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Executive Summary 

The peak long term planning documents of a local water utility, such as MidCoast Water 
Services, are the Integrated Water Cycle Management Strategy and the Strategic Business 
Plan.  

 

Figure 1 - Requirements for water utility planning 

In the preparation of the Integrated Water Cycle Management (IWCM) Strategy, titled Our 
Water Our Future 2045, (MidCoast Water, 2016), several future water and sewerage 
servicing scenarios were presented to the community.  Based on community expectations 
and its willingness to pay, a pathway for the next 30 years was prepared, to enable us to 
progressively deliver the services our community requires. 

This review of the Strategic Business Plan is necessary due to the recent integration of 
MidCoast Water into MidCoast Council and the potential implications this may have on the 
long term financial plan of MidCoast Water Services.  

Councils responsible for water supply and sewerage infrastructure 

Councils that have responsibility for water supply and sewerage 
infrastructure need to comply with the requirements and timeframes of the 
NSW Government’s Best-practice Management of Water Supply and 
Sewerage Guidelines 2007. These requirements include:  

 Preparing and implementing a 30 year Integrated Water Cycle 
Management (IWCM) Strategy  

 Preparing and implementing a 20-30 year Strategic Business Plan, 
Financial Plan and associated asset management plans  

 Annual Performance Monitoring, including preparing an annual Action 
Plan to review the council’s performance and to identify and address any 
areas of under-performance. The review also includes whether the 
current typical residential bill is in accordance with the projection in the 
Strategic Business Plan and any proposed corrective action.  

The development of both the IWCM Strategy and the Strategic Business 
Plan require significant community involvement. Further information on these 
requirements is available from the NSW Office of Water website 
www.water.nsw.gov.au. 
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The Business 

MidCoast Water Services is a 24 hour/day, 7 day/week, 365 day/year business providing a 
safe water supply and sewerage services to the community. Our highly skilled, specialised 
staff work to ensure that residents, businesses and visitors to the MidCoast region have 
access to quality drinking water and to sustainable sewerage services. Engineers, scientists, 
skilled operators and more ensure that our five water treatment plants, 13 sewage treatment 
plants, nine recycled water schemes, 203 sewer pump stations, 23 water pump stations and 
over 2300km of water and sewer pipes operate as intended to meet our community’s needs 
and provide the quality of life we value. 

The Plan 

This Strategic Business Plan has been prepared in line with the NSW Water and Sewerage 
Strategic Business Planning Guidelines (NSW Office of Water, 2011) (the “Guidelines”) and 
the Water Supply and Sewerage Strategic Business Planning and Financial Planning Check 
List (DPI Office of Water, 2014) (the “Check List”). 

Our Integrated Water Cycle Management (IWCM) Strategy Our Water Our Future identifies 
the future for the provision of water and sewerage services to our communities over the next 
30 years while this Strategic Business Plan spells out how we will deliver those services. 
Both plans are adaptive – periodically reviewed to ensure we respond to changes in a rapidly 
changing industry. 

The aim of this review of the Strategic Business Plan is to highlight to the newly elected 
council the pathway that has been negotiated with our community during the development of 
Our Water Our Future 2045, what we need to do and how we plan to do it.  

This plan will recalibrate the deliverables identified in Our Water Our Future 2045 and review 
our Total Asset Management Plan and Long Term Financial Plan. This planning is also 
integrated into MidCoast Council’s 3 year Delivery Program and Operational Plan. 
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Infrastructure

Water
Services



    
      

 

 
Future Directions (2018 – 2048) Strategic Business Plan iii 

 

The Strategy 

We will continue to manage the provision of sustainable water related services to meet our 
community’s needs, while working to improve our systems and processes to add value, 
increase efficiency and increase community satisfaction. We will do this in line with the 
values identified by the community - a connected community; our environment; our thriving 
and growing economy; and strong leadership and shared vision.  

MidCoast Water Services will: 

 Continue to develop and maintain a sustainable network of water and sewer systems 
to meet community needs and health and safety standards 

 Help to protect, maintain and restore water quality within our estuaries, wetlands and 
waterways 

 Sustainably manage our waste through reduction, reuse, recycling and repurposing 
 Proactively manage our resource consumption 
 Help to optimise land use to meet our environmental, social, economic and 

developmental needs 
 Assist in providing an environment to grow and strengthen local businesses and 

attract new business 
 Provide clear, accessible, timely and relevant information to support and inform the 

community 
 Identify and participate in initiatives for regional cooperation and collaboration 

We will achieve these strategies by focusing on our core business of delivering quality water 
related services, as well as focusing on long term opportunities to increase efficiency and 
add environmental, social or economic value. We will work towards asset management 
maturity, becoming a digital utility, and developing a workforce to help us achieve our vision. 
We will aim to make water and sewer services more affordable for our customers and to 
integrate the United Nations Sustainable Development Goals1 into our everyday business. 

 
                                                 
1 The United Nations’ Sustainable Development Goals were agreed upon in 2015 and aim to “end poverty, protect the planet 
and ensure prosperity for all as part of a new sustainable development agenda”. Refer to 
https://www.un.org/sustainabledevelopment/sustainable-development-goals/ 
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 Operating Environment Review 1

1.1 Institutional Arrangements for Service Provision 

MidCoast Council was formed by NSW Government proclamation on Thursday 12 May 2016 
through the merger of the former Great Lakes, Greater Taree and Gloucester Shire Councils. 
This covers an area which extends from Johns River in the north to Tea Gardens in the south 
and west to Gloucester – a total area of 10,000 km2. 

MidCoast Water Services (formerly MidCoast Water) is a division of MidCoast Council and 
has responsibility for the provision of water and sewerage services to the MidCoast Local 
Government Area. The statutory framework for the provision of these services by Council is 
provided by the Local Government Act 1993.  

 

               Figure 1-1: MidCoast Local Government Area  
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1.1.1 Dissolution of MidCoast Water and integration into MidCoast Council 
Since the dissolution of MidCoast Water and integration into MidCoast Council on 1 July 
2017 by proclamation of the Governor of NSW on 28 June 2017 ,  

Council has been in the process of integrating the water and sewerage functions of the 
former MidCoast Water into a division of Council, branded as MidCoast Water Services. A 
number of integration projects are continuing: 

 Revision of the organizational structure of the former MidCoast Water to incorporate 
employees into either MidCoast Water Services as a division of Council, or other 
divisions of Council as appropriate. 

 Integration of business processes such as financial management, development 
assessment, human resources management. 

 Re-negotiation of  the MidCoast Water Enterprise Agreement 2015 to be potentially 
incorporated into a future MidCoast Council Enterprise Agreement. 

 Integration of MidCoast Water’s enterprise business management system, based on 
Technology One into Council’s proposed integrated system. 

 Revision of office accommodation needs based on the new organisational structure. 

The proclamation for the dissolution of MidCoast Water and transfer of staff into MidCoast 
Council stipulated employment protections very similar to recent NSW council mergers, with 
the exception of the transfer of work base for non-senior staff (S.354I of the LG Act) 

1.2 Legislative Framework 

1.2.1 Local Government Integrated Planning and Reporting Framework 

Local councils in NSW are required to comply with the Integrated Planning and Reporting 
(IP&R) Framework, which includes requirements to prepare the following: 

− Community Strategic Plan (CSP) 
− Resourcing Strategy 
− Four year Delivery Program 
− Annual Operational Plan 
− Annual Report 

 
The Community Strategic Plan sits at the top of Council’s planning hierarchy and identifies 
the community’s main priorities and expectations for the future and ways to achieve these 
goals. The diagram following shows the relationship between each document in the 
framework. 
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Figure 1-2: Local Government IP&R Framework with NSW Water & Sewerage Strategic 
Business Plan requirements 
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In addition to the common requirements for the whole of Council, the Division of Local 
Government’s Integrated Planning and Reporting Manual for local government in NSW 
(March 2013) highlights the following more stringent requirements which apply for water 
supply and sewerage: 

“Councils that have responsibility for water supply and sewerage infrastructure need 
to comply with the requirements and timeframes of the NSW Government’s Best-
Practice Management of Water Supply and Sewerage Guidelines.” 

1.2.2 Other Legislation 

There are a number of other Acts which impact on the development and operation of the 
water supply and sewerage schemes. The key Acts to which MidCoast Water Services is 
required to comply, with respect to the supply of water and sewerage services are listed 
below.  

 Environmental Planning and Assessment Act 1979 
 Protection of the Environment Operations Act 1997 
 Protection of the Environment Administration Act 1991 
 Water Management Act 2000 
 Water Act 2007 (Cth) 
 Fluoridation of Public Water Supplies Act 1957 
 Work Health and Safety Act 2011 (WHS Act) and the WHS Regulations 
 Dam Safety Act 1978 
 Public Health Act  2010 
 Public Health Regulation 2012 
 Local Government Act 1993 
 Independent Pricing and Regulatory Tribunal Act 1992 

 

Further details of the legislation and the requirements of Water Services are listed in 
Appendix A - Requirements under the Acts. 
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1.3 Situation Analysis – Statutory and Regulatory Obligations 

1.3.1 NSW Best Practice Guidelines 

The NSW Best Practice Management Framework is the key driver for reform of planning and 
management and for continuing performance improvement. 

The NSW Government’s Best-Practice Management of Water Supply and Sewerage 
Framework was introduced in 2004 and updated in 2007, 2011 and 2014. The Framework’s 
19 requirements address the key recommendations of the Productivity Commission’s Report 
No. 55 on Australia’s Urban Water Sector, August 2011 and the nine national urban water 
requirements. 

MidCoast Water Services achieved 90% compliance for Water Supply and 100% compliance 
for Sewerage Services for the outcomes required by the Best-Practice Management of Water 
Supply and Sewerage Framework in the 2015-16 audits and continues to be audited 
annually. The table below summarises the current status of each of the Best Practice 
elements. 

Table 1-1: Compliance with Best-Practice Requirements  

Best-Practice Requirement Status as at March 2018 

1. Strategic Business Planning This document 

2. Pricing 
− Full cost recovery without significant 

cross subsidies 
 

− Complying residential charges with 
pay-for-use water pricing, 
independent of land value 
 

− Complying non-residential charges 
 

− Development servicing plan, 
commercial developer charges 
 

− At least 75% of residential water 
revenue from water usage charges 

 

 

 

 

 

  

 
Comply (Development Servicing Plan details 
cross-subsidy) 
 
Comply (2 tariff pricing in place) 
 
 
 
Comply  
 
Comply (Development Servicing Plan 
adopted in 2016) 
 
Currently 66%. MidCoast Water Services 
has a connected property density of 29 
properties per km of main. A connected 
property density below 30 properties/km can 
significantly increase the cost per property of 
providing services, as does a high number of 
small discrete water supply schemes. These 
factors impact on MidCoast Water Services 
ability to achieve 75% of water revenue from 
usage charges due to the high fixed costs 
involved. 
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Best-Practice Requirement Status as at March 2018 

 

 
− Complying trade waste fees and 

charges 
 

− Complying trade waste policy and 
approval for all dischargers 

−  

Not Complying – Currently 66% of residential 
revenue is from usage charges 
 
Comply 
 
 
Comply 

3. Water Conservation Summer Water Savings initiative in place 

4. Drought Management Comply (Drought Management Plan 2018) 

5. Performance Monitoring 90% compliant for water &100% complaint 
for sewer – refer to Section 9 Performance 
Monitoring 

6. Integrated Water Cycle Management 
(IWCM) 

Our Water Our Future 2045 adopted in 2016.

 

1.4 Situation Analysis – Key Result Areas 

The NSW Water and Sewerage Strategic Business Planning Guidelines (Department of 
Trade and Investment 2007) outline six key result areas for self-analysis for current and 
future positioning. A summary of the key result areas at a macro level is tabled below. 

Table 1-2: Key Result Areas 

KEY RESULT 
AREA 

CURRENT POSITION FUTURE POSITION 

Levels of 
Service 

The most recent Customer 
Survey Report (Connection 
Research 2014) indicates that 
the current levels of service 
are meeting the community’s 
expectations. 

Ongoing Customer Survey Reports every 
two years. 

Service Delivery Services delivered by a 
combination of in-house 
workforce, consultants and 
contractors. 

The integration of MidCoast Water into 
MidCoast Council will result in significant 
changes, to the structure and workforce 
particularly in the corporate services 
area. Internal service levels will need to 
be established to maintain current 
performance over the longer term.  

Customer 
Service 
 Areas 

Serviced 

 
 
97.4% of urban population 
provided with reticulated water, 

 
 
We recognise that we still have a number 
of unserviced villages in our area of 
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KEY RESULT 
AREA 

CURRENT POSITION FUTURE POSITION 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 Demand 

Management 
 
 
 
 
 
 
 
 
 Pricing and 

regulation of 
services 

 
 
 
 
 
 
 Customer & 

Community 

97.7% of urban population 
provided with sewerage. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Water demand per property is 
low on a comparative basis, 
and has decreased over years 
as effective demand 
management initiatives such 
as the Summer Water Savings 
Program and the Water Smart 
Rebate Program have been 
implemented. 
 
Pricing and Regulation 
requirements are 90% 
compliant with the Best 
Practice Guidelines 
 
 
 
 
 
Extensive customer and 
community involvement 

operation. Conceptual studies for the 
provision of reticulated water supply and 
sewerage services to these villages have 
been completed. It is uneconomical to 
proceed with these schemes without 
significant external subsidy. 
 
The NSW Government, through the 
December 2012 State Infrastructure 
Strategy, has identified the need to fund 
regional water and sewerage 
infrastructure in NSW in the medium to 
long term, six to 20 years.  
 
There is currently funding available 
through the Safe and Secure Water 
Fund; with MidCoast Water Services 
eligible to apply for 25%. 
 
We will continue to pursue all funding 
options available for these schemes. 
 
 
The Water Smart Rebate Program 
ceased due to diminishing returns in take 
up. 
 
Ongoing campaigns to improve water 
efficiency and community knowledge of 
sustainable practices 
 
 
 
Continued positive price signals to 
encourage water efficiency 
 
Assess need to implement appropriate 
residential charges to achieve 75% of 
income from usage charges, given 
density of connections 
 
 
Continue to provide a number of different 
engagement platforms to our community 
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KEY RESULT 
AREA 

CURRENT POSITION FUTURE POSITION 

Involvement occurred during the 
preparation of the current 
Integrated Water Cycle 
Management Strategy, Our 
Water Our Future 2045. 
 

and customers to ensure we are meeting 
expectations and levels of service  

Total Asset 
Management 
 Integrated 

Water Cycle 
Management 
Strategy 

 
 
 
 Operation & 

Maintenance 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
IWCM Strategy, Our Water 
Our Future 2045 adopted in 
2016 
 
 
 
 
$960 million asset replacement 
value 
Range of asset ages – some 
assets still in use beyond their 
expected useful life. 
 
Asset age profile provided in 
Asset Class Management 
Plans 
 
Majority of assets in good 
condition, with programmed 
replacement identified for 
critical assets  
 
Operations and Maintenance 
Manuals for : 
Sewage Treatment Plants 
(14) 
Recycled Water Treatment 
Plants (9) 
Water Treatment Plants (5) 
 
Risk based Drinking Water 
Quality Management Plan 
(DWQMP) based on the 
Australian Drinking Water 
Guidelines in place, and 
externally audited 

 
 
Continue to refine and recalibrate the 
roadmap developed in Our Water Our 
Future in the preparation of our Strategic 
Business Plan reviews. 
 
 
 
Replacement/Renewals Programs based 
on criticality and condition assessment 
 
 
 
 
 
 
 
 
 
 
 
 
 
Five yearly reviews of all 
Operation and Maintenance 
manuals and processes 
 
 
 
 
 
Integration of risk based priorities from 
DWQMP into renewal and upgrade 
priorities 
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KEY RESULT 
AREA 

CURRENT POSITION FUTURE POSITION 

 
 
 
 
 
 
 
 Capital 

Works 

 
Primary water sources: 
Manning River 
Karuah River 
Crawford River 
Tea Gardens Aquifer  
 
Capital Works Program is 
current. 
 
 

 
Commissioning of the Nabiac Inland 
Dune Aquifer Borefield and Nabiac Water 
Treatment Plant to improve security of 
supply. 
 
 
Expenditure shifting from major capital 
works to asset management. Significant 
capital investment has been required 
over the past 20 years to bring water and 
sewerage infrastructure in line with 
legislative requirements and the 
expectations of the community. 

Workforce  Attracting and retaining talented, first 
class employees continues to remain a 
significant priority for Water Services. We 
aim to achieve this by creating and 
providing a workplace that is safe, ethical 
and where our employees continue to be 
challenged to be innovative and make a 
difference. 

Finance 30 year financial plan sets out 
strategy for operations and 
capital expenditure and 
income.  
 

The water and sewer funds will be 
managed in a manner to achieve an 
operating surplus in each fund. A 
dividend may then be able to be 
transferred into Council’s consolidated 
revenue in accordance with section 409 
(5)-(7) of the Local Government Act 
1993. 

 

1.5 Business and Insurable Risk Profile Analysis 

The provision of water and sewerage services is a risky business. We must manage risks 
associated with providing what is essentially a food product (water) direct to thousands of 
homes and businesses every day, as well as those risks related to the safe and responsible 
transport, treatment and disposal of sewage. Additionally, we must address risks relating to 
managing aging water and sewer assets, a low density customer base, uncontrolled 
catchments, high infiltration into sewerage systems, and the secure yield of water supplies. 

MidCoast Water Services recognises that risk management is an integral part of good 
management practice and we are committed to establishing an organisational culture that 
ensures a consistent and systematic application to risk management, one that is embedded 
in all of our activities and business processes. We are focused on identifying risks in order to 
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make conscious decisions to accept, transfer or mitigate these risks in order to achieve our 
strategic goals and objectives. 

MidCoast Water Services’ risk appetite is 
in line with our strategic vision, mission 
and values. We have zero tolerance for 
risks that may compromise the safety and 
welfare of staff or members of the public. 
There is also limited tolerance to lack of 
transparent decision making and lack of 
good governance practices ensuring we 
put MidCoast Water Services in a good 
stance for future opportunities. We have 
limited appetite for risks that may have an 
adverse impact on long term financial 
sustainability. 

A summary of insurance policies held by 
MidCoast Water Services is shown in 
Appendix B – Summary of Insurance. 

Risk management is discussed further in 
Section 5.8. 
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 Vision and Mission Statement 2

2.1 MidCoast Council Community Strategic Plan – MidCoast 2030 

The Community Strategic Plan, developed in collaboration with the community, is the guiding 
document for all of Council’s plans and policies. MidCoast 2030: Shared Vision, Shared 
Responsibility includes the community’s vision and values, our objectives and the strategies 
we will use to achieve them. 

The community’s vision for MidCoast is: 

“We are recognised as a place of unique environmental and cultural significance. Our 
strong community connection, coupled with our innovative development and growing 
economy, builds the quality of life we value.” 

In addition to this vision, the community also identified five value areas: 

 Our unique, diverse and culturally rich communities 
 A connected community 
 Our environment 
 Our thriving and growing economy 
 Strong leadership and shared vision 

Each of these values is expanded upon to include objectives on what we want to achieve 
and strategies around how we will get there. These are available in MidCoast 2030: Shared 
Vision, Shared Responsibility. 

2.2 MidCoast Water Services’ Mission Statement 

MidCoast Water Services’ vision, mission and key activities complement and enhance the 
key priorities of the Community Strategic Plan. 

Our Vision 

MidCoast Water Services prides itself on our commitment and dedication to the provision of 
our services. 

Our vision is to “be recognised in the water industry as an exceptional provider of 
water supply and sewerage services to the MidCoast region” 

Our Mission 

The four main objectives of MidCoast Water Services are to; 

1. Protect public health 
2. Protect the environment 
3. Maintain service availability 
4. Operate in a financially sustainable manner 
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Our mission is to “Manage the provision of sustainable water related services to meet 
our community’s needs and provide the quality of life we value”. 

This aligns with the MidCoast Council mission which is: 

“We deliver benefits for our community in a way that adds value and builds trust”. 

 

Our Values  

Our values determine the way that we will conduct our business, the standards that we 
uphold and the things that we regard as important. 

MidCoast Water Services’ priorities, decisions and actions will be guided by the following 
organisational values; 

 Wellbeing – We value safety, security, health and happiness. 
 Integrity – We are open, honest, and accountable and take pride in all we do. 
 Sustainability – We use efficiencies, innovation and cooperation to achieve 

sustainable results. 
 Respect – We work together respectfully ensuring inclusion and open 

communication. 

The actions that we have identified that will help us to achieve our mission and vision are 
outlined in Section 10. 

2.3 Planning principles 

Our planning principles reflect the philosophies and commitments that are relied upon when 
making long-term planning decisions. These issues affect not only Council and our 
community, but the wider regional, state, national and international spheres. Together with 
our mission, vision and values, the planning principles form a pathway to sustainable 
management of our water resources 

The planning principles underpinning this Strategic Business Plan are: 

 Stewardship 
 Service 
 Partnerships and shared responsibility 
 Fairness and balance 
 Leadership 

2.3.1 Stewardship 

Council understands that it holds a great deal in trust for our community and the generations 
that will follow. We are committed to leaving a long-term legacy of sound and responsible 
resource management within our region. That is why MidCoast Water Services embraces the 
principles of sustainable water cycle management and reflects these commitments in our 
long-term plans and policies. 
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We also understand and acknowledge our duty of care over community assets and 
infrastructure, and our responsibilities as a community leader, major employer and local 
government authority. Our plan reflects these responsibilities with protection of public health, 
sound asset management strategies and workforce development plans. It encourages 
transparency and openness in decision-making and a commitment to the principles of 
ecologically sustainable development and social justice. We are mindful that our duty of care 
extends beyond the life of this present Council, this present management and this present 
generation. In preparing this Plan, we have sought to make decisions that will stand the test 
of time. 

2.3.2 Service 

At its essence, MidCoast Water Services is a service provider. Our long-term plans and 
aspirations reflect the need to maintain, improve and manage that service in a socially and 
environmentally responsible manner. Our strategic direction supports sustainable growth 
within our region, while being mindful of the need to provide long-term security of supply and 
protect water quality. Our challenge is to achieve consistency of service within a changing 
environment, to anticipate those changes and respond with balanced and equitable 
measures. Our plan acknowledges that it is not possible, or desirable, to provide reticulated 
water and sewerage to every household within our region, but provides a pathway to develop 
sound water and waste water management systems that are appropriate to social, cultural 
and environmental needs within our community. 

2.3.3 Partnerships and shared responsibility 

As a community-based organisation, Council shares a common future with the region that we 
serve. MidCoast Water Services is committed to working in partnership with our community 
in shaping that future. We understand that the long-term sustainable management of our 
water resources will rely on a sense of shared responsibility from all those who depend upon 
these resources for community, agriculture and other commercial needs. This Plan 
acknowledges that MidCoast Water Services is part of a network of local authorities, 
agencies and community groups who will work to protect and manage local water resources 
and to meet the growing needs of our region for the next 30 years and beyond. We have 
developed this plan with respect for the priorities of Council’s Community Strategic Plan. We 
also acknowledge other levels of State and Regional planning that directly influence 
community priorities and we have prepared our Plan with these priorities in mind. We are 
committed to continuing to work with our State and Regional stakeholders to shape the future 
direction of sustainable water resource management. 

2.3.4 Fairness and balance 

Underpinning this Plan is a commitment to make fair and balanced decisions when managing 
community resources. Our planning and performance measurement is based on quadruple 
bottom line principles – considering social, environmental, economic and civic leadership 
needs. In preparing this plan, we have been mindful of the long-term nature of the assets we 
create and the need to share the cost of providing and maintaining those assets amongst 
those who will benefit from them both now and in the future. We aim to ensure that resources 
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are managed in an equitable and responsible manner, balancing the needs of our community 
and our environment. 

2.3.5 Leadership 

MidCoast Water’s vision is to be recognised in the water industry as an exceptional provider 
of water supply and sewerage services to the MidCoast region. We have invested, and will 
continue to invest, in the business approaches, processes, innovations and systems that will 
put us at the forefront of the water industry and our long-term planning reflects that direction. 
We are committed to long-term leadership and investment in our community, through 
providing sound resource management, employment opportunities and sponsorship and 
support for community programs. And we are committed to leadership in addressing the 
issues that lie beyond our region – through encouraging other industry partners to share the 
wider view and supporting programs that address the needs of our global community. 

 Levels of Service (LOS) 3

The term Levels of Service (LOS) is used to define explicitly the standards required from 
water supply and sewerage systems from the perspective of the individual customer. Levels 
of Service are, in effect, an expansion of the Mission Statement, i.e. 

to “Manage the provision of sustainable water related services to meet our 
community’s needs and provide the quality of life we value”. 

Levels of Service are the primary driving force for a water supply and/or sewerage utility. It is 
convenient to consider achievement of target LOS as the primary objectives of a system. 

The four main objectives of MidCoast Water Services are to; 

1. Protect public health 
2. Protect the environment 
3. Maintain service availability 
4. Operate in a financially sustainable manner 

 
Levels of Service will largely shape the objectives and requirements for operation, 
maintenance, and provision of capital works in MidCoast Water Services’ Total Asset 
Management Plan. These, in turn, drive the Work Force Plan and the Financial Plan. Setting 
appropriate Levels of Service is one of the critical decisions in the development of an 
effective total asset management strategy for water supply and sewerage systems. 
 
Community satisfaction with our Levels of Service is gauged through ongoing Customer 
Surveys (refer to Section 5.3 Customer and Community Involvement). 
 
The most recent Community Satisfaction Survey, completed in 2017, indicated that Water 
Services is providing a quality essential service in line with community expectations. The 
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results also indicate that a pricing ‘mid-point’ has been reached and that the community is 
sensitive to utility costs and that pricing variations can produce strong reactions. 
 
Therefore, moving forward, the community has made it clear that they are happy with the 
current levels of service and the typical residential bill required in delivering this service. 
 
The LOS provided by Water Services were negotiated most recently with our community 
during the development of the Integrated Water Cycle Management Strategy (MidCoast 
Water 2016) where we worked together to find a balance between the community 
expectations of the services provided versus their willingness to pay. Table 3-1 represents 
the priorities in regards to water supply and sewerage servicing that were identified during 
the development of the current Integrated Water Cycle Management Strategy, Our Water 
Our Future 2045 along with a performance indicator that will be used to monitor our 
performance. 
 
Table 3-1: Integrated Water Cycle Management Priorities and applicable LOS Performance 
Indicators 

IWCM Priorities Level of Service Performance Indicator 

Water Security & Climate 
Variability 

Water Supply Reliability                                                            
Pressure at critical locations                                     
Duration, frequency and severity of drought water 
restrictions  
Peak daily demand/capacity  
Length of supply interruption - planned and unplanned  

Water Quality & 
Catchment Management  
 

Water Quality  
Microbiological parameters  
Physical parameters 
Chemical parameters 

Leakage, Infiltration & 
Condition of Major Assets 
 

Sewerage Reliability  
Sewer mains breaks and chokes per 100 km of main    
Sewer overflows to the environment 

Odours                                                                         
Number of odour complaints per 1,000 properties 
 

Effluent Management Effluent Quality 
90% licence limits for effluent discharge 

Legislative Framework 
and Acts  

Best-Practice Management Framework 
 
Response to Customer Enquiry  

Customer Complaints  

Number of water service complaints per 1,000 properties        
Number of sewerage service complaints per 1,000 
properties 
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Areas yet to be serviced  
 

Water supply coverage (% of urban population with 
reticulated water services) 
Sewerage coverage (% of urban population with reticulated 
sewerage services) 

 

3.1 Current Levels of Service 

3.1.1 Water Supply Service 

 
Water Reliability 

Length of supply interruption  

Planned Works – MidCoast Water Services aims to provide continuous and reliable delivery 
of water supply to all our customers; however, at times we may need to interrupt the water 
supply service to undertake maintenance and repair work. In these instances, we aim to 
provide customers with at least 48 hours' notice prior to the event.  

Unplanned Works – Our water supply system may also be interrupted by acts outside of our 
control. For these unplanned events, we are unable to provide customers with any notice. If a 
service is affected, we aim to restore the customers’ connection as quickly and effectively as 
possible. This may involve utilising temporary repairs to reduce the impact of extended 
delays or to allow us to manage the repair efficiently.  

In the event of an extensive planned or unplanned shutdown, MidCoast Water Services may 
consider the use of water tankers for extended disruptions or the delivery of bottled water for 
shorter outages. 

Table 3-2: Supply Interruption Indicator 

Performance 
Indicator 

Current Result Target ACTION 

Faults restored 
permanently or 
temporarily within 4 
hours 

No data  No data 90% 

2 Implement mobility 
technologies to enable real-time 
close out of work orders created 
to restore faults 

 

Water Pressure 
                                                 
2  
Current Result ACTION

 Very good, better than state median  New action required 

 Little worse than state median  Continue existing actions 

 Significantly worse than state median  

 No data available  
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Residual head required for Peak Instantaneous Demand (PID) is greater than 120 kPa. 

Desirable residual pressures between 300 kPa and 600 kPa.  

The maximum acceptable head (under static conditions) is 900 kPa. 

Duration, Frequency and Severity of Drought Water Restrictions 

MidCoast Water Services’ long term objective is to ensure that the total time spent in drought 
restrictions; 

 should be no more than 5% of the time 
 restrictions should not be applied in more than 10% of the years, and 
 when restrictions are applied the water supply system should be sized for a 10% 

reduction in demand 

This methodology approximates the severity of a “1 in 1,000 year” drought and is known as 
the 5/10/10 design rule. 

 

Peak Daily Demand/Capacity 

For existing development, the residual head provided for Peak Day Demand is > 210 kPa. 

For new development the residual head provided for Peak Day Demand is > 250 kPa.  

Residual head provided for Peak Instantaneous Demand is > 120 kPa. 

 

Water Quality 

MidCoast Water Services’ objective is to provide drinking water that achieves 100% 
compliance to targets within the Australian Drinking Water Guidelines (ADWG). 

 

Table 3-3: Water Quality Performance Indicators 

Performance 
Indicator 

Current Result Statewide 
Median 
(2015-16) 

ACTION 

Microbiological 
compliance 

100%  Very good 100%  Continue current practice 

Physical quality 
compliance 

99.9%  Very good 100%   Continue current practice 

Chemical quality 
compliance 

99.8%  Very good 100%  Continue current practice 
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Table 3-4: Public Health Performance Indicator 

Performance 
Indicator 

Current Result Target  ACTION 

Boil water alert 

0 boiled 
water 
alerts in 
the past 
18 
months 

 Very 
good 

0 
incidences 
per 18 
months 

 Adjust treatment 
processes in response to 
changes in raw water quality. 

 Ensure treatment plants 
operate within critical control 
points as detailed in the 
Drinking Water Quality 
Management System 

 Regular inspections of 
reservoirs in order to detect 
and repair any breakdown in 
the bird and vermin proofing. 

3.1.2 Sewerage Supply Service 

Sewerage Reliability 

Sewer overflows 

If an overflow should occur, please contact Water Services immediately. We will act as 
quickly as possible to minimise the damage and inconvenience.  

Table 3-5: Sewerage Reliability Performance Indicators 

Performance 
Indicator 

Current Result Statewide 
Median 

ACTION 

Sewer mains 
breaks and 
chokes  

8 per 100 
km of main   

 Very 
good 

38 per 100 
km of main 

 Continue current practice 

Sewer overflows 
to the 
environment 

3 per 100 
km of main   

 Good 14 per 100 
km of main 

  Continue current practice 

 

Table 3-6: Response Performance Indicator 

Performance 
Indicator 

Current Result Target ACTION 

Faults restored 
within 4 hours  

No data      No data    90%  Implement mobility to 
enable real-time close out of 
work orders created to 
restore faults 
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Odours    

Table 3-7: Sewerage System Efficiency Performance Indicator               

Performance 
Indicator 

Current Result Statewide 
Median 

ACTION 

Odour 
complaints 

1.4 per 1,000 
properties 

Low 0.9 per 
1,000 
properties 

 Monitor and analyse 
odour complaints, then 
devise program to address 
odour issues 

 
 

Customer Complaints 

We will continue to benchmark the number of complaints received per 1,000 properties 
against water utilities of a similar size with the objective of continuous service improvement. 

Our current level of service is; 

Table 3-8: Customer Complaints Performance Indicator 

Performance 
Indicator 

Current Result Statewide 
Median 

ACTION 

Water Service 
Complaints 

1.5 
complaints 
per 1,000 
properties 

 

Satisfactory 

4 
complaints 
per 1,000 
properties 

 Continue current practice 

Sewerage 
Service 
Complaints 

2.3 
complaints 
per 1,000 
properties 

 

Good 

5 
complaints 
per 1,000 
properties 

 Continue current practice 

 

Areas yet to be serviced 

Table 3-9: Serviced Areas Performance Indicator 

Performance 
Indicator 

Current Result Statewide 
Median 

ACTION 

Water supply 
coverage 

 97.4% of urban 
population with reticulated 
water services 

99.2%  Pursue state and federal 
funding 

Sewerage 
coverage 

 97.7% of urban 
population with reticulated 
sewerage services 

97.8%  Pursue state and federal 
funding 
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 Service Delivery 4

4.1 Structure within Council 

MidCoast Water Services is a division of MidCoast Council and the four-manager structure 
under the Director of Water Services was implemented in late 2017. The Water Services 
structure was selected to enable the division to fulfill its prime functions of providing water 
and sewerage services at the agreed levels of services. The Water Services structure within 
MidCoast Council is shown in Figure 4-1. 

 

Figure 4-1: Water Services structure within MidCoast Council 

 

The four-manager structure was selected as the preferred option amongst options that 
included two, three and five manager structures.  It was determined that the current 
arrangement would provide the right balance between quality service delivery, oversight, 
efficiency and cost. 

Water Services shares resources with the general purpose divisions of Council; mainly 
Customer Service and Information Technology. It was expected that efficiency gains due to 
resource sharing will be realised following the dissolution of MidCoast Water and subsequent 
amalgamation into Council.  

4.2 Delivery of Services 

Operation and management of the water and sewer services, and planning and project 
delivery functions is mainly undertaken by Water Services’ staff. Where required, 
consultancy services, day labour contracts and other contracts may be used to ensure that 
services are delivered in an efficient and cost effective manner. 

Planned capital works are generally undertaken using internal planning and project 
management resources, and using a combination of internal construction resources and 
external contractors, depending upon the size and nature of the works. MidCoast Water 
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Services have recognised that there are cost efficiencies in using construction staff to renew 
or construct water and sewer mains as well as construct or augment sewage pump stations. 
Day labour is used for longer mains and contractors are used for more complex projects 
such as treatment plant augmentation or construction. 

Due to our distance from major capital cities, skilled private sector resources are less reliable 
due to the scale of our business, establishment costs and reliability of timely access to 
resources. 

MidCoast Water services would typically contract out the following operations: 

Operation: 

 Minor operations such as lawn, weed control and ground maintenance 
 Billing 
 Operator training 
 Some meter replacement 
 Process audits and specialist advice 

Maintenance: 

 Asset inventory and condition surveys 
 Maintenance of major pumps 
 General maintenance contracts for the supply of labour and plant for both civil and 

electrical 
 Some pipeline cleaning and flushing 
 Cleaning of reservoirs 
 Rehabilitation of pipelines 
 Business enterprise system maintenance 

Capital works: 

 Specialist engineering for process and environmental studies on major projects 
 Detail design and contract documentation on major projects 
 Construction of major projects 

Workforce: 

 Specialist consultants for Water Service business systems development, 
management and audit 

Alliances and Shared resources 

MidCoast Water Services undertakes regional procurement resources with other Council 
water utilities through Hunter Councils and also partners in training and staff development 
with other regional water utilities. 

MidCoast Water Services is a member of the NSW Water Directorate, an industry 
association of NSW regional water utilities formed in 1998 to address a need to cooperate on 
common water policy and technical challenges in NSW. 
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Figure 4-2: Summary of progress on the 2008 Integrated Water Cycle Management Plan. 
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 Customer Service Plan 5

The aim of the Customer Service Plan is to have systems that will identify our customer 
needs and satisfaction with services, pricing and controlling environmental effects within 
regulatory requirements. This section outlines our service areas; demand management 
initiatives; pricing and regulation of water supply, sewerage and trade waste; customer and 
community involvement; environmental management; water cycle analysis projection; 
integrated water cycle management; drought management; drinking water management; 
work health and safety; and risk management. 

The objectives, strategies and actions of specific aspects of this Customer Service Plan are 
also addressed in other documents developed by MidCoast Water Services, including our 
Integrated Water Cycle Management Strategy, Drinking Water Quality Management System 
and Drought Management Plan. 

5.1 Service Areas 

The MidCoast local government area (LGA) is the largest in NSW, with a make-up of 190 
suburbs and a population of over 90,000 people. The LGA covers more than 10,000 square 
kilometres with 190 kilometres of coastline. 97.4% of our urban population is serviced with 
reticulated water and 97.7% or our urban population is serviced with reticulated sewerage. 

MidCoast Council provides water supply and sewerage services to some 40,000 homes and 
businesses. MidCoast Water Services is responsible for five local water supply systems, 
delivering more than eight billion litres of treated water, each year to our customers. Our 
main water supply network is the Manning Water Supply Scheme, which serves customers 
from Harrington in the north to Pacific Palms in the south and west as far as Krambach. 
Smaller water supply schemes operate at Tea Gardens, Bulahdelah, Stroud and Gloucester. 

Our wastewater management networks are also extensive, including 14 sewage treatment 
plants and nine water recycling systems. Our recycling schemes currently provide treated 
water for irrigation of agricultural land at Taree, Wingham, Lansdowne, Coopernook and 
Stroud and public recreation areas at Hawks Nest, Tuncurry, Bulahdelah and Harrington.  

5.1.1 Water Supply Serviced Towns and Villages 

The towns and villages currently provided with water supply located within the MidCoast LGA 
are listed in Table 5-1. 

Table 5-1: Water Supply Schemes and Service Areas 

Water Supply Schemes Serviced Towns and Community Systems 

Bulahdelah Water Supply Scheme Bulahdelah 

Gloucester Water Supply Scheme Gloucester 

Barrington 

Manning Water Supply Scheme Bohnock Harrington Oxley Island 

Bootawa Hallidays Point Pacific Palms 

Brimbin Jones Island Pampoolah 
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Water Supply Schemes Serviced Towns and Community Systems 

Coopernook Kiwarrak Rainbow Flat 

Croki Kooringhat Redhead 

Crowdy Head Krambach Smiths Lake 

Cundletown Kundle Kundle Tallwoods 

Darawank Lansdowne Tarbuck Bay  

Dumaresq Island Langley Vale Taree South 

Dyers Crossing Manning Point Tinonee 

Failford Mitchells Island Tiona  

Forster Moto Tuncurry  

Ghinni Ghinni Mondrook Wallabi Point 

Glenthorne Nabiac Wingham 

Green Point Old Bar  

North Karuah Water Supply Scheme North Karuah 

Stroud Water Supply Scheme Stroud and Stroud Road 

Tea Gardens Water Supply Scheme Tea Gardens and Hawks Nest 
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Figure 5-1: Water Supply Schemes and Systems 
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5.1.2 Towns and Villages with existing Sewerage Systems 

MidCoast Water Services is responsible for the management of 14 sewerage schemes and 
operates sewage treatment plants for all schemes except North Karuah.  Sewage from North 
Karuah is pumped to the Karuah Sewer Treatment Plant which is managed and owned by 
Hunter Water.  

The towns/villages currently provided with sewerage servicing located within the MidCoast 
Local Government Area are listed in Table 5-2. 

 

Table 5-2: Sewerage Schemes and Service Areas 

Sewerage Schemes Serviced Towns & Communities (Systems) 

Bulahdelah  Bulahdelah 

Coopernook  Coopernook 

Forster  Forster  
Green Point 

Pacific Palms 
Seven Mile Beach 

Smiths Lakes 
Tarbuck Bay 

Gloucester  Gloucester and Barrington 

Hallidays Point  Hallidays Point 
Wallamba 

Nabiac Tuncurry 

Harrington  Harrington and Crowdy Head 

Hawks Nest  Hawks Nest and Tea Gardens 

Lansdowne Lansdowne 

Manning Point Manning Point and Pelican Bay 

North Karuah North Karuah 

Old Bar Old Bar and Wallabi Point 

Stroud  Stroud 

Taree  Taree, Taree South, Cundletown and Tinonee 

Wingham  Wingham 
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Figure 5-2: Sewerage Schemes and Systems
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5.1.3 Unserviced Areas 

In 2000, an analysis of unserviced communities which have the potential to impact 
downstream activities was undertaken. This analysis included a risk assessment which 
considered: 

 The number of existing developed lots and their size; 

 The site soil conditions; and 

 The proximity of the existing development to downstream activities such as town 
water supply, shellfish food production, aquatic ecosystem and recreational and 
agricultural uses. 

The unserviced communities that were assessed are shown in Table 5-3. 

Table 5-3: Unserviced communities 

Residential 
Moorland Johns River Mount George Crowdy Head (now 

serviced) 
Allworth Limeburners Creek Booral Stroud Road 
Wards River Coomba Park Coolongolook Wootton 
North Pindimar South Pindimar Bundabah North Arm Cove 
Tahlee Carrington Nerong Seal Rocks 
Krambach Croki Elands Oxley Island 
East Wingham North East Wingham Wingham Industrial Kookaburra Drive (now 

serviced) 
Ritchie Crescent (now 
serviced) 

Glenthorne (now 
serviced) 

Harrington Industrial 
(now serviced) 

Colonial Leisure Village 
(now serviced) 

Tea Gardens Industrial    
Rural residential 
Homestead and 
Heritage Estates (now 
serviced) 

Rainbow Flat Nabiac Rural Sorrento Place 
 

Cedar Party Clovernook Drive Kolinda Drive Warwiba Road 
Helmich Close Bungay Estate Idlewoods Estate Diamond Beach 
Forrest Downs Manning Waters Malcolms Road Riverview Drive 
Abbott Road Racecourse Estate Shearwater Estate  

The report from this analysis provided a priority ranking of small villages and ‘fringe’ areas 
for both the former Greater Taree City Council and Great Lakes Council areas. These 
rankings are shown in Table 5-4. The former Gloucester Shire Council was not 
amalgamated with MidCoast Water at the time that the detailed risk assessment was 
undertaken and, as such, unserviced communities in the former Gloucester Shire local 
government area were not part of this assessment. We have looked at the Gloucester area 
unserviced communities at a high level and have determined that villages such as Stratford 
belong in Priority Group 3. 
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Table 5-4: Unserviced village priority ranking 

Priority Group Area 
1 Coomba Park 
1 North Arm Cove 
1 Stroud Road 
1 Bungay (a) 
2 Crowdy Head 
2 Allworth 
2 Shearwater 
2 Cedar Party (a) 
3 North Pindimar 
3 South Pindimar 
3 Bundabah 
3 Nerong 
3 Forrest Downs (a) 

 (a) Rural residential development did not qualify for state government subsidy. Bungay Estate was reported to 
Council in June 2012 as no longer requiring a sewerage scheme as the costs exceeded the benefits. Other rural 

residential development requires a similar review. 

A number of residential urban ‘fringe’ areas such as Glenthorne, Kookaburra Drive, etc. were 
connected to sewerage between 2001 and 2009. The remaining urban fringe areas are the 
industrial areas at Tea Gardens, Harrington and Wingham which are all currently under 
review for reticulated sewerage. 

From 2003 to 2005, the options for servicing the villages were further developed with cost 
estimates for each option prepared. In 2009, Crowdy Head was provided with reticulated 
sewerage with 25% subsidy from the NSW government. 

The following table indicates today’s approximate cost per lot of the preferred options as 
reported in 2003. 

Table 5-5: Estimated Service Connection Costs 

Village Water Supply Sewerage Total 
Coomba Park $26k $25k $51k 

Allworth $39k $33k $72k 
Nerong $45k $45k $90k 

Stroud Road (currently supplied 
with town water) 

$40k $40k 

North Port Stephens 
North Arm Cove $30k $26k $56k 
North Pindimar $30k $33k $63k 
South Pindimar $30k $33k $63k 

Bundabah $30k $33k $63k 
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Figure 5-3: Priority Unserviced Villages 

 

The characteristics of the unserviced villages are shown in Table 5-6. 

It has been determined that unless significant government subsidy is made available, it is not 
financially feasible for MidCoast Water Services to design, construct and then operate and 
maintain water and sewer services in the unserviced villages. Accordingly, these projects do 
not appear in the Long Term Financial Plan or capital works program. 
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Table 5-6: Unserviced village characteristics 
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Coomba 
Park 

625 445 Village  No high community 
demand for reticulated 
water supply 

Priority area due to 
environment risk from 
potential sewerage 
spills into the Wallis 
Lake 

North Arm 
Cove 

445 131 Village Has been demand from 
developers for the 
provision of reticulated 
water to the village 

Has been demand from 
developers for the 
provision of reticulated 
sewerage to the village 

Stroud 
Road 

230 112 Village  Reticulated water 
system 

Potential environmental 
pressures for 
reticulated sewerage 

Allworth 166 99 Village No high community 
demand for reticulated 
water supply 

Priority area due to 
environment risk from 
potential sewerage 
spills into the Karuah 
River 

Shearwater   Rural 
residential 

Reticulated water 
system 

Fringe area to the 
existing Tea Gardens 
system 

Pindimar 281 84 Village No high community 
demand for reticulated 
water supply 

Potential environmental 
pressures for 
reticulated sewerage 

Bundabah 109 29 Village No high community 
demand for reticulated 
water supply 

Potential environmental 
pressures for 
reticulated sewerage 

Nerong 105 91 Village No high community 
demand for reticulated 
water supply 

Potential environmental 
pressures for 
reticulated sewerage 
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5.2 Pricing and Regulation of Water Supply, Sewerage and Trade Waste 

MidCoast Water Services’ financial structure is divided into two separate businesses – Water 
and Sewer. These are subject to legislative restrictions and monetary transfers between two 
businesses are only permitted with Ministerial approval. A brief summary of the relevant 
legislation is as follows: 

 Section 501 of the Local Government Act 1993 (the Act) allows a council to impose 
charges for water supply or sewerage services.  

 Section 409(3)(a) of the Act requires a special rate or charge (which includes water 
supply and sewerage charges) to be used only for the purpose for it was levied. (Link to 
S.409) 

 Under section 409(5)-(7) of the Act, a council may deduct an amount from water and 
sewerage funds as a return on capital, that is, a dividend. A dividend can only be paid 
only after the Minister responsible for water agrees that the council has complied with the 
NSW Best Practice Management of Water Supply and Sewerage Guidelines out of funds 
that are surplus to annual operating costs. 

The MidCoast Water Services division also needs to cover MidCoast Council’s internal costs 
(overheads) from shared corporate services since MidCoast Water’s dissolution and 
integration into council. A corporate overhead model is under development to provide 
transparent and cost-reflective internal corporate services. 

 

5.2.1 Full Cost Recovery 

Income is obtained from annual water and sewer charges and charges for use, developer 
charges and occasionally, government grants. Loan borrowings are also used to fund water 
and sewer capital works. 

MidCoast Water Services will continue with the previously proposed increase to water fund 
rates of 8% in 2018-19 and proposed no increase to sewerage in 2018-19, 2019-20 and 
2020-21. Following this, pricing is indexed to CPI each year for the following 29 years for 
both funds. Both the water and sewerage businesses are capable of funding the new and 
replacement assets needed to provide the current level of service to its customers and 
the broader community. 

Developer charges are set according to the 2016 Developer Charges Guidelines for Water 
Supply, Sewerage and Stormwater (DPI Water 2016) and are an important part of fair pricing 
of water related services. 
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5.2.2 Water Supply 

Land supplied with water from a water main belonging to 
MidCoast Water Services is subject to a two part charge 
consisting of an annual water access connected charge 
based on the size of the water meter (Table 5-7) and a 
usage charge based on water consumed (Table 5-8). 

Table 5-7: Annual water access charges 

Meter Size (mm) Price (2017-18 FY)  
20 $276 
25 $436 
32 $721 
40 $1,129 
50 $1,768 
80 $4,545 
100 $7,105 
* Pricing is subject to CPI increases. 

 

Table 5-8: Usage charges 

Price (2017-18 FY) 
$3.28 per kilolitre (thousand litres) for the first 50 kilolitres per quarter 
$3.66 per kilolitre (thousand litres) in excess of 50 kilolitres per quarter 
* Pricing is subject to CPI increases. 

A rebate of 50% off the account each quarter up to a maximum rebate amount of $21.88 
each on both water and sewer charges is given for eligible pensioners. 

Access charges for non-residential water supply based on the size of the water meter 
(provided in Table 5-7) and a usage charge based on water consumed (Table 5-9). 

Table 5-9: Industrial Tariff 

Price (2017-18 FY) 
$3.01 per kilolitre (industrial usage greater than 20,000 kilolitres per year) 
$2.62 per kilolitre (industrial usage greater than 100,000 kilolitres per year) 
* Pricing is subject to CPI increases. 

An annual unconnected water access charge may apply to land that is situated within 225 
metres of a water main belonging to MidCoast Water Services, whether that land is 
connected to the water supply or not. 

Unconnected water access charge $276. 
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MidCoast Water Services water revenue is composed of 34% annual access charges and 
66% water usage charges. It is acknowledged that this is not in line with guidelines of at 
least 75% residential revenue from usage. However, MidCoast Water Services has a 
connected property density of 29 properties per km of main, and a connected property 
density below 30 can significantly increase the cost per property of providing services, as do 
a high number of small discrete water supply schemes. These factors impact on MidCoast 
Water Services’ ability to achieve 75% of water revenue from usage charges due to the high 
fixed costs involved in operating and maintaining five water supply schemes. 

Water supply charges are proposed to increase by 5%. The impact of this increase is being 
concentrated on the access charge to take into account the high fixed cost associated with 
water infrastructure and fairly distribute this cost over all properties connected to the water 
supply network. 

5.2.3 Sewerage: Residential 

Land from which sewage is discharged into a sewer main 
belonging to MidCoast Water Services is subject to an annual 
sewer connected charge. A sewer unconnected charge may apply 
to land that is situated within 75 metres of a sewer main belonging 
to MidCoast Water Services, whether that land is connected to the 
sewer or not. 

A rebate of 50% off the account each quarter up to a maximum 
rebate amount of $21.88 each on both water and sewer charges 
is given for eligible pensioners.   

Table 5-10: Quarterly sewer charges 

Description Charge per quarter ($) 
Connected $254.75 
Unconnected $192 
Former Great Lakes and Greater Taree council 
areas - Approved pump charge 

$205 

Former Gloucester Shire council area - Sewer pump 
maintenance charge 

$57.75 

* Pricing is subject to CPI increases. 

 

5.2.4 Sewerage: Non-Residential 

Sewer volumetric charges are applicable to motels, hotels, non-strata titled units, caravan 
parks, licensed clubs, laundries, schools, hospitals, nursing homes, community swimming 
pools, shopping complexes, preschools, restaurants, service stations, factories, car wash 
facilities, medical centres and multiple occupancies. The sewer volumetric charging system 
consists of two components; an access charge and a usage charge. 



    
      

 
 

 

 
Future Directions (2018 – 2048) Strategic Business Plan 36 

 

Sewer volumetric charges are based on water meter size and are shown in Table 5-11.  

Table 5-11: Sewer access charges 

Meter Size (mm) Price (2017-18 FY)  
20 $768 
25 $1,202 
32 $1,973 
40 $3,091 
50 $4,833 
80 $12,384 
100 $18,812 

* Pricing is subject to CPI increases. 

The above figures are multiplied by a discharge factor. This discharge factor is assessed on 
the percentage of water purchased from MidCoast Water Services discharged into the 
sewer. The factor depends on the nature of the business. 

The sewer usage charge is $2.62 per kilolitre of assessed discharge to sewerage. A 
minimum charge of $1,019 will apply to all properties charged under the volumetric formula. 
These charges are in addition to any trade waste charges which may apply. 

 

5.2.5 Trade Waste Regulation Policy and Approvals 

Liquid trade waste is defined as all liquid waste other than sewage of a domestic nature. 
Anyone wishing to discharge liquid trade waste to MidCoast Water Services' sewerage 
systems must, under section 68 of the Local Government Act 1993 (the Act), obtain prior 
approval from MidCoast Water Services. 

MidCoast Water Services’ Policy for Discharge of Liquid Trade Waste to MidCoast Water's 
Sewerage Systems ensures that all liquid trade waste discharged to its sewerage system is 
appropriately regulated and adequately monitored, and upholds the principals of protecting 
public health and the environment. This policy is in accordance with the Liquid Trade Waste 
Regulation Guidelines (Department of Water and Energy, 2009), as are the approvals that 
are issued to each liquid trade waste discharger. An annual report is provided to the NSW 
Office of Water, listing all of the trade waste dischargers approved by MidCoast Water 
Services for the year. 

5.2.6 Liquid Trade Waste Pricing 

Appropriate trade waste fees and charges have been adopted and implemented for all liquid 
trade waste dischargers. This includes trade waste usage charges, excess mass charges, 
and non-compliance excess mass charges. The 2017-18 trade waste fees and charges are 
as follows: 
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Table 5-12: Liquid trade waste fees and charges 

Description Fees and charges 
Application fee* 
Charging Category 1 No or minimal pre-treatment $135 
Charging Category 2 Pre-treatment $224 
Charging Category 2S  $179 
Charging Category 3 By quotation based on $113/h of 

assessment and processing time with a 
minimum cost of six hours 

$678 

Charging Category P Premises 4 or more liquid trade waste $410 
Annual trade waste fee 
Charging Category 1 No or minimal pre-treatment $133 
Charging Category 2 Pre-treatment $167 
Charging Category 2S Dump points (private) $168 
Charging Category 3 Industrial charges by quotation at time of 

application based on cost associated 
with regular monitoring of discharge with 
a minimum cost 

$595 (min. cost) 

Re-inspection fee $113 
Trade waste usage charge 
Charging Category 2  $2.76/kL 
Non-compliance trade waste usage charge 
Charging Category 1  $2.76/kL 
Charging Category 2  $16.44/kL 
Excess mass charges 
Charging Category 3 ^  
Biochemical Oxygen Demand (BOD) $0.59/kg 
Suspended Solids (SS) $0.59/kg 
Oil & Grease (O & G) $0.75/kg 
Aluminium $2.95/kg 
Sulphate $1.52/kg 
Ammonia (asN) $2.27/kg 
Nitrogen (TKN-Ammonia) asN $0.20/kg 
Non-compliance excess mass charges 
Charges will be applied for non-compliant excess mass and/or pH charge, as per the NSW Office of 
Water’s Liquid Trade Waste Regulation Guidelines, appendix D, pages 190-191. 
Food waste disposal annual 
charge 

Where a food waste disposal unit has 
been installed at an eligible facility 

$29.77/bed 

Septic waste disposal charge # 
Bulk liquid including septic tank contents and effluent pump outs $4.35/kL 
Septage (Septic sludge) $23.77/kL 
Port-a-loo/Chemical Toilet $2.00/unit 
* Detailed descriptions of charging categories are available in the Policy for Discharge of Liquid Trade Waste to MidCoast 
Water’s Sewerage Systems. 

^ Other restricted substances exceeding approved limit will be by quotation. Actual charges are based on a sliding scale, 
depending on concentration. Details of formulae available in the Policy for Discharge of Liquid Trade Waste to MidCoast 
Water’s Sewerage Systems. 

# This includes all liquid waste disposed of at nominated sewage treatment plant.  
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5.2.7 Developer Charges 

Developer charges cover part of the cost of providing water supply and sewerage 
infrastructure to new development and redevelopment. Section 64 of the Local Government 
Act 1993 enables a local government council to levy developer charges for water supply, 
sewerage and stormwater.  This derives from a cross-reference in that Act to section 306 of 
the Water Management Act 2000. The water and sewer developer charges for 2017-18 as 
well as the cross subsidies are shown in Table 5-13.  

Table 5-13: Water and sewer developer charges 

Service Area DSP Name Developer 
Charges               
(2017-18 $ per 
ET) 

Cross-subsidy: 
Resulting 
increase in the 
Average Annual 
Bill 

Water Supply 

Stroud WDSP1 

$5,970 
$0.53 

Manning 
Tea Gardens/Hawks 
Nest  
Bulahdelah  
Gloucester 

WDSP2 

North Karuah WDSP3 $0 

Sewer Service 

Stroud 
Coopernook 
Bulahdelah 
Lansdowne   

SDSP1 

$8,236 

$0.97 

Harrington 
Old Bar  
Taree   
Manning Point  
Forster  
Wingham 
Gloucester 

SDSP2 

Hawks Nest     
Hallidays Point 
North Karuah  

SDSP3 $2,992 

 

5.3 Customer and Community Involvement 

MidCoast Water Services (formerly MidCoast Water) has commissioned seven customer 
surveys since 2001, with the most recent survey held in April 2014. In November 2017, 
MidCoast Council undertook a broader community satisfaction survey which included 
questions on water and sewerage services. Overall the community continues to have a 
relatively high satisfaction rating with their water and sewerage services at 69%. 
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Ongoing customer surveys use consistent questioning in a number of service areas to 
measure the level of satisfaction of the services provided with the aim of improving 
performance.   

In the three years prior to the 2014 Customer Survey, utility pricing had become more elastic 
due to the annual increases in electricity. Therefore, the community is more sensitive to 
utility costs and pricing variations can produce strong reactions. 

Willingness to pay for a service is always top of mind and the most recent customer survey 
results indicates that the current pricing is ‘about right’. 

When asked “Do you think MidCoast Water ‘water’ prices provide value for money?”, 62% of 
participants answered OK on a scale of (V.Bad – Bad – OK - Good – V.Good). 

Results from 2014 Community Survey 

 A 60% improvement in perceived water quality over the previous two years;  
 Overall improvement of 25% (i.e. 59% to 75%) in community perception;  
 Average improvement of 56% across the three metrics measures  
 (taste; odour; colour);  
 The data suggests that the vast majority of the community believe that the sewerage                          

services are provided by MidCoast Water;  
 The data suggests that the majority of residents believe ‘something’ happens to 

sewerage (56%) but are not quite sure what;  
 The community strongly supports commercial/ local government use of grey water 

and is overall opposed to domestic use of grey water;  
 Customer representatives are considered more cooperative, although outcome 

satisfaction trails cooperation;  
 Modifications to the billing layout and data has been well received;  
 A major shift to validating the bill by checking the meter readings;  
 Higher levels of consumption monitoring, and use of water saving devices; and  
 The household makeup appears to be changing toward more adult residents in a 

single dwelling. 

In addition to customer surveys, MidCoast Water Services involves the community in many 
ways including conducting open days and tours at treatment plants, holding local market 
stalls, visiting local schools and preschools, participating in the local Science and 
Engineering Challenge, presenting for community groups (e.g., Rotary, Lions), conducting 
Project Reference Groups as required for specific projects, WaterWatch education activities, 
and community sponsorship.  
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5.4 Environmental Management 

We rely on the environment to provide excellent quality drinking water and we recognise that 
the delivery of our services can have an impact on the health of the environment. Therefore 
we have a role in ensuring its ongoing health. The main areas where we have the best 
opportunity to make the biggest impact are: energy management and greenhouse gas 
emissions; catchment management and the volume of water we extract from the 
environment; and our discharges to the environment and recycled water. 

5.4.1 Energy Management 

Energy management remains a key priority within MidCoast Water Services. A range of 
projects have been completed aiming to promote electricity efficiency, conservation and 
onsite generation. Recent examples of these projects are outlined below. 

 Power factor correction hardware was deployed at the Old Bar Sewage Treatment 
Plant resulting in a power factor of 0.98 or better at a site that was experiencing lows 
of 0.75.   

 Energy conservation has been 
supported through actions such as the 
installation of LED lighting at the Taree 
Customer Service Centre. This work 
reduced yearly consumption at the site 
by over 9000 kWh; realising a CO2e 
emission reduction approaching 8 
tonne.   

 An 18kW roof-mounted solar PV 
system was installed the Stroud Water 
Treatment Plant. In 2017, this system 
produced in excess of 28,000 kWh of 
electricity providing a reduction in CO2e emissions of over 24 tonne. 
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5.4.2 Catchment Management 

Water quality provides a focus for MidCoast Water Services catchment program. This effort 
includes the ongoing monitoring of water quality via a mobile water testing unit. This device 
is rotated through strategic locations across our critical catchments to provide both remotely 
recorded data and the capture of physical samples during significant flow events. This 
program has resulted in the identification of areas contributing the greatest turbidity and 
nutrient loads. Water quality investigations are also supported through the ongoing support 
of NSW DPI Water’s continuous water monitoring network. In this activity, MidCoast Water 
Services has provided financial support for both the upgrade and ongoing maintenance of 
remote turbidity monitoring at river gauging sites. This program also benefits the general 
community through open source water quality data available through DPI Water’s Real-time 
Data website. 

The interest in water quality has also extended to groundwater. MidCoast Water Services, in 
partnership with the University of Technology Sydney and Hunter Water Corporation, is 
currently participating in a groundwater dependent ecosystem study being undertaken on the 
Nabiac coastal sands aquifer. This project is capturing a range of variables with the aim of 
exploring the relationship between groundwater conditions and vegetation. It is envisaged 
that the understanding established during the work may inform the operation of the borefield 
in an effort to mitigate adverse environmental outcomes, and ensure the sustainable 
extraction of water.  

5.4.3 Recycled Water 

The organisation remains committed to the use of recycled water as a means to reduce the 
use of potable water for irrigation, and minimise the environmental impacts of wastewater 
treatment. Currently MidCoast Water Services operates 10 effluent reuse schemes providing 
recycled water for the irrigation of municipal parks, sporting fields, golf courses and 
agricultural land. These schemes provide treatment to a standard that is fit for purpose that 
typically sees approximately 14% of total treated effluent beneficially reused. 

 

Figure 5-4: Irrigation with recycled water at Tuncurry Golf Course 
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5.5 Water Cycle Analysis and Integrated Water Cycle Management 

5.5.1 Water Sources 

MidCoast Water Services operates five water schemes with five different water sources. A 
summary of these schemes is shown in Table 5-14. 

Table 5-14: Water Supply Schemes and Water Sources 

Water Supply 
Scheme 

Water Source Storage Secure Yield 
(ML/y) 

Bulahdelah Crawford River On stream weir (228 ML) 118 
Gloucester Barrington River None 576 *  
Stroud Karuah River Off stream pond (50 ML) 84 
Tea Gardens Tea Gardens Aquifer None (not required) 1642 
Manning Manning River Off stream dam (2275 ML) 1730 
 Nabiac Aquifer None (not required) 2920 
  Total for Manning 4650  

* Based on extraction licence only. This secure yield relies on the ‘run of the river’ and there is a 
risk of not being able to supply water during a drought period. 

5.5.2 Integrated Water Cycle Management Strategy 

Our Water Our Future is MidCoast Water Services’ Integrated Water Cycle Management 
(IWCM) Strategy and was last reviewed and updated in 2015, with the involvement of the 
community, community representatives and organisations, regulators, and local councils. It 
set out the direction for the sustainable management of water and sewer services in our area 
over the long term. Projects and operations were aligned with the IWCM strategy to ensure 
that we deliver water supply and sewer services affordably in line with our customers’ 
willingness to pay – whilst being environmentally and socially responsible. 

Our Water Our Future was first published in 2008. Since then our customers have 
successfully reduced their demand for water and MidCoast Water Services has implemented 
a number of major projects, such as the Bootawa and Tea Gardens water treatment plants, 
which have achieved significant improvement to our drinking water quality. We have also 
participated in the delivery of catchment improvement projects as a part of our ‘catchment to 
tap’ philosophy. A healthy catchment will provide a strong foundation for the provision of safe 
drinking water for years to come. 

Our Water Our Future attempted to identify all the strategic and operational issues that 
MidCoast Water Services currently faces or is predicted to happen within the next 30 years. 
Numerous potential options were then considered that might address each of the issues. 
The potential options were assessed on a Triple Bottom Line basis – not only financially, but 
against social and environmental criteria. Finally, scenarios were assembled from the 
options preferred by our community and regulators. 
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The most prominent issue identified in the IWCM 
strategy was addressing the risk to our water supply 
security. Other important issues identified during 
the process include the related issue of climate 
variability, as well as environmentally responsible 
effluent management and extending water and 
sewer services to small towns that do not have 
these services. 

No major unexpected changes, relating to water 
sources, demand or sewerage services, have 
occurred since the IWCM was reviewed and, as such, the adopted IWCM scenario remains 
valid. 

Summary of adopted IWCM scenario 

The adopted IWCM scenario involved MidCoast Water Services undertaking the following 
actions:  

 Increase water security for the Manning water supply scheme by completing the 
Nabiac Inland Dune Aquifer water supply scheme, an alternative supply to the 
Manning River, sourced from groundwater 

 Increase water security for the Bulahdelah, Gloucester and Stroud water supply 
schemes by constructing off-river water storage 

 Continue our commitment to water saving through the Water Smart Rebate Program, 
with particular attention to our business and institutional customers. Although this 
program has now ceased, the summer water saving program continues. MidCoast 
Water Services has also significantly reduced its internal water usage, mainly by 
reduced volumes used for flushing. Our customers have helped us to achieve a 20% 
reduction in annual water use over the past decade or so. More information on 
demand management is provided in Section 5.5.3 

 Continue to provide safe drinking water in line with the Australian Drinking Water 
Guidelines, overseen by NSW Health 

 Investigate and implement one of the two long term water supply augmentation 
options for the Manning water supply scheme – either new off-river storage dam at 
the Peg Leg Creek site or supplementing our water supply with purified recycled 
water through an Indirect Potable Reuse scheme 

 Continue to operate our recycled water schemes on farmland and public open space 
in a sustainable manner and increase the volume of effluent that is reused 

 Reduce stormwater infiltration into our sewerage systems 
 Provide sewer services to currently unserviced small villages, pending government 

support and subsidy 
 We will continue to work with our customers and community to ensure that our water 

and our future are environmentally, socially and economically sustainable. The 
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benefits of the above activities will only be realised with continued community and 
regulator involvement 

 

5.5.3 Demand Management 

Current demand management initiatives include a Summer Water 
Saving Program which is a voluntary program involving asking 
residents to be mindful of their water use during the day and aims 
to reduce the amount of water we use during the warmer months. 
This program covers all water supply schemes in the MidCoast 
Council area and applies to households, businesses, parks, 
gardens and sporting fields. The program's main message is simple 
- refrain from using sprinklers and hoses between 9am and 4pm during daylight saving 
months. Supporting the summer water savers program not only helps water supplies, but it is 
also more effective for gardens. 

MidCoast Water Services also provides general advice and education about saving water in 
the home. Tips on reducing water use in the bathroom, laundry, kitchen and garden help 
individual customers to target high water use areas in their home, saving water and money. 

Previously, MidCoast Water ran a Water Smart Rebate Program which saw water use 
decrease by 20% over the decade that the program ran. Over 15,000 applications were 
received over the course of the program at an average cost of $215 per application. The 
scheme ended in 2016 as it was determined that the take up of the rebates has peaked and 
that further expenditure on the program would not see value for money in achieving 
reductions in total water demand.   

The reduction in annual water demand for the Manning Water Supply Scheme can be seen 
in Figure 5-5 which shows the annual demand as projected in 2008 with and without water 
efficiency measures, as well as actual annual use and a forecast based on actual use. 
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Figure 5-5: Actual annual and projected average annual demands for the Manning Scheme. 

5.6 Drought Management 

MidCoast Water Services’ Drought Management Plan is available as a separate document 
and has been developed in order to: 

 Provide guidance to staff when managing drought events 
 Inform the community of the issues associated with drought management and the 

community’s role during drought 

The Drought Management Plan has the following uses with relation to drought management: 

 Operational plan 
 Resourcing strategy 
 Authorised approach, that is, staff have the confidence that the actions in this plan 

have been authorised in advance 
 Basis for government grant applications 
 Basis of a public awareness and community communication program 

The plan gives authority to Council’s General Manager, in consultation with the Mayor, to 
declare a drought and implement the actions herein described.  

The Drought Management Plan has been prepared with a view to providing Council with a 
comprehensive drought management strategy. The NSW Local Government PPRR 
(prevention, preparation, response and recovery) emergency management approach has 
been applied. This approach provides a strategic and systematic drought management 
process to reduce risk to the community and the environment. It involves effectively 
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integrating implementation strategies before (i.e. prevent and prepare), during and after 
drought events. 

The Drought Management Plan is summarised at a high level in this section. 

5.6.1 Drought Prevention Strategy 

Drought prevention actions are proactive measures that MidCoast Water Services can 
undertake in order to increase resilience. Prevention actions may be activated or 
implemented prior to drought or during drought declared stages.  

It should be noted that common thinking is that a drought is caused by external forces only. 
But for a utility, a drought is water shortage and therefore it can be prevented or delayed. 
Strategies to address drought generally fall into one of three categories, storage solutions, 
new water sources and demand management. 

Some prevention actions are: 

 Coordination of Water Services and rural extractors level 
of restrictions and cease to pump (CTP) actions. 

 Customer feedback, education, warnings of expected 
water resource decline 

 Voluntary water restrictions 
 System improvements 
 Drought water pricing 
 New water storages 
 Increased transfer capacities 

 

5.6.2 Drought Preparedness Strategy 

Being prepared for drought is essential to lessen the effect and to enhance the capacity of 
MidCoast Water Services and the community to cope with the consequences of drought. 
Having a drought management plan is part of the necessary preparedness, as well as the 
ongoing activities of monitoring water sources, demand and rainfall, making data available 
and consulting with the community. 

 

5.6.3 Drought Response Strategy 

Drought triggers are situations that activate staged response strategies according to the 
severity of the drought and are summarised in Table 5-15. Flexibility may be appropriate for 
the alignment of individual triggers. This may involve slight delays and/or moving forward of 
individual scheme triggers to achieve a consistent service area approach where appropriate, 
and consideration of rural extractors’ stage of ceased to pump arrangements. 
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Table 5-15: Drought Triggers 

 Level  Trigger 

M
an

n
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g
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at
er

 
S

u
p

p
ly

 S
ch

em
e 1 

Moderate 
Manning River (@ Killawarra) < 35 ML/day  
Bootawa Dam Storage < 100% 

2 
High 

Bootawa Dam Storage < 73% (i.e. < 50% of gravity feed 
to WTP) 

3 
Very High 

Bootawa Dam Storage < 60% (i.e. < 25% of gravity feed 
to WTP) 

4 
Severe Bootawa Dam Storage below gravity feed input level 

T
ea

 G
ar

d
en

s 
W

at
er

 S
u

p
p

ly
 

S
ch
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e 

1 
Moderate Lowest groundwater levels recorded 

2 
High Vegetation stress 

3 
Very High  

4 
Severe  

B
u

la
h

d
el

ah
 

W
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 S

u
p

p
ly

 
S

ch
em

e 

1 
Moderate Crawford River Weir < 100% 

2 
High Crawford River Weir < 73% 

3 
Very High Crawford River Weir < 60% 

4 
Severe Crawford River Weir < 40% 

G
lo

u
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st
er

 
W
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u

p
p

ly
 

S
ch
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e 

1 
Moderate Barrington River (@ Forbesdale) < 5 ML/day  

2 
High Barrington River (@ Forbesdale) < 3.5 ML/day 

3 
Very High Barrington River (@ Forbesdale) < 1.5 ML/day 

4 
Severe Barrington River (@ Forbesdale) < 0.8 ML/day  

S
tr

o
u

d
 W

at
er

 
S

u
p

p
ly

 S
ch

em
e 1 

Moderate 
Karuah River (@ Booral) < 3.5 ML/day 
Stroud Weir < 100% 

2 
High Stroud  Weir < 75% 

3 
Very High Stroud Weir < 65% 

4 
Severe Stroud Weir < 50% 

 

Demand-side actions are intended to reduce the water consumption, matching the demand 
to the diminishing water resources. Restrictions on the use of water are the main actions.  
Supply-side actions aim to supplement the existing water resources with additional water 
sources.  

A continuous monitoring program will be implemented during drought to track the availability 
and quality of water, the demand, and the effectiveness of the response plan.  
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5.6.4 Drought Recovery Strategy 

The recovery process is set out to support affected communities in the reconstruction of the 
physical infrastructure and the restoration of emotional, social, economic and physical 
wellbeing. 

 

 

5.7 Drinking Water Quality Management System (DWQMS) 

The Public Health Act 2010 and Public Health Regulation 2012 require public water utilities 
to establish and adhere to a quality assurance program (Drinking Water Quality 
Management System). The Australian Drinking Water Guidelines contain the framework for 
Management of Drinking Water Quality. The framework provides a structured risk-based 
approach to drinking water management. MidCoast Water Services has developed and 
utilises a DWQMS based on this framework to ensure the delivery of safe drinking water to 
customers. 

5.7.1 History of DWQMS 

MidCoast Water first documented its DWQMS in 2007. The focus was on the largest of the 
water supply systems; the Manning Water Supply which services approximately 90% of our 
customers. It incorporated the Drinking Water Quality Policy which was adopted in 2007. 
The quality system was updated in 2008 to include hazard analysis and risk assessment, 
including adoption of critical control points. In 2010, the DWQMS was reviewed and updated 
to incorporate the Framework for Management of Drinking Water Quality: The Twelve 
Elements as stated in the Australian Drinking Water Guidelines. The first external review 
was undertaken during 2010. 

All water utilities across NSW were required to establish and adhere to DWQMS by 1 
September 2014 as stated in the Public Health Act 2010 and Public Health Regulation 2012. 
In accordance with these requirements, MidCoast Water updated the DWQMS to include all 
water supply systems (Manning, Tea Gardens, Gloucester, Stroud and Bulahdelah) and 
submitted to NSW Health prior to September 2014. 
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Since this time, regular internal reviews and an external review have been undertaken to 
ensure the quality system remains current and meets requirements of the current Australian 
Drinking Water Guidelines 2011. The latest version of the DWQMS was published in March 
2017. Updates have included; risk reviews, critical control points, system and process 
updates.  

A complete review of the DWQMS occurs every four years in line with the review of the 
Strategic Business Plan. 

5.7.2 Complete review 

The current review is in line with the Strategic Business Plan and the focus is to update the 
structure of the organisation from MidCoast Water to MidCoast Water Services, a division of 
MidCoast Council. Additionally, the Nabiac Water Treatment Plant is being incorporated into 
the quality system, as a second water source for customers of the Manning supply.  

Supporting documentation is reviewed and updated according to the DWQMS Audit and 
Review Schedule. This includes; drinking water quality monitoring plan, critical control 
points, risk assessments, plant performance, standard operating procedures, corrective 
actions database and water quality data analysis. 

5.7.3 Implementation and improvement plan  

Following internal and external reviews, recommendations are made for improvement to the 
quality system and its implementation across the organisation. These recommendations are 
captured in a corrective actions database which allows the ability to monitor, report and 
review risk profile. Each action has a risk ranking to allow prioritisation of outcomes.  
Accountability is delegated to relevant managers and progress is reported internally and 
externally to regulators. 

Examples of actions that have progressed or been closed out include:  

 adoption and implementation of critical control points across all schemes;  
 improvements to Stroud Water Treatment Plant including formalised off river storage 

management plan to reduce risk 
 improvements to reservoir integrity testing and maintenance scheduling 
 continued development of standard operating procedures 
 strategic asset management framework including failures and issues register and 

sustaining works program 
 formalised relationship with Hunter Water, relating to North Karuah reticulation 

system 
 review and upgrade of chemical dosing systems across all water supplies 
 replacement of aeration towers at Tea Gardens Water Treatment Plant 
 development of Integrated Site Management Plans 
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5.7.4 Actions underway 

 Finalising and adopting an organisation wide Emergency and Incident Management 
Plan. 

 Formalising main break repair procedure with a hygiene focus - Successful in 
receiving funding from NSW Health to engage a consultant to help develop Standard 
Operating Procedures and provide training and change management assistance. 
This will be in addition to works already underway which has included training 
operators in use of field water quality monitoring equipment and procuring equipment 
in preparation to collect baseline data. 

 Process optimisation at Stroud Water Treatment Plant - Successful in receiving 
funding from NSW Health for options analyses for this project which will see water 
quality improve. 

 Improvements to Gloucester Water Treatment Plant including operational, new 
monitoring equipment, electrical and chemical dosing system upgrades, operator 
training and automation of processes. 

 Backflow prevention program. 

5.7.5 Community Involvement & Consultation 

This is addressed in Element 8 of the DWQMS. Examples of community involvement and 
consultation are provided in Section 5.3 - Customer and Community Involvement. 

5.7.6 Looking to the future 

To ensure the DWQMS meets all requirements of the framework, an external audit will be 
conducted in 2018 by a contractor approved by NSW Health. Recommendations for 
improvement will be incorporated in the corrective actions database and managed according 
to priority. 

MidCoast Water Services is committed to the delivery of safe drinking water to customers. 
Ensuring the DWQMS is current, relevant and well implemented across the organisation is 
essential in providing this service to the community.  

 

 



    
      

 
 

 

 
Future Directions (2018 – 2048) Strategic Business Plan 51 

 

5.8 Risk Management 

MidCoast Water Services employs several tools to manage its risks, including: 

 A Risk Management Policy and Framework that align with 
the Australian/ New Zealand ISO 31000:2009 Risk 
Management Principles and Guidelines. 

 Various Site Management Plans.  

 Improved capital works and renewals planning by taking 
risk into account, particularly for larger and more critical 
assets.  

 Early identification of risks in management of projects to ensure risks can be 
eliminated, reduced or mitigated. This includes risk workshops such as CHAIR, 
HAZOP and CHEQS held at appropriate stages throughout a project. 

 Ongoing training and development in areas including emergency management and 
water hygiene. A few years ago, all Water Services employees were required to 
complete a TAFE certificate ‘Demonstrate knowledge of the risk management 
principles of the Australia Drinking Water Guidelines’. 

 Ongoing internal reviews and external audits. 

 Insurance cover where appropriate. 
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5.8.1 Work Health and Safety 

WHS Achievements 

A complete review of the suite of WHS Risk Management Procedures has been completed 
and they are now in line with current practices for WHS Risk Management Guidelines, 
including the Work Health and Safety Act 2011, Work Health and Safety Regulation 2017 
and the associated SafeWork NSW Codes of Practice. These updated procedures will be 
introduced to the workforce with any required training on their implementation provided. The 
main workplace risks that require management are listed below: 

 Asbestos 
 Mobile and fixed plant 
 Biological hazards 
 Confined spaces 
 Electrical hazards 
 Electromagnetic radiation 
 Ergonomics and manual handling 
 Excavation and trenching 
 Hot work 
 Isolation, lock out/tag out 
 Noise 
 Supervising contractors 
 Traffic management 
 Working at heights 
 Working near or over water 
 Working near overhead powerlines 
 Working in isolated areas 

Audits and Corrective Actions 

An internal audit of MidCoast Water Services’ WHS performance was recently completed, 
with an outcome being the requirement to update and reissue the WHS Risk Management 
Procedures. A StateCover self-audit has been completed with areas for improvement 
identified in plant management and Incident & Injury Reporting. Procedures and processes 
for the effective management of these are currently being developed and are to be 
implemented upon completion.  

Work site audits, designed to identify areas for improvement, are undertaken regularly. 
These audits are completed by both the WHS Team and Coordinators in consultation with 
Team Leaders and other staff. The objective of these site audits is to work towards best 
practice through continual improvement. 
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 Total Asset Management Plan 6

MidCoast Water Services’ Total Asset Management Plan (TAMP) is a separate document 
that forms part of the Strategic Business Plan and is summarised in this section. 

“The aim of total asset management is to provide, operate, and maintain physical assets 
over their whole life cycle to achieve the required Levels of Service at the least cost while 
still satisfying statutory and regulatory requirements” (NSW Office of Water 2011).The TAMP 
shows our planned system for provision, disposal, operation, maintenance, and renewals of 
our assets to meet the Levels of Service.  

The relationship between the TAMP, Strategic Business Plan, Asset Management 
Improvement Plan (AMIP), Asset Class Management Plans (ACMPs) and asset register is 
shown in Figure 6-1. 

 

 

Figure 6-1: Relationship between TAMP, Strategic Business Plan and other plans 
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6.1 Strategic Direction and Progress 

We have identified the need for asset management improvement and have begun our 
journey to asset management maturity. We will work towards this by having regard for the 
international standard series ISO5500x and implementing and updating our Asset 
Management Improvement Plan. The intent of this plan is to achieve five core outcomes:  

 Provide a strong foundation/baseline for future decision making.  
 Integrate risk into operational, maintenance and capital investment decision making. 
 Establish key business functions to facilitate and support best practice decision 

making. 
 Begin a shift from a reactive to informed and accountable decision culture. 
 Improve overall business sustainability. 

Several improvements have already been made including the establishment of the Failures 
and Issues Register, an investment decision making model and TechOne Assets and Work 
Orders systems, and the allocation of criticality ratings to assets.  
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MidCoast Water mapped out an Asset Management framework in 2015, as shown above. 
This approach will be reviewed and updated as a part of MidCoast Water’s integration into 
MidCoast Council. 
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The next steps in becoming more mature, improving our strategic asset management and 
shifting from reactive to planned maintenance and decision making will involve: 

 Improving and auditing our asset information to ensure that decisions are made 
based on the best information available, resulting in optimum outcomes. 

 Changing our asset management culture to ensure that our people understand why 
we need to improve and are motivated to make the shift. 

This will require moving towards being a digital utility where operations and maintenance 
staff have full access to mobile technology to allow them to record, review and update asset 
information out in the field.  

6.2 Asset Management 

The TAMP and AMIP are supported by specific ACMPs where assets are grouped based on 
similarity. These ACMPs describe the various asset types and provide indication of such 
things as condition, replacement value, expected remaining useful life, maintenance 
strategies, and condition monitoring methodology. 

The asset register contains the detailed data for the recognised assets, including those that 
are financial in nature (high value items) and those that are necessary for operational 
processes (critical to system operation). The asset register is a single database that is linked 
to maintenance and operational logs so that operational transactions can be related directly 
to the assets.  

6.3 Operation and Maintenance 

Our five local water supply systems, 14 sewage systems and nine water recycling systems 
are operated and maintained in accordance with our operating procedures and maintenance 
schedules. Our highly skilled staff work to ensure that our assets operate efficiently and 
effectively so that our Levels of Service are met. 

More information on our schemes and systems can be seen in Section 5.1 - Service Areas. 
Information on our assets, operating performance and maintenance can be found in our 
asset management system (TechOne) and our document management system.  

6.4 Capital Works Plan 

Water and sewer planned capital works budgets are shown in Figure 6-2 and Figure 6-3, 
split up into capital works that improve Levels of Service, new system assets and asset 
renewals. Details on the projects can be seen in the TAMP. 
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Figure 6-2: Water Capital Works budget 

 

 

 
Figure 6-3: Sewer Capital Works budget 
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 Work Force Plan 7

Figure 4-1 in Section 4.1 provides an overview of our organisational structure. 

7.1 Staff numbers 

As at June 2018, MidCoast Water Services has 155 staff members in the above structure. 
There is a further 26 corporate and other divisional staff dedicated 100% to supporting Water 
Services as a part of the transfer of former MidCoast Water corporate staff into other 
appropriate MidCoast Council divisions from 1 July 2017.  

Considering the number of small village water and sewerage schemes MidCoast Water 
owns and operates, the division benchmarks very well to be below the state median at 1.6 
staff members/1000 properties in the 2015-16 year. Staff numbers at MidCoast Water 
Services have reduced since the 2015-16 reporting year, which means that the division is 
comparatively lean and efficient when compared with other local water utilities in regional 
NSW. The 2016-17 benchmark report had not been released by NSW Department of 
Industry - Water at the time of writing this report. 

Our staff have diverse qualifications, skills and experience. This enables us to be flexible to 
meet changing industry needs. We work in teams based on the above functional structure 
and also across the organisation on strategic projects and programs. We operate 24 hours 
per day, 365 days per year. We can form and mobilise teams to respond to the greatest 
need. 

 

7.2 Aging workforce 

Similar to most utilities in NSW and Australia, MidCoast Water Services has challenges with 
an aging workforce, leading to the risk that we could encounter a significant loss in capability 
and experience in the next few years unless succession planning is put in place to address 
this risk. As indicated in the following graph, excluding current attrition experienced in the 
last 18 months during the dissolution of MidCoast Water and integration into MidCoast 
Council as the MidCoast Water Services division, it is estimated that 25% of the division’s 
workforce will retire within the next 5 years. About 50% of the workforce is aged over 45. A 
trainee program and graduate engineer program are planned to address this risk. 
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Figure 7-1: Water Services staff by age group 

7.3 Gender balance 

As indicated in Figure 7-2, 81% of Water Services staff are male, including all managers. 
MidCoast Water Services needs to further progress diversity and inclusion when progressing 
its trainee and graduate engineer program.  

 

Figure 7-2: Water Services staff by gender 
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7.4 The need for a highly skilled workforce – risk management and 
complying with legislation 

As described in Section 1.2.2, there are numerous Acts which must be complied with in the 
development and operation of water, sewerage and recycled water schemes.  

To operate safely and effectively, all staff in MidCoast Water Services require extensive 
training in water industry operations and work health and safety. The core qualification for 
field staff is the Certificate III in Water Industry Operations, whilst treatment plant operators 
require Certificate III or Certificate IV in Water Industry Treatment. 

MidCoast Water Services’ multi-disciplinary engineering team requires technical 
professionals to have core vocational and/or tertiary qualifications in one of the following 
disciplines:  

 Design drafting 
 Project management 
 Civil engineering 
 Environmental engineering 
 Mechanical engineering 
 PLC Programming 
 Electrical engineering 
 Process/Chemical engineering 

Coordinators, Managers and the Director are expected to develop appropriate leadership 
and management skills, particularly post graduate management qualifications. 

Corporate support functions also need to have a strong awareness of water industry needs. 
For example, customer service is a key support function to diagnose and communicate 
urgent water and sewerage events to MidCoast Water Services field staff and management. 
Meter reading and billing staff also provide a high level of service to our customers and are 
often delivering good outcomes socially, not just economically. 

7.5 Resourcing water and sewerage service delivery 
Operation and management of the water and sewer services, and planning and project 
delivery functions is mainly undertaken by Water Services’ staff. Where required, 
consultancy services, day labour contracts and other contracts may be used to ensure that 
services are delivered in an efficient and cost effective manner. 

Planned capital works are generally undertaken using internal planning and project 
management resources, and using a combination of internal construction resources and 
external contractors, depending upon the size and nature of the works. MidCoast Water 
Services has recognised that there are cost efficiencies in using construction staff to renew 
or construct water and sewer mains as well as construct or augment sewage pump stations. 
Day labour is used for longer mains and contractors are used for more complex projects 
such as treatment plant augmentation or construction. 
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Due to our distance from major capital cities, skilled private sector resources are less reliable 
due to the scale of our business, establishment costs and reliability of timely access to 
resources. 

7.6 Workforce management – how the functions fit together 
Delivering on cross functional projects and services requires a matrix approach to 
management to ensure work teams are properly supported, and financial resources are 
properly allocated between operational and capital expenditure: 

 

Table 7-1: Workforce management – how the functions fit together 

Work 
program/function 

Response, 
Operations & 
Maintenance 

Water 
Management 
& Treatment 

Planning & 
Assets 

Capital Works 

Operations Lead role, Opex Lead role, 
Opex 

Support role, Opex  

Reactive 
Maintenance  

Lead role, Opex Lead role, 
Opex 

  

Planned 
maintenance 

Lead role, Opex 
or Capex in line 
with capitalisation 
rules 

Lead role, 
Opex or 
Capex in line 
with 
capitalisation 
rules 

Support role in 
planning for 
maintenance, 
Opex 

 

Minor capital 
works 

Support role, 
Capex 

Support role, 
Capex 

Support role, Opex Lead role, Capex 

Major capital 
works 

Support role, 
Opex 

Support role, 
Opex 

Lead role in 
planning phase, 
Capex 

Lead role in 
design, delivery 
and handover 
phases, Capex 

Asset 
management/ 
integration 

Support role, 
Opex 

Support role, 
Opex 

Lead role, Opex Support role, 
Opex 

Growth & new 
services 

Support role, 
Opex 

Support role, 
Opex 

Lead role, Capex Support role, 
Capex 

Strategic business 
management 

Support role, 
Opex 

Support role, 
Opex 

Lead role, Opex Support role, 
Opex 

Capex = Capital expenditure, Opex = Operational expenditure 
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7.7 Resource levelling – internal vs. external resources 

MidCoast Water Services uses a project portfolio management system, Mariner to identify 
the resource needs. This informs decisions about the mix of internal and external resources 
to deliver specific projects and core water and sewerage activities. The approach to resource 
levelling is provided in the diagram below: 

            
Contract 
resources 

           

            
            
            
Term staff 
level 

           

            
            
            
Permanent 
staff level 

           

            
            
            
            
  2018-19  2019-20  2020-21  2021-22  2022-23  

Figure 7-3: Resource levelling 

 

As a part of this approach, MidCoast Water Services aims to have its permanent staff 
numbers matched with long term demand for resources. The demand for additional multi-
year projects can vary from year-to-year. To meet this demand we may engage additional 
internal staff on 1 to 3 year contracts. For work outside of the capability of internal resources, 
we will use external resources to undertake the additional workload. 

When using external resources, MidCoast Water Services requires capable, well trained 
staff to manage the contractual relationship to ensure the division is an educated buyer of 
services and obtains the best value for money from the contractual relationship. Contracting 
does pose risks however it also provides the opportunity to partner with organisations with 
more specialist skills and experience. This approach increases the capability of our 
workforce through shared learning. 

7.8 Workforce development strategies 

MidCoast Water Services has particular challenges in the short term due to attrition as well 
as the integration of corporate support functions into the appropriate divisions of Council.  

Due to the amount of staff attrition involved, it is likely that MidCoast Water Services will 
need to address attrition through a mix of: 
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1. Upskilling and internal promotion 
2. Recruitment of well experienced water operators and professionals to maintain 

capability 
3. Utilise external resources or partnerships in the short term, whilst maintaining 

MidCoast Water Services’ capability as an educated buyer of services 

Knowledge management is important to ensure that new staff are competent and capable to 
address the specific needs of operating a modern water utility, as well as deliver on any 
external resource arrangements. 

A Workforce Plan has been prepared for MidCoast Water Services that largely seeks to 
address current challenges, with future challenges to be addressed by a review of the plan in 
12 months. 

7.9 Succession planning 

It is imperative that the trainee operator and graduate engineering programs be activated 
without delay. It is expected that 25% of the current MidCoast Water Services workforce will 
reach retirement age in the next five years, which could represent up to 40 professional and 
technical staff, including many in the management team.  

Knowledge management and knowledge transfer is very important to ensure that the skills 
and capability of MidCoast Water Services staff is maintained in the coming years. In 
addition to the formal training documented in the training plan, informal learning through 
mentoring, on-the-job learning and internal workshops will be an important component of 
knowledge management and continuous improvement. 

7.10 Continuing professional development 

Complementary to succession planning is developing the capability of our existing staff, as 
well as our supporting business systems. Continuing professional development enables 
MidCoast Water Services to identify and address current and future water industry 
challenges. 

In particular, there is potential need for local government or water industry engineers to 
achieve professional engineering accreditation or registration. This will require some form of 
recognition of experience/prior learning in the first instance. MidCoast Water Services will 
monitor this trend and develop a Recognition of Prior Learning program so that our staff can 
easily obtain this accreditation. 

There are many modes of achieving continuing professional development and MidCoast 
Water Services will encourage its professionals to stay current. 
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 Financial Plan 8

The Financial Plan documents the outcomes of financial modelling of MidCoast Water 
Services’ water supply and sewerage 30 year capital works plans using the FINMOD 
software. The Financial Plan 2018-2048 is a separate plan (MidCoast Water Services 2018) 
and is compliant with the financial planning section of the “Water Supply and Sewerage 
Strategic Business Planning and Financial Planning Check List – July 2014” (DPI Office of 
Water 2014). It includes all foreseeable costs and income and achieves the lowest uniform 
level of stable typical residential bill to meet the levels of service required. A summary of the 
plan is provided in this section. 

Both the water and sewerage businesses are capable of funding the new and replacement 
assets needed to provide the current level of service to its customers and the broader 
community. Council will undertake periodic reviews of the Financial Plan, noting the 
assumptions upon which the financial modelling is base. In particular, the timing and cost 
of water fund capital works will be reviewed as progress is made in developing the water 
security infrastructure. 

MidCoast Water Services will continue with the proposed increase to water fund rates of 5% 
in 2018-19 and proposed no increase to sewerage in 2018-19, 2019-20 and 2020-21. Future 
financial modelling is proposed during the next review of the Financial Plan to assess the 
sustainability of further increases and/or decreases. 

8.1 Water Supply Fund 

For the Water Supply Fund, Council has developed a comprehensive 30 capital works plan 
that meets the renewal needs of water assets. This financial plan also assesses the 
impact of proposed water security infrastructure, which is documented in Our Water Our 
Future (MidCoast Water Services’ Integrated Water Cycle Management Strategy, 2015). 
There are a number of assumptions made in the water financial plan, including the growth 
rate, accounting for renewals, accounting for residential and non-residential income, and 
cost attribution. 

The typical residential bill (TRB) for the water fund is currently $825 per year, with an 
increase of 5% to $866 scheduled for the 2018-19 financial year. Financial modelling 
indicates that the tariffs can be held at this price path, allowing inflation to discount 
its future value. 

8.2 Sewerage Fund 

For the Sewerage Fund, Council has developed a comprehensive 30 capital works plan 
that meets the renewal needs of sewerage assets.  
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Currently, the typical residential bill for the sewer fund is $1043 per year. Financial 
modelling indicates that the tariffs can have no increase in the 2018-19, 2019-20 and 
2020-21 financial years, following this, inflation to discount its future value is used. 

8.3 Financial Plan Objectives 

The primary objective of financial planning is to model the costs of each of the preferred 
service options and to determine appropriate funding strategies to ensure that the 
services remain affordable in the long term. From the customer’s perspective, it is 
important that the cost of service is kept as stable as possible. If the cost of service is 
consistent (in real terms) over the life cycle of the asset base, both current and future 
customers are treated in an equitable manner.  

MidCoast Water Services has prepared the Financial Plan to ensure that the water and 
sewerage businesses are financially sustainable and serviced, and are priced in a 
manner that maintains intergenerational equity. 

The Financial Plan seeks to meet the following objectives to support Council’s water 
and sewerage businesses: 

 The business is capable of funding new and replacement assets needed to 
provide the current level of service to its customers and the broader community. 

 Over the long term, customer charges are kept as low and as stable as possible. 

 

8.4 Financial Model 

MidCoast Water Services has used FINMOD software to model the various scenarios. 

8.4.1 Model Parameters and Assumptions 

The following parameters and assumptions were incorporated into the model: 

 The financial plan covers a period of 30 years in accordance with the IWCM 
Strategy. 

 Numbers of existing residential and non-residential assessments are consistent 
with those in the water cycle analysis and projection. 

 Growth projections are consistent with the demographic and water cycle analysis 
and projections. Growth forecasts were projected at 1%, and the capital works 
delivery program has been developed in alignment with this growth rate. 
Financial modelling has been undertaken at a 0.7% growth increase to provide 
financial stability if the projected growth does not occur. 

 Values of water and sewer assets are based on those provided by a valuation as 
at 30 June 2016. 
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 Asset renewals were calculated using remaining useful life and replacement cost 
of assets. Planned renewals within the Capital Works Program were removed 
from the calculation of budgeted renewal application to ensure projects were not 
duplicated. 

 The following key interest rate assumptions and sensitivity analysis parameters 
were used: 

Parameter Assumed value 
2017-2048 
(average) 

Sensitivity 
Analysis 

Inflation (general) 2.5% pa 3.5% pa 
Inflation (capital works) 2.5% pa 3.5% pa 

Interest rate for new borrowings 6.5% pa 8% pa 
Interest rate for investments 5.5% pa 4% pa 

 

8.4.2 Model Results 

The financial modelling results are summarised in Table 8-1 and Table 8-2. 

Table 8-1: FINMOD Water Scenario Key Results 

Water Scenario Median TRB Final TRB 

Scenario 1: Existing Price Path $889 $892 

Scenario 2: Base Case $865 $866 

Scenario 3: Maximum Sustainable Price Decrease $785 $565 

Scenario 4: IPR $865 $866 

Scenario 5: Sensitivity Analysis $865 $866 

 

Table 8-2: FINMOD Sewer Scenario Key Results 

Sewer Scenario Median TRB Final TRB 

Scenario 1: Base Case $984 $981 

Scenario 2: Maximum Sustainable Price Decrease $756 $681 

Scenario 3: Sensitivity Analysis $984 $981 

 

8.5 Financial Action Plan and Price Path 

MidCoast Water Services will continue with the proposed increase to water fund rates of 5% 
in 2018-19 (at this stage further increases are proposed) and proposed  no increases to 
sewer in 2018-19, 2019-20 and 2020-21 Future financial modelling will be undertaken to 
assess the sustainability of further increases and/or decreases. 
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 Performance Monitoring 9

9.1 Department of Industry - Water 

The NSW Government promotes continuing performance 
improvement by NSW urban local water utilities with the aim of 
improving the quality and efficiency of services to all NSW residents.   

Performance monitoring and benchmarking 
are becoming increasingly important 
management tools and are required under 
the National Water Initiative. Performance 
monitoring is also important for public 
accountability and has been strongly 
endorsed by the Independent Pricing and 
Regulatory Tribunal. It is also an assurance 
to the NSW Government that the 
requirements of the Water Management Act 
2000 are being met (i.e. each local water 
utility is performing satisfactorily). 

To provide a balanced view of the long-
term sustainability of local water utilities, a 
triple bottom line (TBL) accounting focus 
has been adopted with performance 
reported on the basis of social, 
environmental and economic performance 
indicators. 

NSW performance monitoring and 
benchmarking also provide valuable data 
for determining the present position and 
assessing future water supply and 
sewerage needs for non-metropolitan 

NSW. This ensures an appropriate focus and targeting of programs to assist local water 
utilities. 

The TBL Performance Reports and Action Plans for water and sewer for 2015-16 (the 
reports for the last full financial year, 2016-17, are not yet available from DPI Water) are 
shown in Appendix C – TBL Performance Reports and Action Plans for water and sewer. 
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9.2 NSW Division of Local Government 

The NSW Division of Local Government (DLG) oversees the NSW Integrated Planning & 
Reporting (IPR) framework, which has reference to the more stringent planning and 
reporting requirements for Council’s which own and operate water and sewerage services. 

MidCoast Water Services reports on its strategic activities through the IPR framework, and a 
summary of those activities is provided in Section 10 below. The activities are reported in 
Council’s Annual Report. 

DLG also interact with the NSW Audit Office and Department of Industry – Water on financial 
performance indicators. Under the NSW Local Government Act, water supply and sewerage 
operations are treated as separate businesses which require their own special financial 
statements and schedules. 

9.3 NSW Health 

MidCoast Water Services measures and reports on drinking water quality in line with the 
Australian Drinking Water Guidelines. NSW Health legislation prescribes performance 
monitoring and reporting through MidCoast Water Services Drinking Water Quality 
Management System. 

Drinking water quality is reported to NSW Health through a centralised water quality 
database overseen by NSW Health. Quarterly operational meetings and 6-monthly strategic 
meetings are held with NSW Health officials to regularly review water quality performance. 

9.4 NSW Environmental Protection Authority (EPA) 

MidCoast Water Services has licenses through the EPA  

Report on environmental improvement activity. 

9.5 MidCoast Council 

In addition to the above regulatory reporting it is important for Council to have more frequent 
updates on MidCoast Water Services performance as a provider of essential water and 
sewerage services. MidCoast Water Services reports on a monthly basis to Council to the 
ordinary meeting of Council with a Monthly Performance Report on operational matters, as 
well as a Monthly Infrastructure Project Update on major capital works. This reporting 
provides essential performance information to Council for appropriate oversight and allow 
corrective action to be directed in a proactive manner.  

9.5.1 Executive Monthly Performance Report 

This monthly report provides performance data against key operational measures: 

 Capital and operational expenditure 
 Customer service performance 
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 Public health and environmental performance 
 Work Health and Safety performance  

 

9.5.2 Infrastructure Project Status Report 

This monthly report provides performance data for major projects: 

 Health check of projects are undertaken prior to proceeding through particular stages 
of our Gateway process.  

o Initiate 
o Concept 
o Design 
o Implementation 
o Finalisation  

 Cost, schedule and project resources are assessed on a monthly basis between 
gateways with a particular focus on the target cost expressed in the Business Case 
and covered in the Long Term Financial Plan 
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 Strategic Action Plan 10

This section summarises the strategies and actions we will implement to help us achieve our vision, mission and objectives. 

10.1 MidCoast Council Delivery Program actions for MidCoast Water Services 

The following table provides a summary of ‘3 year focus’ actions within the current 2018-2021 Delivery Program and 2018-2019 Operational 
Plan specific to Water Services.  

Table 10-1: MidCoast Council Delivery Program actions for MidCoast Water Services 

Value Objective Strategy Focus 

A connected 
community 

Objective 6 - We protect 
the health and safety of 
our communities 

Continue to develop a sustainable 
network of water, sewer and 
storm water systems to meet 
community needs and health and 
safety standards 

Work with stakeholders to support and sustain 
connection of water and sewer services 

Deliver ongoing service quality and continuity with 
increasing efficiency and better performance for Water 
Services. 

Implement the long term service delivery strategies and 
plans (incl. the Integrated Water Cycle Management 
Plan, Drinking Water Quality Management Plan, and the 
Asset Class Management Strategy) for Water Services 

Our 
environment 

Objective 7 - We protect, 
maintain and restore our 
natural environment 

Protect, maintain and restore 
water quality within our estuaries, 
wetlands and waterways 

Improve levels of water recycling/ reuse and the quality 
of effluent discharged into the environment 
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Value Objective Strategy Focus 

Objective 8 - We manage 
resources wisely 

Sustainably manage our waste 
through reduction, reuse, 
recycling and repurposing 

Maintain the level of beneficial reuse of biosolids from 
wastewater treatment 

Proactively manage our resource 
consumption 

Optimise the efficiency of our water and wastewater 
infrastructure 

Our thriving 
and growing 
economy 

Objective 10 - Our region 
is a popular place to visit, 
live and invest 

Provide an environment to grow 
and strengthen local businesses 
and attract new business 

Reduce the economic impact of charges for Water & 
Wastewater services 

Strong 
leadership 
and shared 
vision 

Objective 15 - We make 
opportunities available for 
the community to inform 
decisions that shape our 
future 

Provide clear, accessible, timely 
and relevant information to 
support and inform the community

Maintain existing reporting capability in Water Services 
for capital projects and operations. 

Objective 16 - We develop 
and encourage community 
and civic leadership 

Identify and participate in 
initiatives for regional cooperation 
and collaboration 

Continue with membership of peak industry bodies and 
professional associations to benefit local government, 
services and our community 
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10.2 MidCoast Water Services Strategic Action Plan  
Table 10-2: Strategic Action Plan 

Strategy Focus Actions – long term 

Continue to develop a 
sustainable network of water, 
sewer and storm water systems 
to meet community needs and 
health and safety standards 

Work with stakeholders to support and sustain 
connection of water and sewer services 

Continue to work with the community, property owners 
and local businesses. 

Deliver ongoing service quality and continuity 
with increasing efficiency and better 
performance for Water 
Services. 

Continue to provide quality, safe, food grade water to 
customers and implementation of the Drinking Water 
Quality Management Plan, including ongoing review. 
 

Continue to provide quality sewerage services while 
investigating and implementing more efficient methods 
and processes. 

Establish an Innovation Team to drive efficiency 
improvements 

Investigate the move towards becoming a ‘digital utility’  

Establish a pilot program for smart sewer controls and 
roll out 

Implement the long term service delivery 
strategies and plans (incl. the Integrated Water 
Cycle Management Plan, Drinking Water Quality 
Management Plan, and the Asset Class 
Management Strategy) for Water Services 

Continue to deliver strategies and capital works as 
identified, and review as required 

Deliver an Inflow and Infiltration Program to reduce the 
volume of wastewater requiring transfer and treatment, 
and to delay the need for upgrade and capital works to 
accommodate high inflows 

Protect, maintain and restore 
water quality within our estuaries, 

Improve levels of water recycling/ reuse and the 
quality of effluent discharged into the 

Investigate expansions of recycling and reuse schemes 
and implement where appropriate. 
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Strategy Focus Actions – long term 

wetlands and waterways environment  

Sustainably manage our waste 
through reduction, reuse, 
recycling and repurposing 

Maintain the level of beneficial reuse of biosolids 
from wastewater treatment 

Continue biosolids reuse 

Proactively manage our resource 
consumption 

Optimise the efficiency of our water and 
wastewater infrastructure 

Investigate and implement more efficient methods and 
processes. 

Provide an environment to grow 
and strengthen local businesses 
and attract new business 

Reduce the economic impact of charges for 
Water & Wastewater services 

Provide clear, accessible, timely 
and relevant information to 
support and inform the 
community 

Maintain existing reporting capability in Water 
Services for capital projects and operations. 

Continue monitoring, data collection and reporting of 
water and sewer activities 

Identify and participate in 
initiatives for regional cooperation 
and collaboration 

Continue with membership of peak industry 
bodies and professional associations to benefit 
local government, services and our community 

Seek opportunities to contribute and collaborate. 

Review the integration of the Sustainable Development 
Goals into everyday business - consult on agreed 
direction and write strategy. 

 

We will achieve these strategies by focusing on our core business of delivering quality water related services, as well as focusing on long term 
opportunities to increase efficiency and add environmental, social or economic value. We will work towards asset management maturity, 
becoming a digital utility, and developing a workforce to help us achieve our vision. We will aim to make water and sewer services more 
affordable for our customers and to integrate the Sustainable Development Goals into our everyday business. 
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Appendix A - Requirements under the Acts 

Requirements under the Acts MidCoast Water Services’ Activities 

E
N
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Environmental Planning and 
Assessment Act 1979 
The Act requires that the 
environmental impact of projects 
be studied at all stages on the 
basis of scale, location and 
performance. 
This Act is applicable to approvals 
for subdivision and major 
redevelopments including water 
services. 
The Act includes legislation in 
Parts 3, 4 and 5 that pertain to 
Aboriginal cultural heritage. 

 
 
The current Local Environmental Plans of the 
three former councils that constitute MidCoast 
Council are the statutory planning instruments 
that apply to land within the are serviced by 
MidCoast Water Services  

Protection of the Environment 
Operations Act 1997 (POEO Act) 
The POEO Act provides a single 
licensing to reduce air, water, 
noise, and waste management 
pollution. 

 
No licence is required under Schedule 1 for water 
supply systems. However, should any chemical 
leakage, spill, disposal of wastes or similar 
impact on the environment, prosecution may be 
possible. 
MidCoast Council has current Environmental 
Protection Licences for sewage treatment plants 
& landfills where required. 

Water Management Act 2000 
Water Management Act 2000 
provides a legal basis for water 
planning, the allocation of water 
resources and water access 
entitlements through water sharing 
plans. 

 
Water sharing plans are in place for all MidCoast 
Water Services’ surface water sources. 

 Lower North Coast Unregulated and 
Alluvial Water Sharing Plan  

 Myall River Water Source 
 Lower Barrington/Gloucester Rivers 

Water Source 
 Lower Manning River Water Source  
 Karuah River Water Sharing Plan 
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Requirements under the Acts MidCoast Water Services’ Activities 

Water Management Act 2000  
The Water Act 1912 came into 
force at the turn of the last century 
and represented a different era in 
water management in NSW. This 
Act is being progressively phased 
out and replaced by the Water 
Management Act 2000. In NSW, 
where water sharing plans have 
not commenced, the Water Act 
1912 still governs the issue of new 
water licenses and the trade of 
water licenses and allocations. 
 
 

 
MidCoast Water Services has groundwater 
extraction licences to draw water for the purpose 
of town water supply to Tea Gardens/Hawks Nest 
and the Nabiac Inland Dune Aquifer, and has 
surface water extraction licences for the Manning, 
Stroud, Gloucester and Buladelah Water Supply 
Schemes. 

H
E

A
L

T
H
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N

D
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A
F

E
T

Y
  

Fluoridation of Public Water 
Supplies Act 1957 
A NSW Health approval is required 
in order for a local water utility to 
fluoridate public water supply 
according to the Fluoridation Code. 

MidCoast Water Services has been assessed to 
meet the requirements of the Act and Regulations 
for each of our water supply schemes. 

Work Health and Safety Act 2011 
(WHS Act) and the WHS 
Regulations 
This act replaced the Occupational 
Health and Safety Act 2000 (OHS) 
in NSW on 1 January 2012. 
All MidCoast Council’s operational 
activities are affected by this Act. 

 
MidCoast Water Services has a Work Health and 
Safety Policy which “sets out the responsibilities 
for all staff” under the Work Health and Safety Act 
2011 & the WHS Regulations.  
Compliance with the WHS Act is required for 
storage and handling of chemicals on-site at 
MidCoast Council’s water supply and sewerage 
treatment facilities. 

Dam Safety Act 1978 
The safety of dams within NSW is 
covered by this Act. 

MidCoast Water Services has a Dam Safety 
Emergency Plan (2014) for Bootawa Dam 
2,275ML capacity reservoir. 

Public Health Act 2010 /Public 
Health Regulation 2012/Public 
Health Act 1991 
Public Health Act 1991 was 
updated and new Public Health Act 
2010 and Regulation 2012 were 
replaced the pervious Act. 
The Act provides for the prevention 
of the spread of disease and allows 
for the inspection and sampling of 

 
MidCoast Water Services has fulfilled the 
requirements including, that drinking water 
suppliers develop and adhere to a quality 
assurance program from 1st September 2014.  
MidCoast Water Services has implemented a 
Drinking Water Quality Management Plan (July 
2014). 
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Requirements under the Acts MidCoast Water Services’ Activities 

water supplies as well as 
prohibition of pollution and closure 
of polluted water supply. 
Under section 25(1) of the Public 
Health Act 2010, supplier of 
drinking water must establish, and 
adhere to, quality assurance 
program that complies with the 
requirements prescribed by the 
regulations. 
In Part 5 of NSW Public Health 
Regulation, safety measures for 
drinking water # 27 Quality 
Assurance Programs, the 
Regulation states that a quality 
assurance program must address 
the elements of the Framework for 
the Management for Drinking 
Water Quality, as set out in the 
Australian Drinking Water 
Guidelines. 
 

P
R

IC
IN
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Local Government Act 1993 
Sets out role, purpose, 
responsibilities and powers of local 
governments including the 
preparation of a long term financial 
plan supported by asset 
management plans for sustainable 
service delivery. 
 
 
Under s64 of the Act, in 
conjunction with the Water 
Management Act, it facilitates the 
levying of developer charges. 

 
 
MidCoast Water Services’ long term financial 
plan has been reviewed and updated in 
accordance with the requirements of the Division 
of Local Government’s Integrated Planning and 
Reporting Guidelines for local government in 
NSW.  
In addition to Water Services’ long-term financial 
plan, the 2018-19 Operational Plan and 2018-21 
Delivery Program have been updated by Council 
which incorporates Water Services.  
MidCoast Water Services has Asset 
Management Plans for water and sewer in place. 
MidCoast Water Services has a Development 
Servicing Plan in line with the DPI Water 
guidelines. 
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Requirements under the Acts MidCoast Water Services’ Activities 

Independent Pricing and 
Regulatory Tribunal Act 1992 
IPART has developed a set of 
consistent pricing 
principles/guidelines to be adopted 
by local government authorities. 

 
MidCoast Water Services has adopted water and 
sewerage pricing and charging policy with the 
purpose to implement Best-Practice pricing tariff 
which complies with IPART’s 1996 Pricing 
Principles. 
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Appendix B - Summary of Insurances 2017-18 

Class of Insurance Current Insurer or Protection Provider 

Property Statewide Property Mutual 

Public Liability - Professional Indemnity Statewide Liability Scheme 

Crime Statewide Fidelity Guarantee Scheme 

Casual Hirers Liability Statewide Casual Hirers Scheme 

Public & Products Liability - Uninsured 
Stallholders/ Performers/ Buskers/ 
Artists/ Street Stallholders/ Tutors & 
Instructors 

QBE Insurance (Australia) Ltd 

Motor Vehicle Statewide Motor Vehicle Scheme 

Marine Hull Commercial 
QBE Insurance (Australia) Ltd through 
Key 
Underwriting P/L 

Key Carriers Liability Combined Load 
QBE Insurance (Australia) Ltd through 
Key Underwriting P/L 

Personal Accident Chubb Insurance Limited 

Property - Artworks AXA Art Insurance PLC 

Environmental Impairment Liability AIG Australia Limited 

Contract Works 
QBE Insurance (Australia) Ltd through 
Key 
Underwriting P/L 

Major Airport Owners & Operators 
Liability 

QBE Aviation / AIG Asia Pacific Insurance

Councillors & Officers Liability Statewide Liability Scheme 
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Appendix C – TBL Performance Reports and Action 
Plans for water and sewer 
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TBL Performance Report - Water
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Action Plan - Water 
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TBL Performance Report - Sewerage 
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Action Plan – Sewerage 
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Appendix D – List of documents related to the 
Strategic Business Plan 

 

Document Name Link, location or Water Services’ Document 
No. 

Plans directly feeding into the Strategic Business Plan 

Total Asset Management Plan (TAMP) Document No. A631756 

Workforce Plan 2018-2021 Document No. B553496 

Financial Plan 2018-2048 Document No. B548551 

Drought Management Plan Document No. A631096 

Plans and strategies related the Strategic Business Plan 

MidCoast Council Delivery Program 
(2018-2021) & Operational Plan (2018-
2019) 

Available at 
http://www.midcoast.nsw.gov.au/Have-Your-Say/Draft-
Delivery-Program-and-Operational-Plan 
 

Development Servicing Plan http://www.midcoastwater.com.au/client_images/1932691.pdf 
Document No. B453879 

Development Servicing Strategies 
(one for each water and sewer scheme) 

Various 
(available upon request) 

Community Involvement Plan Document No.A567655 

Drinking Water Quality Management 
System 

Document No. A461950 

IWCM - Our Water Our Future – 
Summary document 

http://www.midcoastwater.com.au/client_images/1919579.pdf 
Document No. A551966 

IWCM - Our Water Our Future – Full 
document 

http://www.midcoastwater.com.au/client_images/1919578.pdf 
Document No. B489916 

WHS Management Manual Document No. A236464 

Risk Management Framework Document No. A311152 

 


