



Operation of New 
Infrastructure
Lots of new infrastructure in 
recent rural pipeline projects 
and urban drinking water 
upgrades.



Renewal of Ageing 
Infrastructure 
Lots of old infrastructure in 
aging urban systems.

Key is to manage service 
affordability and reliability as 
we navigate these renewals.



Asset Lifecycle

Asset Performance

Lifecycle Cost

Risk



Sustaining our Services 

Ageing urban infrastructure.

Key is to manage service 
affordability and reliability as 
we navigate these renewals.



Modelling
Cost implicationBenchmark comparisonService standardScenario

 Cost per customer 

per year, for urban 

water customers

Achieve a service reliability 

experience nearer to that of 

the average Victorian urban 

customer

<200 customers to 

experience greater than 4 

interruptions per year

Reduce 

interruptions

No additional influence 

on price

GWMWater maintain current 

performance

<200 customers to 

experience greater than 5 

interruptions per year

Maintain 

performance

 Cost per customer 

per year, for urban 

water customers.

GWMWater move to a new 

trade-off, reducing 

performance in pursuit of 

reduced costs.

<200 customers to 

experience greater than 6 

interruptions per year

Reduce costs



Modelling
2028 Price SubmissionBenchmark comparisonService standardScenario

 Cost per customer 

per year, for urban 

water customers

Achieve a service reliability 

experience nearer to that of 

the average Victorian urban 

customer

<200 customers to 

experience greater than 4 

interruptions per year

Reduce 

interruptions

 Cost per customer 

per year, for urban 

water customers

GWMWater maintain current 

performance

<200 customers to 

experience greater than 5 

interruptions per year

Maintain 

performance

No additional influence 

on price

GWMWater move to a new 

trade-off, reducing 

performance in pursuit of 

reduced costs.

<200 customers to 

experience greater than 6 

interruptions per year

Reduce costs



1300 659 961 info@gwmwater.org.au
11 McLachlan Street, 
Horsham 3400

gwmwater.org.au
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