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Note on price and expenditure data in this document 

Unless otherwise stated, all expenditure forecasts, revenue forecasts and prices in this Price and 
Service Plan 4 (PSP4) submission are presented in nominal, rather than real, terms. This means that 
our estimates are adjusted to include past and forecast inflation. This is easier for customers and 
stakeholders to relate to because most costs experienced in day-to-day life are also presented in 
nominal terms.  

Further, unless otherwise stated, all actual and forecast capital expenditure references are referring 
to TasWater’s investment excluding any external funding sourced in support of the investment. 
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Executive summary 

As TasWater celebrates in June 2021 the water from the Rossarden WTP gaining recognition of an 
international award for the Best Municipal Water for 2021 at the Berkley Springs International 
Water Tasting event in West Virginia, United States of America, it is important to acknowledge the 
work that has come before it and the less visible achievements. TasWater has invested in excess of 
$800 million improving infrastructure, systems and processes over the past seven years, which has 
resulted in benefits for its customers and the environment.  

The investment has resulted in: 

• the removal of all boil water alerts and water becoming safe to drink for all our 
customers, with Rossarden just one of the towns benefiting 

• a significant uplift to 90.8 per cent (from 42 per cent in FY2013-14) in treatment 
compliance levels for wastewater being returned to the state’s waterways helping to 
minimise damage to the natural environment  

• a significant reduction in risks for dams and water storages across the state, reducing 
the number of dams above ANCOLD LoT to four at the end of FY2019-20 from 14 at the 
end of FY2013-14. 

In addition, there have been many less visible but still significant achievements, including gaining a 
better understanding of TasWater’s risks, improving information, competencies and systems that set 
it up for a big spring forward over the next PSP period. These advances also continue to enhance 
customer experiences, provide value for money and reduce health and safety and operational risks. 

This has been achieved while keeping price increases to a minimum, noting that there were no price 
increases in FY2019-20 and FY2020-21 for customers. In fact, the latest State of the Water and 
Sewerage Industry Report by the TER for the period FY2019-20 notes that TasWater is below the 
median of 14 similar sized Australian water authorities for total water and sewerage bills. 

While TasWater investments are realising benefits that will form a strong foundation to springboard 
the organisation forward through the next PSP, it is acknowledged that there is still more to do over 
the PSP4 period and beyond. The operational expenditure (opex) and capital expenditure (capex)  
proposed for PSP4 are key to maintaining momentum and delivering on the goals outlined in the  
Long Term Strategic Plan 2021–2030 (LTSP 2021–2030). 

TasWater’s Price and Service Plan 4 (PSP4) sets out prices, policies, services, projects and outcomes 
to be delivered by 30 June 2026 in support of the long-term outcomes articulated in its LTSP 2021–
2030. 

TasWater engaged extensively with customers and stakeholders as part of developing its PSP4. 
Customer outcomes in the PSP4 submission reflect the feedback received from customers and 
stakeholders through focus groups, telephone surveys, online surveys and individual discussions.  

During consultations, customers suggested there should be continued focus on improving 
compliance outcomes (water quality, environment, dam safety) and improving some standards of 
service reliability. To achieve these outcomes, customers supported modest price increases. 
Affordability remains a key issue for many customers who recognise the need for trade-offs between 
outcomes. A summary of the engagement and the proposed changes are in Chapter 2. 

Through collaboration with TasWater’s technical regulators – the Department of Health (DoH), the 
Environment Protection Authority (EPA) and the Department of Primary Industries, Parks, Water and 
Environment (DPIPWE) – a risk-based approach to prioritising compliance activities has been 
developed. This is a process of identifying and addressing areas of highest risk first to achieve the 
greatest improvements in the shortest time.  
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Over the PSP4 period, TasWater proposes to invest $902 million in capex to address the significant 
challenges faced, such as ageing infrastructure and compliance obligations to improve outcomes for 
customers. In addition to the proposed regulatory investment, external funding grants totalling $296 
million from the Australian government, state government and local government (City of 
Launceston) will be utilised to fund elements of major infrastructure projects that would not 
otherwise meet the regulatory prudency and efficiency test for funding by TasWater’s customers.  
Details of capital projects and initiatives are in Chapter 6. 

Opex is heavily influenced by unique characteristics such as the profile and geographical dispersion 
of the customer base and assets and the number of systems operated in comparison to industry 
peers. Opex of $206.4 million is proposed in FY2022–23, increasing to $227.8 million by FY2025–26. 
This reflects an average annual increase of approximately 3.0 per cent compared to the assumed 
Base Year of FY2020–21. Productivity savings of $8.8 million are forecast to be achieved over the 
PSP4 period. Details are in Chapter 7. 

The total revenue requirement, if costs were to be fully recovered at the statutory limit, is in excess 
of $1.69 billion, which represents a price increase of 6.1 per cent per annum over PSP4. Details of 
revenue requirements are in Chapter 8. 

However, price increases are proposed to be limited to 3.5 per cent per annum in PSP4 based on 
customer expectations and financial projections supporting the memorandum of understanding 
(MoU) with the Tasmanian Government which is now incorporated into the Shareholders’ Letter of 
Expectations. The details of proposed prices for various services are in Chapter 9. 

The following key customer and regulatory outcomes are expected to be achieved by the end of the 
PSP4:  

• Lift customer satisfaction from 66 per cent to 75 per cent or higher 

• Not more than five complaints per 1,000 properties 

• 66.6 per cent of customers will be supplied by drinking water systems that meet best 
practice risk mitigation, up from the current four per cent 

• Mitigation of environmental risks across nine of the 22 highest risk sewage treatment 
plant (STP) sites as outlined in the WWRMP 

• Reduction in water loss to no more than seven kilolitres of water per kilometre of main, 
per day, from current 11.4 kL of water per kilometre of main per day – this is a priority 
based on customer and regulator feedback and will be supported by TasWater’s Non-
Revenue Water (NRW) Reduction Strategy to provide an efficient and comprehensive 
approach to achieving improvements  

• All dams will be below tolerable risk levels and meet the ALARP (as low as reasonably 
practicable) principle, noting that four are currently above tolerable risk levels and 
seven are above ALARP.  

Service reliability standards are prioritised by focusing on investment in capital programs of renewal 
to reduce the risk of unplanned interruptions and breaks that would cause substantial service 
interruption or environmental impact. The process for developing service standards for PSP4 is 
covered in Chapter 4. 

In addition, the customer contract and policy framework have been refined based on customer and 
stakeholder feedback, with the aim of making them clearer for customers and stakeholders who 
need to refer to these documents. Further, TasWater’s service standards and performance metrics 
have been updated based on customer feedback to ensure the things that matter to customers are 
prioritised. 
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Finally, to ensure TasWater can sustainably meet customer expectations and its regulatory 
obligations over the long term  it intends to map a path to full cost recovery over the PSP4 period for 
future regulatory pricing submissions. It is acknowledged that TasWater will need to gain approval 
from the TER in establishing the price path to full cost recovery. 
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1 Introduction 

 

 About this document 

This document is TasWater’s Price and Service Plan for the period 1 July 2022 to 30 June 2026 
(PSP4). PSP4 outlines the proposed outcomes for customers, the opex required to provide services, 
the required infrastructure investment, and the economic rates of return on and of the capital 
investment.  

 About TasWater 

TasWater was established under the Water and Sewerage Corporation Act 2012 and the 
Corporations Act 2001 (Cwth) and began operations on 1 July 2013. TasWater is owned by the 29 
local Tasmanian councils and the Tasmanian Government and is governed by an independent Board 
of Directors. 

TasWater’s core business is to provide two essential services to Tasmanians: 

• Source, treat and deliver reliable, quality water to our customers 

• Collect, transport and treat sewage and safely return it to the environment. 

A summary of TasWater’s services, infrastructure and employees is provided below in Figure 1.1. 

Key Points 

• TasWater was formed on 1 July 2013 and is only part way through the reform journey that 
many of its Australian counterparts began over 20 years ago. 

• TasWater has made significant progress since its formation to improve water and 
sewerage services in Tasmania. However, it operates in a unique environment among 
comparable water utilities with the following challenges: 

o TasWater has significantly more assets per customer due to Tasmania’s dispersed 
population, geography and historical council boundaries and this creates 
diseconomies of scale that result in higher costs relative to similar water utilities 

o TasWater started from a low compliance base, having inherited major challenges to 
meet legislative obligations for water quality, environment and dam safety 

o Affordability is a key issue for many of TasWater’s customers and minimising price 
impacts is a high priority for customers. 

• Recognising the significant progress towards the outcomes in TasWater’s LTSP 2018–2037 
over the PSP3 period, a review of the LTSP 2018–2037 was undertaken and some updates 
made that are outlined in Section 1.7. 

• Over the PSP4 period of the refreshed LTSP 2021–2030, improvements to drinking water, 
and environmental and dam safety compliance will continue to be a focus. 
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 TasWater’s historical context and challenges 

TasWater began operations on 1 July 2013 after the merger of the three former regional Tasmanian 
water and sewerage corporations (Ben Lomond Water, Cradle Mountain Water and Southern Water) 
and their shared service provider, Onstream. 

TasWater operate in a unique environment compared to other large water utilities in Australia. 
Services are provided to a geographic area that covers over 4,500 square kilometres (km2) which 
includes urban areas as well as many regional and remote towns. In total, TasWater owns and 
maintains 61 drinking water systems and 77 Level 2 sewerage systems1 across the state. 

As a result, TasWater has significantly more assets per customer than do mainland counterparts. In 
2020, a survey of water utilities serving almost 80 per cent of Australia’s population, found that 
although TasWater’s population was between two and three per cent of the total population 
surveyed, it had 21 per cent of water treatment plants (WTPs) and 21 per cent of sewage treatment 
plants (STPs), but only two per cent of the revenue. 

All else being equal, the large number of small-scale assets creates higher costs for TasWater 
compared to similar water utilities. Further, a large proportion of TasWater’s inherited infrastructure 
is ageing and in poor condition. This has had a major impact on TasWater’s ability to deliver 
customer service and compliance levels in some areas at the same level as other major Australian 
water utilities. Since its formation, TasWater began the task of addressing these challenges. 

In FY2016–17, TasWater developed its inaugural Long-Term Strategic Plan (LTSP 2018–2037), which 
identified customer outcomes to be delivered over a 20-year period, and the resulting balance 
between prices, service standards and the time to reach full compliance. Based on customer and 
regulator feedback, it integrates price and service plans with long-term financial sustainability. 

In FY2018–19, after the completion of the Regional Towns Water Supply Program (RTWSP), 
longstanding Public Health (Boil Water) Alerts were lifted from the last of 24 regional towns and four 
additional towns that regularly received these alerts across Tasmania. Further, implementation of 
initiatives to minimise costs have continued under the Productivity Improvement Program, which 

 
1 TasWater also owns and maintains 33 Level 1 sewerage systems 

Figure 1.1: Business Snapshot 
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has seen savings of $28.7 million since TasWater’s formation in 2013 primarily through efficiencies in 
the service delivery and retail services areas of the business. 

The Capital Delivery Office (CDO), which was established during PSP3, will be integral to the 
successful delivery of TasWater’s significant infrastructure program, including the externally funded 
projects – the Macquarie Point STP relocation and the Tamar Estuary River Health Action Plan 
(TERHAP), over the PSP4 period. This program is estimated to result in capital investment of 
$1.0 billion (inclusive of external funding of $133.5 million), through 62 projects and 21 programs.  

The CDO is a Program Management Alliance in partnership with UGL Engineering and CPB 
Contractors with support from WSP Australia who are responsible for program managing the design, 
planning and delivery of the major capital projects. The CDO will deliver the larger more complex 
capital projects, while TasWater will directly engage contractors to deliver the smaller less complex 
projects which don’t require the same level of expertise or governance. This is a prudent and 
efficient capital delivery model which takes into account feedback from industry. 

TasWater’s local government shareholders rely on the dividends that are generated from TasWater’s 
operations to continue to invest in their communities. Prudency and efficiency surrounding 
TasWater’s decisions across its business operations are an important element in ensuring that it can 
deliver on stakeholder needs, including the provision of dividends, whie remaining a financial 
sustainable business. 

This PSP outlines the goals, actions and measurements over the four years from FY2022–23 to 
FY2025–26, in the context of the refreshed LTSP 2021–2030 (refer Section 1.7), to deliver the 
outcomes that customers, owners and other key stakeholders are expecting. 

 The regulatory framework  

TasWater is governed by a range of legislative and regulatory instruments, including the Water and 
Sewerage Industry Act 2008 (WSI Act). The WSI Act provides a regulatory framework covering the 
provision of water and sewerage services. It is similar to utility regulatory frameworks in other 
jurisdictions. 

The Tasmanian Economic Regulator (TER) oversees TasWater’s prices and customer service levels. 
Technical regulators oversee the quality of the products and services provided and set investment 
priorities. The key technical regulators of TasWater are: 

• The EPA, which regulates environmental matters such as STP licensing and compliance 

• DoH, which regulates drinking water quality 

• DPIPWE, which regulates water allocation licensing and dam safety. 

TasWater’s compliance obligations and engagement with technical regulators for PSP4 are discussed 
in Chapter 3. 

 TasWater’s strategic framework 

TasWater’s vision is to be trusted, respected and making a positive difference in Tasmania. This 
vision reflects the strong desire of the TasWater Board and employees to focus on what really 
matters for its owners, customers, stakeholders and the community who depend on it for essential 
services. 

To achieve the vision, the Strategic Framework links activities and investment with outcomes that 
matter to customers. The framework, in Figure 1.2 below, illustrates the primary and enabling 
strategies that have been developed to deliver on TasWater’s customer promises. 
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 Figure 1.2: TasWater Strategic Framework 

 

 LTSP (2018–2037) 

The purpose of the LTSP 2018–2037 was to identify the key customer outcomes to be delivered over 
the 20-year period and the resulting balance between prices, service standards and the time to 
reach full compliance. 

As part of the development of the LTSP 2018–2037, significant consultation was undertaken with 
customers, owners, regulators, the Tasmanian Government and other key stakeholders to better 
understand the outcomes that were most important to them. This included seeking feedback on 
investment priorities, appetite for price increases and required customer service standards. This 
feedback informed the prioritisation of the capital program during the PSP3 period and has 
continued to support prioritisation of investment into PSP4. 

The LTSP 2018–2037 was aligned with TasWater’s long-term financial plans and detailed modelling 
was undertaken to ensure the targeted customer outcomes could be sustainably delivered, while 
balancing the needs of current and future generations. Since the LTSP 2018–2037 was developed, an 
integrated set of strategies, plans and frameworks have also been developed to support 
achievement of the customer outcomes. 

The prices, services, projects and outcomes included in PSP3 were aligned with the customer 
outcomes identified in the LTSP 2018–2037. In particular, a number of priority outcomes were 
identified that were to be delivered during the PSP3 period as part of a journey to achieve the 
longer-term customer outcomes outlined in the LTSP 2018–2037. The priority outcomes and 
progress made during the PSP3 period are shown in Table 1.1:. 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653  Page 15 of 378 

Table 1.1: LTSP 2018–2037 Progress over the PSP3 period  

Targeted PSP3 outcome Progress 

Effluent compliance of 90 per cent by volume measured 
against EPA standards and mitigation of environmental risks 
for 90 per cent of the EPA’s top 20 sites identified in EPA MoU 

Effluent compliance of 90.8 per cent was achieved in 
FY2019–20 as a result of targeted improvements at the 
agreed Big 13 (highest volume) and Top 20 (high 
environmental risk) sites as identified in the EPA MoU. 

Microbiological compliance of 100 per cent, removal of all boil 
water alerts (BWAs) and public health alerts (PHAs) and a 
progressive reduction of public health risk in our water 
systems 

Full microbiological compliance has been achieved for two 
years in succession (FY2018–19 and FY2019–20) and all 
PHAs and BWAs were removed by June 2019. 

Risk reduction of all but one dam to within tolerable levels, 
with the remaining dam managed through interim measures 
to reduce its risk appropriately 

As at 30 June 2020, four dams remained above the Limit 
of Tolerability (LoT) set by the Australian National 
Committee on Large Dams (ANCOLD). These dams have 
interim risk mitigation measures in place to manage the 
risk. It is expected that the remaining dams will be within 
the LoT by FY2023–24. 

Maintain current service reliability standards by focusing 
investment on assets that, if they failed, would cause 
substantial service interruption or environmental impact 

As outlined in Chapter 4, improvements have been 
delivered in a number of key reliability standards including 
water main breaks per 100km of main, sewer main breaks 
per 100km of main and the percentage of planned and 
unplanned water supply interruptions being restored 
within five hours. 

Investments to address ageing assets and TasWater’s 
environmental impact continue to receive a high 
weighting in the Capital Prioritisation Model. 

Limiting price increases to be less than full cost recovery to 
manage impacts on customer bills, while still achieving the 
above outcomes within prudent debt levels. 

Prices remain below full cost recovery. 

 LTSP (2021–2030) 

In conjunction with the development of PSP4, the LTSP 2018–2037 has recently been refreshed 
(refer Appendix 1) to take into account the progress since 2017. This refresh reflects customer and 
stakeholder feedback obtained during the PSP4 consultation, incorporates the outcomes agreed to 
in the MoU with the Tasmanian Government which are now incorporated into the Shareholders’ 
Letter of Expectations, and ensures that customer outcomes remain relevant. As part of the refresh, 
the customer outcomes established in the LTSP 2018-2037 were tested to ensure that they remain 
appropriate. Whilst no material changes were identified to the existing target customer outcomes, a 
new target outcome has been established to recognise the important role that TasWater will play in 
relation to its stewardship of the environment. The refresh also took into account the broadening of 
TasWater’s strategic focus since 2017, with a greater emphasis on areas such as customer 
experience, digital transformation and climate change. 

TasWater’s refreshed LTSP 2021-2030 outlines the progress TasWater expects to make over the 
period 2021-2030 to deliver towards its strategic vision and customer outcomes. The decision to 
reduce the LTSP 2021-2030 to a 10-year period recognises that the increasing pace of change in our 
operating environment can very quickly result in a longer-term plan becoming obsolete. It also 
reflects that the customer outcomes established in the LTSP 2018-2037 have been embedded 
elsewhere in TasWater’s strategic hierarchy, including in primary and enabling strategies. 
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Figure 1.3: LTSP Refresh Schedule  

 

The prices, services, projects and outcomes proposed for the PSP4 period are aligned with the LTSP 
2021–2030. As the customer outcomes TasWater is seeking to deliver have not materially changed in 
the LTSP 2021–2030, no change is proposed to the high-level weightings for the priorities of drinking 
water, environment, dam safety and service standards for the PSP4 period. 
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2 Customer and stakeholder engagement 

 

Completing targeted customer and stakeholder engagement has enabled TasWater to gain a deeper 
understanding of customers’ expectations, needs and preferences. The results of this work have 
directly informed the investment priorities and service levels put forward in this PSP4 submission. 

 Our engagement framework 

The TER’s PSP4 Guideline outlines specific consultation requirements that must be observed when 
developing the PSP. TasWater must use industry-accepted consultation practices, demonstrate who 
and how it consulted, and it must provide justification for the topics and questions put for 
consultation.  
Therefore, TasWater’s engagement framework follows the standards established by the 
International Association for Public Participation (IAP2) and the associated public participation 
spectrum. 

The type of engagement undertaken depends on the issue, scope, timing, public interest and 
available resources. The choice to inform, consult, involve, collaborate or empower considers the 
degree of influence the community could have or be expected to have, and TasWater’s ability to 
meet those expectations. 

Key Points 

• TasWater engaged extensively with customers and stakeholders as part of the PSP4 
process. This included collaboration with customers to inform the PSP4 submission using 
focus groups, telephone surveys, online surveys and individual discussions. 

• The engagement approach built on the foundational customer preferences established 
during PSP3 by exploring specific price and service issues raised by customers in more 
detail. 

• Key engagement topics included customer service standards, price and service trade-offs 
(willingness to pay for different services), calculation methods for sewerage and 
commercial trade waste charges, investment priorities and level of profit, and developer 
charges. 

• During consultation, customers and stakeholders told TasWater that: 

o They care significantly about: getting their water reinstated within the time specified 
by TasWater after a planned water outage; the time it takes to contain a sewage 
spill; and resolution of their issues at first contact 

o Some customers are willing to pay for increased use of recycled water, increased 
water conservation programs and for provision of service to unserviced areas, 
although not at a level that would be sufficient to fund the provision of these 
additional services 

o Increasing the accuracy of sharing sewerage costs between customers is mildly 
important for residential customers, and feedback was highly varied for commercial 
customers 

o Preferences for investment priorities are largely consistent with those in PSP3 (e.g. 
safe drinking water, environmental compliance) and TasWater's level of profit is 
considered to be about right 

o There is broad support for introduction of a standard developer charge for new 
developments, although not all stakeholders support this view. 
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The engagement framework for PSP4 has been informed by the Customer Engagement in the Urban 
Water Sector report by the Water Services Association of Australia (WSAA)2. Among other things, 
the report notes that there is a shift among water utilities towards greater customer-centricity, more 
in-house engagement expertise and more engagement to the right of the IAP2 spectrum (i.e. 
towards customer empowerment). 

In response, where TasWater previously informed and consulted with customers and stakeholders 
during the development of its PSPs, it has actively sought opportunities to involve and collaborate in 
PSP4. Evidence of this more collaborative approach is the use of ‘willingness-to-pay’ research – 
designed to assess customers’ willingness to support and pay for selected future investments.  

A summary of TasWater’s engagement activities, including willingness-to-pay research, is presented 
in Table 2.1 and in Section 2.3. 

 Engagement approach for PSP4 

2.2.1 Background 

The consultation and engagement process carried out for PSP3 provided an understanding of what 
TasWater customers and stakeholders cared about most, with high-level priorities identified as: 

• Safe drinking water 

• Meeting environmental standards for treated sewage discharges 

• Ensuring water security 

• Maintaining dam safety. 

It was not feasible to fully address compliance challenges in these areas in the short time period of 
PSP3 given the scale of expenditure required and the need to strike a balance with customer 
affordability. To address this, TasWater developed its first LTSP (LTSP 2018–2037), which was 
recently refreshed during FY2020–21 (LTSP 2021–2030).  

Regarded as an organisational blueprint, the LTSP 2021–2030 outlines a series of 10-year goals for 
service standards and compliance, and a planned approach to investment and price increases that 
aligns with customer and stakeholder feedback. The regulators showed general support for the 
balanced compliance outcomes noted in the inaugural LTSP 2018–2037 which have been retained in 
the refreshed LTSP 2021–2030. 

During PSP3, TasWater signed an MoU with the Tasmanian Government, freezing water and 
sewerage prices in FY2019–20. It was agreed that all future price increases until 30 June 2025 would 
be capped at 3.5 per cent per annum. A best endeavours commitment was also provided to lifting 
the Capital Works Program (CWP) to include $1.8 billion of investment over 10 years, so that 
Tasmanians could experience improved water and sewerage services sooner. 

2.2.2 Engagement focus in PSP4 

The relative investment priorities outlined in the LTSP 2021–2030 remain largely unchanged for 
PSP4. Clean, safe drinking water as a first priority is a fundamental expectation of customers; this is 
closely followed by meeting environmental standards, ensuring water security and maintaining dam 
safety. 

The engagement in PSP4 builds on the fundamental engagement outcomes established in PSP3 and 
explores specific issues that have been raised by customers and stakeholders in more detail (for 
example, derived from complaints and other feedback).  

TasWater’s engagement on PSP4 has spanned 22 months, commencing in June 2019 with the 
distribution of fact sheets about the PSP and key policy areas including sewerage charges, developer 

 
2 WSAA Customer Engagement Report February 2019. 

https://www.taswater.com.au/ArticleDocuments/511/WSAA%20Customer%20Engagement%20Report%20Mar%202019_0.PDF.aspx
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chargers, affordability, fairness and value for money. In July 2019, TasWater commenced 
engagement on sewerage and trade waste pricing through focus groups and email to better 
understand customer priorities. 

Later in 2019 TasWater engaged on customer service standards and the need for price and service 
trade offs. This led into TasWater’s first Willingness to Pay survey, conducted in November and 
December 2019, which provided some insight into the appetite of customers to pay more for to 
receive additional services or community benefits. 

Through early 2020 TasWater re-engaged with stakeholders on developer charges to share the 
concepts being considered and gain feedback on the preferences of stakeholders for alternative 
developer charge concepts. 

The final stages of consultation were completed in April 2021, where TasWater further engaged with 
customers and peak bodies on the proposed developer charges policy, target prices for water and 
sewerage, investment priorities and profit levels. Table 2.1 outlines the engagement completed for 
each key topic, including support from external consultants (Insync, MJA and Jacobs Australia). 
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Table 2.1: Engagement activity summary for PSP4 

Category Topic Engagement method(s) Segment/s Engagement numbers 

General Awareness raising 

Information provision 

Paid articles and advertising in all major 
Tasmanian newspapers  

General public Articles in major papers (estimated readership of 
239,000 people) 

Dedicated PSP4 platform on Yoursay 
(www.taswater.com.au/yoursay), Yoursay 
information sharing, fact sheets, forum for 
feedback 

Customers, general 
public, 
stakeholders 

The PSP4 Yoursay platform received 574 visits; 53 
individuals registered, and 185 downloads 

Facebook posts raising awareness of the PSP4 
Yoursay platform 

General public An estimated 2,898 Facebook users were reached 

Attended Customer Consultative Committee 
meetings of the office of the TER 

Stakeholders Not applicable 

Snapshot brochure to summarise engagement 
activities and decisions 

Customers Copies will be distributed to all customers after the 
lodgement of the PSP4 submission with the customer 
newsletter via their preferred channel 

Customer service 
standards 

Planned outages, sewage spills, contacting 
TasWater, customer satisfaction, sewerage 
pricing calculation and general topics 

Focus groups and telephone survey (Insync) Residential 
customers 

Six focus groups; 400 surveys (393 residential, 
7 business) 

Price and service 
trade-offs 

Willingness to pay for increased recycled water, 
increased water conservation programs, new 
customer connections 

Service standard preferences 

Online survey – willingness to pay (MJA) Residential 
customers 

1,287 survey respondents 

Existing and 
proposed tariffs 

Residential sewerage calculation methods Telephone survey (Insync) 

Online survey (Jacobs) 

Focus groups, peak body survey (Jacobs) 

Residential 
customers 

Stakeholders 

Two focus groups (residential), 2,472 online survey 
respondents, 400 telephone survey respondents, 
15 peak bodies 

Commercial trade waste charges Online survey (Jacobs) 

Focus groups, peak body survey (Jacobs) 

Commercial trade 
waste customers 

Two focus groups (commercial), 104 online survey 
respondents, 15 peak bodies 

Investment and 
expenditure 

Investment priorities 

Level of profit 

Growth/demand 

Peak body/stakeholder interviews (Insync) 

Residential customer survey 

Stakeholders Interviews with 28 peak bodies and stakeholders 

Residential survey (423 customers) 

Policy Developer charges Webinars (MJA – two online webinars) Stakeholders 33 attendees in total 

Stakeholder survey (Insync) and fact sheet on 
developer charges 

Stakeholders; 

Customers 

25 survey respondents (stakeholders) 

422 survey respondents (customers)  
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 Engagement results 

The results of our engagement with customers and stakeholders are summarised below. The final 
section in this chapter closes the loop by explaining how this feedback is reflected in the PSP4 
submission. 

2.3.1 Customer service standards 

Insync was engaged to undertake focus groups and telephone surveys to better understand the 
views of customers and stakeholders regarding customer service standards. 

Initially, Insync set up four focus groups across Tasmania (Hobart, Devonport, Launceston and 
regional online) to broadly explore issues. This was followed by a telephone survey to test the issues 
and priorities identified by customers in the focus groups. Finally, Insync conducted a second round 
of two focus groups (Hobart, regional online) to confirm the details of specific issues. 

The first round of focus groups explored residential customers’ understanding and perceptions 
relating to discoloured water and drinking water taste/odour (common customer complaints), the 
meaningfulness of current customer service standards, how sewerage services are charged and 
whether customers would like to see TasWater more involved in enhancing liveability, community 
spaces and environmental outcomes. The aggregated customer service standard priorities from the 
first round of focus group participants was (from most preferred to least preferred): 

• First call resolution/only speaking to one person 

• Accurate communication from a knowledgeable person  

• Fast resolution of issues, accountability and follow-up (taking ownership)  

• Friendliness and politeness  

• Honesty, admitting fault and apologising  

• Answering speed before talking to a person (no push button options)  

• Call centre is local  

• Setting and delivering on expectations  

• Multichannel contact options (online chat from website)  

• Fast attention to leaks  

• Getting outage times right  

• Efficient service  

• A good price 

• Workers clean up the sites when finished. 

These priorities were then tested by Insync using a telephone survey. Conducted in November 2019, 
the sample included a total of 400 customers (seven businesses, 393 residential) to ensure a 
statistically valid set of responses from the customer base. Insync advised that the sample size 
provided statistical confidence of 95 per cent ±4.9 per cent based on approximately 208,219 water 
connections in the 2018–19 financial year. This is a standard statistical test commonly applied to 
surveys and means it is highly likely that the survey results reflect the actual attitudes of all 
customers.3 

Key results from the telephone survey are provided below. 

 
3 Assessing survey data, Queensland Government’s Statistician’s Office, 2015. 

https://www.qgso.qld.gov.au/issues/696/assessing-survey-data.pdf
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2.3.1.1 Service standards relating to water outages 

Overall, respondents were more interested in getting their water reinstated consistent with initial 
advice from TasWater rather than being informed when the outage first occurred. This was 
demonstrated (as shown in Figure 2.1) by 41 per cent of respondents agreeing that “The number of 
planned outages where the water comes back on when TasWater said it would” was the single best 
measure of good service. 

 
Figure 2.1: Planning outage service standards 

 

2.3.1.2 Service standards relating to sewage spills 

For respondents, the speed of arrival at the scene was far less important than the time it took to 
contain the spill. This can be seen in Figure 2.2 which shows 35 per cent of respondents agreed that 
“How quickly the spills are stopped from discharging into the surrounding area” was the best 
measure of performance. 
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2.3.1.3 Contacting TasWater 

Figure 2.3 shows respondents overwhelmingly supported first call resolution (81 per cent) as a 
measure of customer satisfaction rather than the speed of answering their call (19 per cent). 

 

Figure 2.3: Important factors for callers 

 

2.3.1.4 Customer satisfaction 

Figure 2.4 shows that when considering how overall customer satisfaction should be measured, 
respondents preferred a combination of complaints monitoring and a general survey. This was 
represented by 52 per cent of respondents selecting a general survey and the remaining 48 per cent 
choosing the number of complaints TasWater receives. 
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Figure 2.2: Sewage spill service standards 
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2.3.1.5 Sewerage pricing calculation method 

Only 54 per cent of residential respondents expressed a willingness to pay the extra costs associated 
with moving from the current equivalent tenement (ET) system4 of sewerage pricing to one based on 
a discharge factor5. 

Respondents were also asked to consider how important it was to them that the costs associated 
with running TasWater’s sewerage systems (as reflected in the sewerage charging method) was 
accurately shared. Figure 2.5 shows the average score was 3.4 (on a scale of 1–5, where 1 = very 
unimportant and 5 = very important), indicating increasing the accuracy of sharing costs between 
customers was only mildly important. 

It should be noted that this data is based on a self-identified level of wealth from respondents in 
each of the listed categories. 

 
4 www.taswater.com.au/Your-Account/Other-Fees-and-Charges/Equivalent-Tenements-Explained# 
5 www.taswater.com.au/ArticleDocuments/614/PSP4_Fact_Sheet_3_A_new_way_to_charge_for_ 
sewerage_services_business_2of2_FINAL.pdf.aspx 

Figure 2.4: Customer satisfaction measures 
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Figure 2.5: Importance of accuracy in sharing sewerage costs between customers 

 

2.3.2 Price and service trade-offs 

MJA was engaged to complete an online survey for residential customers between November and 
December 2019 to better understand customer viewpoints on three aspects of service delivery that 
are not mandated by legislation and/or government: 

• Increasing the supply of recycled water 

• Residential water conservation programs  

• New customer connections in unserviced areas. 

The survey explored willingness and ability of customers to pay over and above their existing annual 
water and sewerage charges for these aspects of service delivery. It also explored customer 
preferences and trade-offs for existing and new services and different service standards.  

The survey included a sample of 1,200 residential customers with a ±2 per cent margin of error at 
95 per cent confidence. This is a standard statistical test commonly applied to surveys and means it 
is highly likely that the survey results reflect the actual attitudes of all customers.6  

The sample set included 448 customers receiving pensions and 148 customers who had received late 
payment reminders in the last 12 months. The survey sample was deemed representative of the 
overall TasWater residential customer base. Final survey results were re-weighted according to age, 
gender, household dwelling type, income, ownership and region. 

2.3.2.1 Willingness to pay 

A total of 1,287 residential and commercial customers completed the willingness-to-pay questions in 
the survey, including 880 respondents recruited from TasWater customer invites. 

The willingness-to-pay component of the survey focused on:  

• Increasing the supply of recycled water: whether customers were willing to pay more for 
a project that provides recycled water to be used by agriculture or sporting grounds in 
lieu of irrigating with drinking water, compared with one that does not 

 
6 Assessing survey data, Queensland Government’s Statistician’s Office, 2015. 
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• Residential water conservation programs: understanding customers’ willingness to pay 
for measures to reduce consumption, such as low-flow shower heads (this topic also 
explored how customers value water use – primarily the choice between irrigation and 
drinking water) 

• New customer connections: whether and how much existing customers were willing to 
pay to support the introduction of water and sewerage services to currently unserviced 
Tasmanian communities. 

For the above proposed investments, TasWater sought to answer two critical questions: 

• Are customers willing to pay more in return for higher standards than those mandated 
by legislation or government? 

• Where should these investments occur if customers are willing to pay for them? 

The results of the willingness-to-pay component of the survey are summarised below. 

Increased recycled water supplies 

On average, residential customers included in the survey are willing to pay $11.73 a year per 
household beginning in PSP5 to increase the supply of recycled water available for use, with lower 
and upper bound estimates of $10.82 and $12.867.  

Figure 2.6 shows the willingness of residential customers to pay at different price points. 
Approximately 40 per cent of residential customers are unwilling to pay extra for additional water 
recycling. Approximately 60 per cent of residential customers supported increasing recycled water 
supply up to a bill impact of about $6.00 per year. 

Support for increased recycled water falls from 60 per cent to 50 per cent at $11.73 per year, and 
then falls off sharply at the $14.00 per year level. 

Figure 2.6: Willingness to pay – increased recycled water 

 

Increased water conservation programs 

On average, residential customers in the survey are willing to pay $8.65 per year for TasWater to run 
water conservation programs. Lower and upper bound estimates were $6.77 and $12.99 per year.  

 
7 The upper and lower bound represents the 95 per cent confidence interval for this estimate. This is a standard statistical test commonly 
applied to surveys and means it is highly likely that the actual willingness to pay of customers is between these upper and lower bounds. 
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Figure 2.7 shows that approximately 35 per cent of customers are not willing to pay for water 
conservation programs. Approximately 60 per cent of customers are willing to pay an increased 
charge of about $2.00 per year for water conservation programs with support falling below 
50 per cent at $8.65 per year.  

 

New customer connections (water and sewerage) 

On average, residential customers in the survey are willing to pay $38.87 per year per household 
starting in PSP5 towards the cost of connecting currently unserviced Tasmanian communities to 
TasWater’s water and sewerage networks. Lower and upper bound estimates were $33.83 and 
$43.62 per year per household.  

Figure 2.8 shows that approximately 40 per cent of customers are not willing to contribute to the 
cost of new customer connections, while 60 per cent of customers support contributing to the cost 
of new customer connections up to a bill impact of about $3.00 per year. Support falls from 
60 per cent to 55 per cent at $10.00 per customer per year. 

Figure 2.7: Willingness to pay – increased water conservation programs 

 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

$
0

$
1

$
2

$
3

$
4

$
5

$
6

$
7

$
8

$
9

$
9

$
1

0

$
1

1

$
1

2%
 T

as
W

at
e

r 
cu

st
o

m
e

rs
 w

ill
in

g 
to

 p
ay

Proposed additional cost to customer each year commencing PSP5

Assuming 25% dropout have WTP=0



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 28 of 378  

Willingness to pay summary 

The survey results revealed that while many customers would be willing to pay higher water bills in 
PSP5 for TasWater to fund the three proposals (increasing the supply of recycled water, increased 
residential water conservation programs and contributing to new customer connections), the level 
of support was below what is deemed a reasonable threshold to proceed.  

The threshold level of support for proceeding with any of the three proposals explored in the 
willingness-to-pay survey is deemed to be 70 per cent. This threshold reflects the following logic: 

• It is not feasible to require 100 per cent support for a proposal and, based on past 
survey experience, thresholds requiring public support approaching 80 per cent are 
unlikely to be achieved  

• A simple majority level of support (i.e. 50 per cent) is not deemed to be sufficient to 
make a proposed change given that 100 per cent of customers would bear the impact of 
the cost increase 

• A 70 per cent threshold means the clear majority favour such an increase being an 
important factor considering all customers would be billed for the increase.  

None of the three proposals explored in the willingness-to-pay survey achieved a 70 per cent level of 
support and, therefore, no customer price increases are recommended to fund such activities. 

It should be noted that about 25 per cent of respondents did not complete one or more of the 
willingness-to-pay survey questions. The willingness-to-pay estimates assume that respondents who 
did not complete the question are not willing to pay for the service in question.  

A less conservative approach would be to exclude the non-respondents from the survey analysis 
entirely. Using the less conservative approach, the 70 per cent threshold is exceeded at very low 
willingness-to-pay values – up to $10 per customer to increase recycled water supply, up to $4 per 
customer for increasing water conservation and up to $10 per customer for connecting unserviced 
communities. However, the cost to provide these additional services would be well in excess of any 
revenue received from higher prices. TasWater considers the more conservative approach (i.e. 
assume non-respondents have zero willingness to pay) to be prudent because: 

Figure 2.8: Willingness to pay – new customer connections (water and sewerage) 

 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

$
0

$
1

0

$
2

0

$
3

0

$
4

0

$
5

0

$
6

0

$
7

0

$
8

0

$
9

0

$
1

0
0

$
1

1
0

$
1

2
0

%
 T

as
W

at
e

r 
cu

st
o

m
e

rs
 w

ill
in

g 
to

 p
ay

Proposed additional cost to customer each year commencing PSP5

Assuming 25% dropout have WTP=0



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 29 of 378  

• Taking the least conservative approach results in only marginal willingness to pay for 
each of the services in question, with any revenue raised likely to be far below the cost 
of providing the service 

• While TasWater’s broader customer engagement shows acceptance from customers for 
some level of price increase to fund necessary investments, customers continue to 
place high importance on affordable bills and want to keep price rises to a minimum 
where possible. 

2.3.2.2 Service standards preferences 

A total of 1,127 residential customers completed the service standards questions in the online 
survey, including 726 respondents recruited directly from customer invitations sent via email. The 
remaining customer respondents were drawn from a survey panel provider, Pureprofile. 

The customer service standards component of the survey focused on understanding customer 
preferences across 10 key service levels, including parameters around sewage spills, frequency and 
speed of response to water supply issues, and the resolution of customer issues. 

MJA built upon the work by Insync in identifying customer service level preferences, by using an 
online survey to explore the relative importance of those preferences to inform the 
refinement/development of related service standards. 

In terms of residential customer preferences, the survey sought to answer: 

• How do customers prioritise services? 

• How do customer preferences for services differ? 

Table 2.2 summarises the average points allocated to service standards, together with a lower and 
upper bound estimate that represents a range that 95 per cent of customers’ preferences are 
expected to fall within. The service standards have been separated into four priority bands of 
importance, with one being the most important to customers. 

The details of the engagement with customers to inform service standards are included in Chapter 4, 
Section 4.1. 
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Table 2.2: Residential customer service standards preferences 

Service level Mean 
Lower 
bound 

Upper 
bound 

Priority 
Band 

Reduce how much drinking water is lost from TasWater's 
networks from leakage and breaks each year (current service 
level is about 6,100 Olympic swimming pools of water 
lost/year8) 

24.3% 21.8% 26.9% 1 

Increase how often TasWater responds to water supply issues 
that may cause serious harm to customers, property or the 
environment within 60 minutes (current service level is about 
97% of water supply issues) 

15.4% 12.2% 18.5% 1 

Reduce number of sewage spills into sensitive areas each 
year, such as oyster leases (current service level is about 1 per 
year) 

11.5% 9.9% 13.1% 2 

TasWater responds to water supply issues that have a notable 
impact on customers, property, or the environment within 
three days (current service level is about 90% of water supply 
issues) 

10.5% 9.1% 11.8% 2 

Increase how many sewage spills TasWater stops from 
overflowing from our networks within 5 hours (current 
service level is about 99% of sewage issues) 

10.1% 8.8% 11.4% 2 

Increase how often TasWater responds to water supply issues 
that may cause minor harm to customers, property or the 
environment within 60 minutes (current service level is about 
97% of issues) 

7.5% 6.6% 8.3% 3 

Reduce number of TasWater customer complaints about 
water services each year (such as taste, smell, colour or 
supply pressure) (current service level is about 4 complaints 
per 1,000 customers) 

6.7% 5.8% 7.6% 3 

Reduce number of TasWater customer complaints about 
sewage services each year (such as smell, spills or failures) 
(current service level is about 1 complaint per 1,000 
customers) 

6.2% 5.4% 7.1% 3 

Increase how often TasWater customer inquiries by phone 
are resolved by the first TasWater employee the customer 
contacts (current service level is about 90% of issues 
resolved) 

4.2% 3.6% 4.8% 4 

Increase percentage of times TasWater responds to phone 
calls to the contact centre within 30 seconds (current service 
level is about 87% of calls) 

3.7% 3.1% 4.2% 4 

Table 2.2 reveals the following about residential customer preferences for service standards: 

• On average, customers placed approximately 40 per cent of weighting on two services 
and service standards that together make up Priority Band 1: the number one priority 
was reducing the amount of drinking water that is lost from the network 
(24.3 per cent), followed by increasing how often water supply issues that can cause 
significant damage to customers, property or the environment are responded to within 
60 minutes (15.4 per cent) 

• Compared to the other services and standards, customers place least importance on 
customer service outcomes relating to current call response times (3.7 per cent) and 
increasing how often customer issues are dealt with by the first staff member they 
speak with from the current 90 per cent performance level (4.2 per cent). 

 
8 The service levels cited in this table were presented to respondents during the willingness-to-pay survey. They are approximate and 
intended to provide a general understanding of current service. 
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Demographic variations in service level preferences were also examined. Further analysis reveals 
that some residential customers placed greater importance on some services and service standards 
than others: 

• Hobart and Launceston residential customers placed higher importance on reducing 
sewage spills into sensitive areas, and lower importance on service levels for customer 
complaints about water services each year (taste, smell, colour or pressure) 

• Females placed higher importance on reducing how much drinking water is lost from 
networks from leakage and breaks each year, and lower importance on reducing the 
number of sewage spills into sensitive areas each year, such as oyster leases 

• Progressively older respondents placed more importance on reducing the number of 
water service complaints each year (taste, smell, colour or pressure), and less 
importance on increasing how often water supply issues that may cause minor harm to 
customers, property or the environment are responded to within 60 minutes. 

Customers who responded to the TasWater customer survey invite, as distinct from the survey 
sample recruited from the Pureprofile survey panel, placed marginally higher importance weightings 
on reducing how much drinking water is lost from network leakage and breaks each year. They 
placed marginally less importance on: 

• Reducing the number of sewage spills into sensitive areas each year  

• Increasing how often water supply issues that may cause minor harm to customers, 
property or the environment are responded to within 60 minutes 

• Increasing the percentage of times TasWater responds to phone calls to its contact 
centre within 30 seconds. 

The differences between the TasWater customer respondents and the Pureprofile survey panel 
respondents are likely to arise from opt-in bias (i.e. TasWater customers who opted into the survey 
are potentially more interested in water and sewerage issues). However, the difference between the 
two cohorts are minor and the combined results provided in Table 2.2 are deemed valid for the 
purposes of this exercise. 

2.3.3 Existing and proposed tariffs 

This section briefly outlines engagement activities completed under the key topic of tariffs, 
specifically, residential sewerage and commercial trade waste charging approaches. Of our tariffs for 
various services, these two tariffs are the most common source of questions from customers. In 
PSP3 we committed to exploring alternative charging approaches for these tariffs as part of our PSP4 
submission. Each of the engagement activities under this topic were completed by Jacobs Australia 
(Jacobs), with the overarching goal of informing the development of charging methods that 
customers would perceive as fair and equitable. Jacobs undertook the following activities: 

• Online survey for residential sewerage charging (2,472 residential customers) 

• Focus groups for residential sewerage charging (two focus groups; 23 attendees) 

• Online survey for commercial sewerage and trade waste charging (104 respondents) 

• Focus groups for commercial sewerage and trade waste customers (two focus groups; 
four attendees) 

• Face-to-face, telephone and email engagement with peak bodies (15 peak bodies). 

The results of these engagement activities are summarised below. 
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2.3.3.1 Online survey for residential sewerage charging 

Respondents were asked to rank in order of preference their criteria for assessing different 
residential sewerage charging methods. The criteria were ranked by respondents in order of highest 
importance to lowest importance as follows: 

• Affordable (to customers generally) 

• Fair (more equitable levying of charges and consistency across customer groups) 

• Simple (for the customer to understand and for TasWater to administer) 

• Cost-reflective (reflecting the actual costs of infrastructure to TasWater, and the actual 
costs of providing services to the customer). 

The ranking of criteria was highly variable and inconsistent across categories. However, one pattern 
stood out:  

• All age groups ranked affordability as number one and fairness as number two, but 
younger people (18–54) prioritised cost-reflectiveness over simplicity and older people 
(55+) ranked simplicity over cost-reflectiveness 

• People in strata title units and houses with gardens prioritised affordability over 
fairness, but all other property types (flats, houses with acreage, retirement homes, 
working farms) prioritised fairness over affordability. 

2.3.3.2 Focus groups for residential sewerage charging 

A total of 23 individuals attended the two residential sewerage customer focus groups run by Jacobs 
in July 2019. The key discussion points from these groups are summarised in Table 2.3.  

Table 2.3: Key discussion points from the residential sewerage customer focus groups 
   

Location/timing  Attendees Discussion summary 

Launceston 
10.00am  
23 July 2019 

 

13 Concern about how much sewerage charges have increased since TasWater 
was established, although there is also a recognition that TasWater inherited 
sewerage infrastructure that councils could not afford to maintain. 

High level of concern about a perceived lack of transparency regarding: 

• Why charges are so high 

• Where the money goes, and specifically whether their charges are funding 
infrastructure for other areas  

• Whether the legacy assets are being funded through debt that will further 
increase charges for the next generation. 

Hobart 
11.30am 
24 July 2019 

 

10 Recognition of legacy infrastructure not being adequately maintained and in 
need of substantial investment. 

Concern about extra load on the system by new housing subdivisions, and 
whether developers make a fair contribution to infrastructure costs. 

Strong feeling that the current system treating all household sizes equally is 
unfair, with a lot of discussion about how to simply reflect relative usage in 
charging; conclusion that the number of people per household cannot be used 
as this is too changeable. 

Use of the sewerage system seen as likely to be roughly proportionate to the 
use of water, with some support for increasing water charges and reducing 
sewerage charges, with a non-fixed component of sewerage charges being 
proportionate to water use. 

Support for incentivising people to conserve water and be more 
environmentally friendly in their use of water and sewerage, which people see 
as TasWater’s responsibility to publicly promote and educate.  

Suggestions about a bill breakdown. 
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2.3.3.3 Online survey for commercial sewerage and trade waste charging 

Jacobs conducted an online survey for commercial sewerage and trade waste charging in July 2019. 
The survey asked respondents to rank in order of preference their criteria for assessing different 
trade waste charging methods. The criteria were ranked by respondents in order of highest 
importance to lowest importance as follows: 

• Risk-based (where there is a risk from discharge, low risk should reflect lower charges 
and high risk should reflect higher charges) 

• Affordable (to businesses generally) 

• Fairer (more equitable levying of charges and consistency across customer groups) 

• Cost-reflective (charges should reflect the actual costs of infrastructure to TasWater, 
and the actual costs of providing services to a particular user group). 

The ranking of criteria was highly variable and inconsistent across categories. However, one pattern 
stood out:  

• Small-to-medium businesses with low volume and/or low risk discharges prioritised risk-
based charging ahead of affordability 

• Larger businesses with higher volume and/or higher risk discharges prioritised 
affordability over risk-based charging. 

2.3.3.4 Focus groups for commercial sewerage and trade waste customers 

A total of 14 businesses expressed interest in attending the commercial sewerage and trade waste 
focus groups. However, due to timing constraints during the workday only four individuals attended 
the focus groups, which were run by Jacobs in July 2019. The key discussion points from these 
groups are summarised in Table 2.4.  

Table 2.4: Key discussion points from commercial sewerage and trade waste customer focus groups 

Location/timing  Attendees Discussion summary 

Ulverstone 
2.00pm 
22 July 2019 

2 ETs are not an accurate indicator of use and are an unfair pricing method. 

Concern about a lack of transparency and substantial increases in charging 
over the last few years (which is seen as a big burden on small business and 
businesses in regional areas). 

Views that occupancy levels in accommodation, including regional variation in 
average occupancy levels, should be factored into charges.  

Charging should include an incentive to develop business in regional towns 
and provide incentives or rewards for being environmentally friendly. 

Hobart 
10.00am 
24 July 2019  

2 

2.3.3.5 Face-to-face, telephone and email engagement with peak bodies 

Jacobs engaged with a total of 15 peak bodies including the following stakeholder segments: 

• Community services 

• Developers  

• Leisure/hospitality 

• Local government 

• Plumbers 

• Property owners 

• Seafood 

• Small business  

• Tourism 
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The engagement results were highly varied, but the overall ranking of charging criteria in order of 
highest importance to lowest importance was:  

• Affordable 

• Fair 

• Cost-reflective 

• Risk-based (although rated fourth by peak bodies, this was rated number one by 
individual commercial customers). 

Several stakeholders said that the ET system is an unfair, ‘one-size-fits-all’ pricing method that does 
not accurately reflect use. These stakeholders expressed a desire for any new pricing method to 
more accurately reflect actual use of sewerage systems by commercial customers. 

2.3.4 Investment and expenditure 

TasWater engaged Insync to survey residential customers, peak bodies and other key stakeholders 
(grouped as stakeholders in results below) to better understand: 

• Stakeholder views and perceptions regarding TasWater’s expenditure and investment 
priorities 

• TasWater’s level of profit including expectations around business and community 
support during and after the COVID-19 pandemic 

• Stakeholder views and perceptions regarding planning and infrastructure considerations 
for future growth and demand management. 

Insync engaged with 28 stakeholders representing community services, small business, hospitality 
and other key sectors in Tasmania. Insync also completed a telephone survey with 423 residential 
customers. The engagement results are provided below. 

2.3.4.1 Investment priorities  

Insync surveyed residential customers and stakeholders (peak bodies and other key stakeholders) to 
determine their values and expectations with respect to TasWater’s services. The findings of these 
surveys were consistent with the engagement in PSP3, namely, that there continues to be a broad 
expectation that TasWater will provide safe and healthy drinking water and meet 
environmental/compliance obligations, both of which remain a strong focus in TasWater’s capital 
program. The findings are summarised in Table 2.5. 

Table 2.5: Values and expectations for TasWater 

Category  Residential customer Stakeholders 

Provide safe and healthy drinking 
water 

94% agree 96% agree 

Employ local people wherever 
possible 

90% agree 82% agree  

Meet its environmental obligations 84% agree  89% agree  

To be customer-focused 83% agree 86% agree 

Stakeholders and residential customers both rank the following investments in their top three 
priorities: 

• Complete the upgrades required to bring all customers onto safe, modern systems 

• Replace assets that are nearing the end of their life 

• Reduce high-impact sewage pollution events 

These investment priorities are summarised in Table 2.6. 
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Table 2.6: TasWater’s plans for investment 

Category  Residential customers Stakeholders 

Completing the upgrades required to bring all 
customers onto safe, modern systems 

Most important  2nd most important 

Replacing assets that are nearing the end of their 
life 

2nd most important 3rd most important 

Reducing high-impact sewage pollution events 3rd most important  Most important 

Increasing customer satisfaction 4th most important Least important  

Expanding the network to allow for growth and to 
provide piped water/wastewater services to more 
customers 

Least important  4th most important 

It should be noted that 71 per cent of stakeholders were agreeable to price rises to fund these 
investments. While only 39 per cent of residential customers agreed with this statement, a further 
32 per cent were indifferent and only 29 per cent of residential customers disagreed. This is 
illustrated in Figure 2.9 and Figure 2.10. 

 
 

 
Figure 2.9: I am willing to accept price rises needed to fund TasWater’s investments (stakeholder)
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Figure 2.10: I am willing to accept price rises needed to fund TasWater’s investments (residential) 

 

Overall, the survey respondents were more willing than not to accept price rises to fund the 
investments identified in Table 2.6. 

2.3.4.2 Level of profit 

Stakeholders and residential customers were also asked about their views on TasWater’s level of 
profitability. As shown in Table 2.7, about 50 per cent of stakeholders and 72 per cent of residential 
customer respondents felt that TasWater’s proposed level of profitability during PSP4 was “about 
right”. However, 86 per cent of stakeholders and 81 per cent of residential customers agreed that 
TasWater should have to become more efficient every year to minimise price increases – noting 
that, overall, customers and stakeholders support price rises to fund necessary investments as 
discussed in the previous section. 

Table 2.7: Level of profitability 
 

 
 

Category  Residential customers Stakeholder 

Does TasWater’s level of profit sound 
too little, about right or too much to 
you? 

Too much = 18% 

About right = 72% 

Too little = 10% 

Too much = 46% 

About right = 50% 

Too little = 4% 

TasWater should have to become 
more efficient every year to minimise 
price rises 

81% agree 86% Agree  

2.3.4.3 Growth and demand 

As shown in Section 2.3.4.1, both stakeholders and residential customers consider expanding the 
network to allow for growth to be a low priority relative to other investment opportunities. 

However, there is still support to expand the network which is outlined in Figure 2.11.  
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Figure 2.11: I agree with expanding the network to allow for growth and to provide piped water/wastewater 
services to more customers 

 

In addition, residential customers were asked whether they supported TasWater’s proposed 
approach to developer charges in PSP4 (as described further in the next section). Almost all 
residential customers surveyed (98 per cent) support the proposed approach and believe developers 
should contribute to the cost of network upgrades for growth. 

2.3.5 Policy 

TasWater’s policy engagement focused on developer charges, as it receives the most interest among 
stakeholders. 

Three forums were held between November 2018 and February 2019. The forums sought to 
understand stakeholders’ perceptions around TasWater’s current developer charges approach. 
Stakeholders expressed the following concerns with the current approach: 

• Some developers have been required to pay the full cost of the required additional 
capacity, while future developers that connect to those assets pay nothing (for 
example, building new – or increasing the capacity of existing – sewage pump stations) 

• Some stakeholders said there was a lack of certainty and transparency in this approach 
making it difficult to gauge the viability of development opportunities 

• There was concern that all existing customers are currently paying for the cost of 
capacity upgrades for larger infrastructure driven by new customers. Without a 
dedicated funding stream, growth-related upgrades must compete for priority with 
other infrastructure investment (for example, renewal of existing infrastructure). 

Based in part on this feedback, MJA was engaged to develop a draft developer charges options 
paper to be shared with stakeholders. Released in March 2020, the developer charges options paper 
assessed the current developer charges arrangements and two alternative arrangements against a 
range of stringent criteria. 
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TasWater then hosted two webinars in March 2020 to discuss the draft developer charges options 
paper with key stakeholders in addition to feedback solicited during individual discussions and via 
our YourSay website. The webinars were attended by 33 stakeholders in total. Many questions were 
received seeking clarification around how the policy might work in practice. The webinar feedback 
included: 

• Examples needed to better understand how charges would apply to lead developers 
(first mover) 

• More detail on how TasWater’s growth and capacity plans (GCPs) align with the 
proposed developer charges approach 

• Clarification on how funds raised from developer charges would be spent (for instance, 
not just for a specific development) 

• Request for comparison between the level of proposed developer charges relative to 
developer charges in other jurisdictions. 

TasWater then refined and selected a proposed developer charges approach and related policy and 
issued a fact sheet explaining its proposed approach to key stakeholders in the development 
community. In general, the proposed approach included: 

• A standard developer charge per ET that would apply across Tasmania to all 
developments included in TasWater’s GCPs and which would apply even if the existing 
network has sufficient capacity to accommodate the proposed development 

• A negotiated developer charge that would apply to all developments that are materially 
different to TasWater’s GCPs in terms of size, cost and/or timing 

• In each case, the charge is proposed to be determined using a net incremental cost 
approach which considers the net incremental capital and operating costs driven by 
new customers, minus the net incremental revenue from new customers.  

The fact sheet was sent to 85 land development stakeholders around Tasmania. TasWater engaged 
Insync to survey these stakeholders to determine the level of support for its proposed policy.  

There was a total of 25 respondents to the survey including representatives from the Tasmanian 
Government, local councils, the Local Government Association of Tasmania and private industry. 
Separately, Insync also surveyed 422 residential customers to understand their support for 
TasWater’s proposed approach to developer charges. The survey results are summarised below. 

2.3.5.1 Views on the current approach 

Overall, 68 per cent of survey respondents did not support the current approach to developer 
charges (not supportive at all or moderately unsupportive), as shown in Figure 2.12. 
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2.3.5.2 Price and timing certainty 

Overall, 80 per cent of survey respondents want a standard developer charge to provide price and 
timing certainty, as shown in Figure 2.13. 

2.3.5.3 How well does TasWater’s proposed approach address the problem? 

Overall, as shown in Figure 2.14, about 56 per cent of survey respondents believe that TasWater’s 
proposed approach to developer charges addresses the concerns and issues raised to a large or full 
extent. A further 16 per cent believe the proposed approach addresses the identified concerns and 
issues to a moderate extent. 
 

Figure 2.12: Views on TasWater’s current developer charges approach 

 

Figure 2.13: Support for a standard developer charge that provides price and timing certainty 
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2.3.5.4 Support for the level of the standard charge 

The proposed standard developer charge is $3,093 per ET (water and sewerage combined – 
50 per cent if only water or sewerage). Overall, 80 per cent of respondents were moderately 
supportive or fully supportive of this level of charge, as shown in Figure 2.15. 

2.3.5.5 Transition period 

TasWater’s proposed approach includes delaying the start of the new charges until 1 July 2023 (year 
two of PSP4) to provide developers with a minimum one-year period to build the charge into their 
project assessments and costings. As shown in Figure 2.16, 79 per cent of respondents believed this 

Figure 2.14: Extent to which the proposed developer charges approach addresses issues/concerns 

 

Figure 2.15: Overall support for the level of the standard charge  
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transition period provided enough time for developers to build the charge into project assessments 
and costings.  

2.3.5.6 Other comments 

Overall, stakeholder survey respondents held a favourable view of the proposed approach to 
developer charges for PSP4. Three respondents highlighted the importance of TasWater having 
accessible, transparent and accurate GCPs to support the proposed approach. 

It should be noted that TasWater has now completed 100 per cent of its GCPs, with further 
improvements ongoing. 

The Office of the Coordinator-General, while broadly supportive of a per lot developer charge, have 
provided feedback on the composition of the charge. TasWater is seeking to better understand the 
Tasmanian Government’s rationale and proposes to update the PSP submission if it is determined 
that a change to the proposed approach is required. The State Government engagement process 
was unfortunately impacted by the state election in May 2021. 

 How the feedback is reflected in the PSP4 submission 

Table 2.8 provides a summary of the engagement undertaken for PSP4 and describes how TasWater 
has incorporated the engagement results into this PSP submission. 

Table 2.8: Summary of engagement results and how the feedback is reflected in TasWater’s PSP4 submission 

Category Topic Segment/s Summary of feedback/results  How feedback is reflected in the 
PSP4 submission 

Customer 
service 
standards  

Customer service 
standards, 
including planned 
outages, sewage 
spills, contacting 
TasWater and 
measuring 
customer 
satisfaction 

Residential 
respondents 

Insync telephone survey: 

Planned outages: 
Respondents were more 
interested in getting their 
water reinstated when 
expected (41%), rather than 
whether the water went off in 
the first place (23%). 

Introducing a new service 
standard (percentage of planned 
interruptions restored within 
time nominated to affected 
customers). This standard will 
replace three existing measures. 
If adopted, this will be noted in  
the Customer Service Code and 
reported to the office of the 
TER. 

Figure 2.16: Is the proposed transition period appropriate? 
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Category Topic Segment/s Summary of feedback/results  How feedback is reflected in the 
PSP4 submission 

Insync telephone survey: 

Sewage spills: the time it 
takes to contain a spill is far 
more important (35% of 
respondents) than the speed 
of arrival at the scene (13% of 
respondents). 

Tightening of the measure 
associated with sewage spills, 
and will now be: percentage of 
sewage spills contained in 
3 hours (as opposed to 5 hours, 
previously). 

Introduction of a new measure: 
number of critically notifiable 
spills.9 

Retaining the response time 
measure (percentage of 
response times within 1 hour to 
attend sewage spills, breaks and 
chokes). 

Insync telephone survey: 

Customer satisfaction: 52% of 
respondents felt a general 
survey of customer 
satisfaction was a better 
measure of satisfaction than 
number of customer 
complaints, whereas 48% 
responded that the number of 
complaints TasWater receives 
is the better measure. 

Customer satisfaction levels are 
already tracked on a quarterly 
basis via telephone survey, with 
performance standards shared 
once a year via the Annual 
Performance Report. TasWater 
will draw on this existing 
information, and incorporate 
the quarterly customer 
satisfaction measure into the 
service standards. 

For PSP4, TasWater will also 
clearly delineate between water 
and sewerage complaints to 
ensure greater clarity for 
customers. 

Insync telephone survey:  

Contacting TasWater: 81% of 
respondents felt it is more 
important that their issue is 
solved on first contact with 
TasWater via telephone 
rather than the speed at 
which their call is answered. 

First point resolution figures for 
customer telephone calls will be 
reported in PSP4. 

The 30-second call answered 
measure will be removed from 
future reporting. 

Price and 
service 
trade-offs 

Willingness to 
pay for increased 
recycled water, 
increased water 
conservation 
programs, new 
customer 
connections 

Residential 
respondents 

MJA online survey: 

While many TasWater 
respondents would be willing 
to pay higher water bills in 
PSP5 for increased recycled 
water, increased water 
conservation programs and to 
contribute to the cost of new 
customer connections, in 
PSP4, the required 70% 
support threshold was not 
met for any of the proposed 
initiatives.  

  

As the minimum 70% support 
threshold was not achieved, 
TasWater has not incorporated 
any of the proposed investments 
into this PSP4 submission. 

Residential 
sewerage 

Residential 
respondents  

Insync telephone survey: Given increasing the accuracy of 
sharing sewerage costs between 

 
9 Determined using the EPA Sewage Spill Notification Guidelines available at 
epa.tas.gov.au/Documents/Sewage%20Spill%20Notification%20Guidelines%20OCTFINALv2.pdf 
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Category Topic Segment/s Summary of feedback/results  How feedback is reflected in the 
PSP4 submission 

Existing and 
proposed 
tariffs 

calculation 
methods 

Only 54% of respondents 
were prepared to pay more 
for their sewerage charges if it 
meant their bills would be 
more reflective of actual 
volumes. With increasing the 
accuracy of sharing sewerage 
costs between customers 
considered only mildly 
important to customers 
(3.4/5). 

Jacobs online survey and 
focus group: 

Customers want to 
understand why charges are 
so high, what they are being 
spent on and where. 

Customers would feel better 
about paying higher charges if 
they understood TasWater 
spending plans and priorities. 

customers is considered only 
mildly important for customers 
and the limited support for 
associated bill increases from 
residential customers, TasWater 
is not intending to change the 
method used to calculate 
residential customer sewerage 
charges. However, minor 
refinements will be made to the 
existing ET method for some 
customer categories. This will 
result in a refinement of their ET 
factors, leading to bills that 
better reflect the load the 
customer places on the 
sewerage system. 

Commercial 
sewerage 
calculation 
methods and 
trade waste 
charges  

Commercial 
respondents 

Trade waste 
respondents 

Jacobs online survey and 
focus group: 

Feedback that the ET system 
is unfair, and that a one-size-
fits-all pricing system doesn’t 
accurately reflect use. 

There was marked variability 
in the ranking of risk-based 
charging and affordability. 
Smaller businesses preferred 
risk-based charging, while 
larger ones preferred 
affordability. 

Small businesses have been 
hit hard by substantial bill 
increases and the cost to 
install pre-treatment works 
over the last 3–4 years. In 
some cases, this has 
contributed to small 
businesses having to close, 
particularly in regional towns. 

With highly varied feedback 
from business customers and 
low support levels from 
residential customers, TasWater 
is not intending to change the 
method it uses to calculate 
residential customer sewerage 
charges. However, it will make 
minor refinements to the 
existing ET method to improve 
fairness and accuracy for 
business customers. 

TasWater will also make some 
changes for trade waste 
customers including: the 
introduction of Category 0 for 
very low risk customers where 
approved pre-treatment is 
installed; and the expansion of 
the circumstances whereby the 
site constraint fee (now called a 
catchment management fee) 
can be accessed for low risk 
customers (Category 2A). 

Investment 
and 
expenditure 

Capex, opex, 
demand, level of 
profit 

Stakeholders 

Residential 
respondents  

Investment priorities: 

Continue broad investment 
priorities from PSP3 (clean 
drinking water, environmental 
improvement, safe/modern 
systems and compliance). 

Support for price rises to 
make these investments. 

Support for residential and 
business customers affected 
by economic impacts from the 
Covid-19 pandemic. 

The capital investment program 
remains largely consistent with 
the customer priorities initially 
established during PSP3 and 
confirmed in PSP4. 

Price rises remain below the 
maximum amount that could be 
recovered, with a continued 
strong focus on productivity and 
cost savings. The existing 
support program for residential 
and business customers affected 
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Category Topic Segment/s Summary of feedback/results  How feedback is reflected in the 
PSP4 submission 

Level of profit: 

Level of profit is about right. 

Desire for TasWater to 
become more efficient as a 
first priority before increasing 
prices. 

Growth/demand: 

Support for developers to pay 
for the costs of growth 
created by new development. 

by the Covid-19 pandemic will 
be continued. 

A new approach to developer 
charges for PSP4 has been 
proposed (see below for more 
information). 

Policy and 
tariffs 

Developer 
charges 

Stakeholders  Webinars: 

First mover disadvantage for 
development where no 
capacity exists. 

Lack of certainty and 
transparency in current 
approach. 

No funding stream for 
growth-related investments. 

Insync Survey: 

Broad support for TasWater’s 
proposed approach including 
a standard developer charge, 
negotiated charge for out of 
sequence development and 
transition time to the new 
policy. 

The Developer Charges Policy 
and associated charges will be 
updated to reflect the proposed 
approach as described to 
stakeholders and survey 
respondents. 
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3 Regulatory compliance 

 

The water and sewerage services TasWater provides to its customers must meet legislative 
requirements and the expectations of a range of technical regulators, including: 

• Drinking water – the Director of Public Health, DoH, regulates the quality of drinking 
water from all public reticulated drinking water systems 

• Environment – the Director EPA regulates STPs with wastewater flows greater than 
100kL/day and local government environmental health officers regulate smaller STPs 
with wastewater flows of less than 100kL/day  

• Dam safety – the Water Management and Assessment branch, DPIPWE, regulates dam 
safety 

• Water licences and allocations – the Water and Marine Resources branch, DPIPWE, 
manages the use of the state’s water resources from rivers, creeks and lakes 

• Safety – WorkSafe Tasmania regulates workplace safety with TasWater’s Zero Harm 
Program driving its ongoing commitment to workforce safety and wellbeing 

• Customer complaints – the Ombudsman independently resolves any customer issues 
and complaints that TasWater is unable to resolve directly with the customer 

• Fire safety – the Chief Officer, Tasmania Fire Service, ensures that water infrastructure 
is sufficient under the WSI Act for fire safety requirements and that water resources are 
appropriately managed on days of total fire ban. 

 

Key Points 

• As a water and sewerage service provider, TasWater needs to comply with a range of 
legislative requirements and meet the expectations of a range of regulators. 

• A risk-based approach to prioritising compliance activities has been developed in 
collaboration with the technical regulators (DoH, EPA, DPIPWE). This is a process of 
identifying and addressing areas of highest risk first to achieve the greatest improvements 
in the shortest time. 

• In the long term, it means investing prudently to address all of Tasmania’s water and 
sewerage challenges in a logical and efficient way. 

• Informed by this approach, general agreement has been reached with the technical 
regulators on their respective priorities for PSP4: 

o For drinking water (DoH), reduction of highest risks guided by health-based targets 
o For the environment (EPA), STPs with discharges of highest environmental risk 
o For dams (DPIPWE), dams with risk that exceed the ANCOLD LoT.  

• In the four-year period of PSP4, the following compliance outcomes will be delivered: 

o Water – 66.6 per cent of customers supplied by best practice risk mitigation 
systems, a significant improvement from the forecast position of 10.7 per cent at the 
beginning of PSP4 

o Environment – Seven of the 20 Level 2 STP high risk sites will be reduced to medium 
risk 

o Dam safety – All dams will be below the ANCOLD LoT for Societal Risk and will meet 
the ALARP principle. 
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These regulators have their own set of legislation, regulations, guidelines and ministerial 
responsibilities to which they must respond. TasWater’s costs of complying with the range of 
regulatory requirements are detailed in the chapters on capital expenditure (Chapter 6) and 
operating expenditure (Chapter 7).  

The majority of compliance expenditure during PSP4 will be invested in drinking water, the 
environment and dam safety. This chapter focuses on compliance and expectations of the regulators 
for each of these areas. 

 Tasmanian Water and Sewerage Regulators Forum 

In 2016, the TER initiated the Tasmanian Water and Sewerage Regulators Forum to provide a forum 
for TasWater and key industry regulators10 to consider TasWater’s progress, priorities and issues.  

The forum meets twice a year, with organisations represented at regulator and Chief Executive 
Officer level. The forum meetings are preceded by meetings of senior officers from the regulator 
organisations and TasWater. 

In March 2017, TasWater presented a range of scenarios from its LTSP model (now the capital 
prioritisation model) to demonstrate possible compliance improvement outcomes over a 20-year 
period using different expenditure profiles (expressed as customer price increases). The scenarios 
assist all parties to better understand the size of the expenditure needed for compliance 
improvements and how changing the balance of investment between compliance areas changes the 
outcomes in each area. 

The scenario proposed to regulators had a medium price path and balanced the compliance and 
customer outcomes reflecting our customer and stakeholder consultations. This scenario, now the 
basis of TasWater’s LTSP, includes the following characteristics: 

• Drinking water quality as highest priority 

• Environmental risk mitigation and dam safety as an equal second priority 

• Service reliability focused on critical assets (assets that, if they failed, would cause 
substantial interruption to services) and high impact/sensitive environments 

• Projects reflect priorities discussed with individual regulators 

• Price increases managed to balance affordability with risk mitigation and compliance 
improvement. 

At the March 2017 meeting, the regulators endorsed TasWater’s compliance outcome targets for 
the LTSP 2018–2037 period.  

The priorities set in the LTSP 2018–2037 have been retained across the three primary compliance 
areas for the PSP4 period as they remain consistent with customer preferences from the PSP3 
consultation process and are consistent with the high-level preferences that fed into the LTSP 2018–
2037. Benefits in the capital prioritisation model have been refined after some of the original 
objectives were achieved during PSP3, such as the removal of all longstanding BWAs. 

 Drinking Water – Director of Public Health 

3.2.1 Regulator functions and TasWater’s compliance requirements 

The functions of the Director of Public Health11, as administered by DoH, in relation to the provision 
of drinking water services, are to:  

• Protect public health in relation to the supply of drinking water, and to advise on 
developing and implementing strategies to protect public health 

 
10 DoH, EPA, DPIPWE and TER 
11 Appendix 2 – Drinking water quality regulator expectations and priorities 
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• Establish drinking water quality performance standards. 

• Monitor performance against standards and the Public Health Act 1997 and its 
associated Tasmanian Drinking Water Quality Guidelines 2015 (TDWQG), the 
Fluoridation Act 1968, the Fluoridation Regulations 1999 and its associated Tasmanian 
Code of Practice for the Fluoridation of Public Water Supplies (2018) and the Australian 
Drinking Water Guidelines 2011 (ADWG) 

• Report on and enforce compliance.  

TasWater is required to maintain and implement a Drinking Water Quality Risk Management Plan 
(DWQRMP) under the Public Health Act 1997. The DWQRMP must contain information specified by 
the Director of Public Health and be endorsed by TasWater’s Chief Executive Officer. The plan must 
be reviewed and updated annually unless otherwise directed by the Director of Public Health. All 
changes to the plan are to be noted in a document amendment history.  

The Public Health Act 1997 also states that water must be managed in a manner that does not pose 
a threat to public health, and customers within serviced land are to be provided with potable water 
that complies with the health guideline values in the ADWG.  

The TDWQG is aligned with the best practice management principles outlined in the ADWG. 
TasWater will continue to engage with DoH in the application of the ADWG in the Tasmanian context 
as the national and state guidelines are updated and reviewed. The ADWG contains a range of 
specific limits for water quality parameters against which compliance is measured. These include 
microbiological parameters, the presence of metals in the water supplied, disinfection by-products, 
pesticides and other general parameters. 

3.2.2 Public health regulator’s expectations for PSP4  

As outlined in Appendix 2, the Director of Public Health has advised that focus is to be placed on the 
following over the period of the PSP4: 

• Operationalise the DWQRMP, which is how TasWater identifies and manages drinking 
water risks  

• Improve/upgrade water treatment assets to meet best practice risk mitigation 
standards 

• Continue to improve disinfection management in distribution networks 

• Improve real-time visibility of water quality  

• Continue to improve the aesthetic quality of drinking water. 

3.2.3 Drinking water outcomes for PSP4 

TasWater’s approach to managing risk across the 61 drinking water systems statewide is detailed in 
the DWQRMP, which aligns with the risk management approach detailed in the ADWG. The focus is 
to ensure that the risk management approach is consistently applied across the business, which 
aligns with DoH’s expectations described above.  

As at 30 June 2020, 100 per cent of TasWater’s drinking water systems met the microbiological 
requirements set out in the ADWG. Completion of the Regional Towns Water Supply Program 
(RTWSP) (Stages 2 and 3), which included the construction of 12 new WTPs and the connection of 
three towns to drinking water supplies via pipelines, was an important part of meeting these 
requirements. 

Tasmanians enjoy water that is safe to drink and meets the requirements of the ADWG and the 
standard set by DoH. However, health regulators around Australia are moving to adopt an 
international framework for assessing and mitigating the risks present in drinking water systems.  
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In agreement with DoH, TasWater is applying this new international risk-based framework for the 
benefit of customers. Adopting this framework significantly reduces the risk of drinking water 
contamination occurring because of abnormal operating conditions or deterioration in source water 
quality that is beyond TasWater’s control and mitigates the potential for future costly retrofits to 
existing infrastructure. 

In alignment with the priorities set out by DoH, an ongoing program of work has been established to 
assess the risk in TasWater’s drinking water systems, from the source waters and catchments to the 
treatment plants and distribution networks.  

To identify the activities required to reduce the risk in supply systems to a tolerable level, 
microbiological catchment risk assessments and treatment barrier assessments for all 61 systems 
have been undertaken. These studies have identified emerging catchment risks such as grazing and 
farming activities that require additional treatment barriers to ensure drinking water quality is 
maintained at a safe level. 

As a result, $255.8 million will be spent over the PSP4 period on introducing additional treatment 
barriers and related improvements to address these risks of operating alongside grazing and farming 
activities. The specific projects are outlined further in Chapter 6 and include WTP upgrades, system 
optimisation activities, risk assessments and other water quality initiatives that are consistent with 
the priorities identified by DoH above. In addition, the system optimisation program is finding better 
and more efficient ways to run the water and sewerage systems to achieve better customer 
outcomes and compliance. 

Key outcomes from TasWater’s proposed PSP4 drinking water investments and operational 
expenditure include:  

• Maintaining 100 per cent compliance with the microbiological requirements of the 
ADWG over the period 

• Reducing the drinking water quality risk across systems, with a focus on progressively 
improving best practice risk mitigation to 66.6 per cent by the end of the PSP4 period 
(currently four per cent). 

 Environment – Director of EPA 

3.3.1 Regulator functions and TasWater’s compliance requirements 

The water and sewerage functions of the EPA includes the assessment and regulation of significant 
STPs12, in particular: 

• Undertaking environmental impact assessments in relation to proposals for new plants 
or significant changes to existing plants 

• Scientific monitoring and data to develop evidence-based environmental conditions for 
approved plants, which are included as part of the planning permit or as a standalone 
environment protection notice 

• Ensuring compliance with environmental conditions, through collection and evaluation 
of data on specified discharge limits, adherence to specified environmental conditions 
in site-specific environmental protections notices and the impacts on the receiving 
environment. 

The compliance requirements for STPs are outlined, in part, in the licence limits specific to each 
plant. The licences include general operating conditions and specify limits that relate to parameters 
such as volume, level of nutrients, toxicants, pathogens and other relevant water quality parameters 

 
12 The EPA regulates 77 Level 2 STPs, which are those with a sewage throughput greater than 100kL/day. Smaller plants are classified as 
Level 1 plants and are regulated by the local councils, which work with TasWater to manage environmental impacts. 
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for the treated effluent. Consultation with the EPA is continuing to ensure that specific limits reflect 
the risk of impact to the local receiving environment at each plant. 

Compliance against these individual limits set in TasWater’s environmental licences is regularly 
measured, and reporting on the percentage of treated sewage volume (by flow) that is compliant 
with EPA requirements is also undertaken. 

3.3.2 Environmental regulator’s expectations for PSP4 

In November 2016, the EPA and TasWater established an EPA MoU to guide the acceleration of 
environmental compliance and performance over the following three years. The EPA MoU provided 
a shared understanding of the areas of focus needed to improve environmental compliance and the 
performance of the sewerage network. During the period of the EPA MoU, there was an uplift in 
compliance largely through optimising plants and networks. Although the EPA MoU was not 
extended, there remains a commitment to build on lessons, align priorities and lead a focus on 
improved environmental outcomes. 

As highlighted in the Wastewater Risk Management Plan (WWRMP) agreed with the EPA as per 
Appendix 3, future compliance improvements will be realised through significant infrastructure 
upgrades that will require detailed assessment and consideration. Focus will continue on capital and 
operational expenditure projects that target the following: 

• Identification, prioritisation and reduction of high environmental risks assessed by 
toxicants, nutrients, pathogens and odour using TasWater’s environmental risk 
assessment tool 

• Prioritising actions at the top 20 high risk STP sites 

• Increased diversion of treated effluent to reuse schemes, away from inland waters using 
the EPA’s Sustainable Discharge to Water Framework 

• Improved compliance against all environmental conditions in permits and environment 
protection notices through the rollout of statewide standard programs 

• Increasing the percentage of treated sewage volume (by flow) by continuing to focus on 
the 13 STPs that account for 70 per cent of all treated sewage from our network (the 
‘Big 13’ STPs) 

• Enhanced statewide control of trade waste, tankered waste and leachates entering the 
sewerage network and STPs 

• Consideration of additional ways of delivering improved environmental compliance and 
outcomes. 

3.3.3 Environmental outcomes for PSP4 

A capex program of $239.3 million will be spent on improving environmental compliance over the 
PSP4 period to continue to fulfil the agreed priorities. The specific projects are listed in Chapter 6 
and include STP upgrades, system optimisation activities and trade waste initiatives that are 
consistent with the focus areas identified above. 

By prioritising efforts in PSP3 on the ‘Big 13’ STPs, effluent compliance increased from 87 per cent to 
91 per cent predominantly using opex to fund system optimisation activities.  

The focus during PSP4 is to mitigate environmental risks through a combination of infrastructure 
upgrades (capex) and system optimisation activities (opex). Nine of the 22 Level 2 STP high risk sites 
identified in the WWRMP will be reduced to medium risk by the end of PSP4. 
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 Dam Safety – DPIPWE 

3.4.1 Regulator functions and TasWater’s compliance requirements 

DPIPWE is the regulator of dam safety, under the Water Management Act 1999 and the Water 
Management (Safety of Dams) Regulations 2015. 

The functions of DPIPWE – in its capacity as regulator for dam safety - are to ensure that TasWater 
undertakes its responsibilities under: 

• Section 165G of the Water Management Act 1999 which requires that, as an owner of a 
portfolio of dams, TasWater “must, so far as is reasonably practicable, maintain and 
operate the dams so as not to cause, or be likely to cause, material harm or danger to 
any person or property” 

• The Water Management (Safety of Dams) Regulations 2015 which set out the ongoing 
activities and reporting requirements of ANCOLD for dam safety. The requirements 
include risk assessments, dam surveillance and the need to take risk mitigation 
measures including for dams that pose a risk above a specified societal LoT. 

3.4.2 DPIPWE’s expectations as regulator for dam safety for PSP4 

TasWater is responsible for more than 300 water and wastewater storages, lagoons and weirs that 
are defined as a ‘dam’ under the Water Management Act 1999. The Water Management Act 1999 
refers to the ANCOLD Guidelines on Dam Safety Management (the ANCOLD guidelines). A dam 
portfolio risk assessment process calibrated to these guidelines is used to manage the risk of the 
portfolio. TasWater currently has 30 dams that have been assessed as having a risk to life, should 
they fail, and from this list, five dams have been identified as requiring their risk to be significantly 
mitigated during the PSP4 period. 

TasWater and DPIPWE regularly discuss the priorities and expectations for dam safety outcomes. 
While the Water Management Act 1999 applies to all dams, DPIPWE’s emphasis is generally on dams 
with a consequence category of ‘significant’ or higher as defined in the ANCOLD guidelines.  

TasWater submits annual progress reports to DPIPWE on progress against its Dam Safety 
Management Plan, most recently in September 2020. The annual progress report includes a five-
year improvement plan to address the high-risk dams in the portfolio, consistent with TasWater’s 
overarching Dam Safety Improvement Plan. This plan has been accepted by DPIPWE as per the letter 
in Appendix 4. 

3.4.3 Dam safety outcomes for PSP4 

In PSP4, TasWater intends to prioritise compliance improvements of dams with a consequence 
category of ‘significant’ or higher in accordance with the ANCOLD guidelines and the TasWater Dam 
Safety Improvement Plan.  

At the beginning of PSP4, three dams (currently four dams) are likely to be assessed as being above 
the LoT for individual and societal risk under the ANCOLD guidelines. All dams currently above LoT 
have interim risk management measures in place. It is expected that these dams will be permanently 
transitioned below the LoT through PSP4. 

Once the risk is below the LoT, the risk is then only regarded as being tolerable if it satisfies the 
ALARP principle. At the beginning of PSP4, it is anticipated that five dams will not meet the ALARP 
principle. By the end of PSP4 all of TasWater’s dams are expected to meet the ALARP principle. 

Achieving this outcome will require approximately $47.3 million to be invested in improving dam 
safety over the PSP4 period. 
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Where interim risk mitigation measures are in place to manage risk, such as reservoir lowering and 
changes in reservoir operation, they will remain in place until long-term solutions have been 
implemented. 
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4 Customer service standards, customer contract and policies 

 

 Customer service standards 

Service standards define the level of service TasWater aims to provide to customers. They reflect the 
needs and expectations of customers and influence the allocation of capital and opex required to 
meet those expectations. 

The customer service standards currently set out in the Tasmanian Water and Sewerage Industry 
Customer Service Code (the Customer Service Code) are those approved by the TER as part of PSP3, 
in line with the Water and Sewerage Industry (Customer Service Standards) Regulations 2019. 
Schedule 1 of the Customer Service Code in PSP3 includes 17 minimum standards and measures 
across three broad areas of water, sewerage and customers.  

In addition to the minimum standards outlined in the Customer Service Code, two additional 
standards were introduced and piloted during PSP3. These measures are discussed in Section 4.1.2.  

A set of 20 measures for PSP4 is proposed, including 18 minimum standards and two measures that 
will be reported but do not have set targets. The list of proposed service standards, and the process 
for developing those standards, are detailed in sections 4.1.4 and 4.1.2 respectively. 

4.1.1 Performance against PSP3 service standards 

TasWater’s performance against the PSP3 service standards up to FY2019–20 is set out in Table 4.1. 
Where possible, targets and actual performance are also shown as charts from the past seven years 
up to 30 June 2020, including commentary on trends. Due to data limitations, some metrics: 

• Do not have data for the entire period (FY2013–14 to FY2019–20), as they were created 
under PSP2, with data beginning in FY2015–16; or 

• Do not have charts as the data quality is not of a standard to accurately determine 
trends over the period. 

TasWater has continued to improve the quality of its data in recent years with Maximo, an asset 
information system that was deployed in January 2017, providing a foundation for this 
improvement. While field staff initially experienced some issues accurately capturing data when 

Key Points 

• The majority of targets for customer service standards for PSP3 were achieved and indicators 
that were below target now have improvement plans. 

• Engagement with customers in the lead up to PSP4 has provided feedback to refine 
performance measures and targets for PSP4.  

• An industry accepted measure for water losses is introduced to the suite of customer service 
standards that better measures real water losses and the effectiveness of initiatives being 
progressed during PSP4 under the Non-Revenue Water Strategy 

• With a focus on providing a positive customer experience, new measures are proposed to 
improve transparency and responsiveness to customer priorities. 

• A new service standard is proposed to track the effectiveness of initiatives to reduce water 
losses through the system, which customers identified as being a top priority. 

• The customer contract for regulated services (water and/or sewerage) has been revised to be 
clearer and easier for customers to understand. 

• Changes to the suite of policies that support decisions on matters such as connecting to the 
network, who will be charged, the scope of the services provided and land development are 
outlined in Section 4.2 to Section 4.4 below. 
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attending service or infrastructure issues in the field, there has been marked improvement in the 
ability to capture and report higher quality data since Maximo was deployed. 

More recently, a new field management system, H2GO, has been implemented. This is expected to 
drive further ongoing improvements in data capture quality by providing timely information to field 
staff. H2GO has gradually been implemented throughout the organisation since January 2020 and 
was fully implemented in September 2020. 
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Ref Service standard 

PSP2 PSP3 

FY2016–17 
Actual 
(Target)1  

FY2017–18 
 Actual 
(Target)1 

FY2018–19 
Actual 
(Target) 

FY2019–20  
Actual 
(Target) 

FY2020–21  
Target 

FY2021–22  
Target 

Water 

1 Water main breaks (no. per 100km of water main) 48.2 (N/A) 38.9 (N/A) 40.7 (35) 34.2 (35) 35 35 

2 
Percentage of response times within 60 minutes to attend 
Priority 1 bursts and leaks 93.3% (90%) 93.8% (90%) 97.4% (90%) 92.3% (90%) 90% 90% 

3 
Percentage of response times within 180 minutes (3 
hours) to attend Priority 2 bursts and leaks 

93.8% (90%) 96.0% (90%) 96.2% (90%) 97.2% (90%) 90% 90% 

4 
Percentage of response times within 4,320 minutes (3 
days) to attend Priority 3 bursts and leaks 

81.1% (90%) 90.0% (90%) 89.1% (90%) 94.5% (90%) 90% 90% 

5 
Incidence of unplanned interruptions – water (no. per 
1,000 properties) 

148.1 (N/A) 216.1 (N/A) 214.8 (170) 220.3 (170) 170 170 

6 
Incidence of planned interruptions – water (no. per 1,000 
properties) 

5.613 (N/A) 108.5 (N/A) 111.9 (20) 60.5 (20) 20 20 

7 
Average duration of an unplanned interruption – water 
(minutes) 

112.1 (180) 158.8 (180) 171.4 (180) 152.0 (180) 180 180 

8 
Average duration of a planned interruption – water 
(minutes) 

2413 (180) 336 (180) 262 (180) 341 (180) 180 180 

9 
Percentage of unplanned water supply interruptions 
restored within 5 hours2 86.1% (90%) 95.8% (98%) 96.0% (94%) 94.7% (94%) 94% 94% 

10 
Percentage of planned water supply interruptions 
restored within 5 hours2 98.8% (85%) 37.9% (90%) 59.5% (90%) 83.9% (90%) 90% 90% 

11 
Number of customers experiencing repeat unplanned 
water supply interruptions in a financial year 

Not reported Not reported Not reported Pilot only Pilot only Pilot only 

12 
Percentage of NRW (of total sourced potable water) 
(unaccounted for water) 

23.1% (12%) 19.8% (10%) 22.3% (28%) 28.1% (28%) 28% 28% 

 
13 Due to some initial issues implementing the new asset management system in January 2017, the FY2016-17 data for this measure may not accurately reflect 
performance 

Table 4.1: PSP3 service standards and performance 
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Ref Service standard 

PSP2 PSP3 

FY2016–17 
Actual 
(Target)1  

FY2017–18 
 Actual 
(Target)1 

FY2018–19 
Actual 
(Target) 

FY2019–20  
Actual 
(Target) 

FY2020–21  
Target 

FY2021–22  
Target 

Sewerage 

13 
Sewerage mains breaks and chokes (no. per 100km of 
sewer main) 

45.4 (98) 45.0 (93) 36.6 (65) 41.2 (65) 65 65 

14 
Percentage of response times within 60 minutes to attend 
sewer spills, breaks and chokes2 84.1% (90%) 80.7% (90%) 88.9% (85%) 91.5% (85%) 90% 90% 

15 Percentage of sewage spills contained within 5 hours2 98.9% (99%) 99.7% (99%) 99.7% (99%) 99.7% (99%) 99% 99% 

16 
Number of customers experiencing repeat sewage 
overflows on private property in a financial year  

Not reported Not reported Not reported Pilot only Pilot only Pilot only 

Shared 

17 
Total water and sewerage complaints (no. per 1,000 
properties)  

12.2 (9) 15.6 (9) 12.6 (11) 5.4 (10) 9 9 

18 
Water and sewerage complaints to the Ombudsman (no. 
per 1,000 properties) 

0.31 (0.5) 0.28 (0.5) 0.31 (0.5) 0.09 (0.5) 0.5 0.5 

19 
Percentage of calls answered by an operator within 30 
seconds 

89.1% (85%) 86.5% (85%) 87.1% (85%) 83.0% (85%) 85% 85% 

Notes: 
1. “N/A” reflects that no target was established in PSP2 for the service standard. 

2. Actual performance is provided to one decimal place to provide a greater understanding of trends.
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4.1.1.1 Water main breaks per 100 km of water main 

The FY2019–20 result of 34.2 breaks per 100 km was favourable compared to target (35 or less). 
Figure 4.1 shows an improving trend in bursts and leaks over the past three years, which primarily 
reflects the continued investment in maintenance and renewal of ageing infrastructure in recent 
years.  

The accuracy of results before FY2016–17 is low due to data issues related to the previous software 
platform for asset and works information. 

There is a continued focus on investment through the capital program with the aim of further 
improving performance as well as reducing unplanned interruptions and breaks.  

4.1.1.2 Percentage of response times within 60 minutes to attend Priority 1 bursts and leaks 

Priority 1 events remain a key operational priority due to the potential to cause ‘substantial’ damage 
or harm to customers, water quality, flow rate, property or the environment. 

In FY2019–20, 92.3 per cent of Priority 1 bursts and leaks were responded to within one hour, being 
a favourable result compared to the target (90 per cent or greater). As shown in Figure 4.2, strong 
performance has been maintained in this area over the last four years, with the slight decrease in 
FY2019–20 attributable to the impacts of COVID-19. The improvement in this area over recent years 
reflects, in part, enhancements to the dedicated scheduling and dispatch processes. 

Figure 4.1: Water main breaks (number per 100 km of water main) 
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Note: Metric was created for PSP2 (FY2015–16 to FY2017–18), data begins in FY2015–16 

4.1.1.3 Percentage of response times within 180 minutes to attend Priority 2 bursts and leaks 

Priority 2 events are also given a high operational priority due to the potential to cause ‘minor’ 
damage to customer property, reduced water quality, low flow rate or environmental damage. 

As shown in Figure 4.3, 97.2 per cent of Priority 2 bursts and leaks were responded to within three 
hours in FY2019–20, being a favourable result compared to the target (90 per cent or greater) and 
repeating a trend of improved performance. Consistent with Priority 1 response times, the improved 
performance in this area is attributable to improvements in scheduling and dispatch processes. 

Figure 4.3: Percentage of response times within 180 minutes to attend Priority 2 bursts and leaks 

 

Note: Metric was created for PSP2 (FY2015–16 to FY2017–18), data begins in FY2015–16 

Figure 4.2: Percentage of response times within 60 minutes to attend Priority 1 bursts and leaks 
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4.1.1.4 Percentage of response times within three days to attend Priority 3 bursts and leaks  

By their nature, Priority 3 bursts and leaks are defined as those having no discernible impact on 
customers, property or the environment. They may result in slow water loss over time and 
consequent puddling around a leak area.  

As shown in Figure 4.4, significant improvement was achieved in FY2019–20, with 94.5 per cent of 
Priority 3 bursts and leaks responded to within three days, being a favourable result compared to 
the target (90 per cent or greater) and achieving the best result since this metric was introduced in 
FY2015–16 as part of PSP2. 

Note: Metric was created for PSP2 (FY2015–16 to FY2017–18), data begins in FY2015–16 

4.1.1.5 Incidence and duration of unplanned water interruptions 

At 220.3 per 1,000 properties, the incidence of unplanned water interruptions for FY2019–20 was 
unfavourable compared to the target (170 or fewer per 1,000 properties). This performance reflects, 
in part, failures in ageing infrastructure. Asset renewal remains a significant focus of the capex 
program and, with improved network outage data, renewals will be focused on assets that have the 
most impact on customers. 

Historically, some problems have also been experienced with work scheduling and data transmission 
from or into Maximo due to issues with the original mobile application deployed for field staff to use 
when they attend to interruptions. The implementation of H2GO is expected to help alleviate these 
issues. 

At 152 minutes, the average duration of unplanned water interruptions in FY2019–20 compared 
favourably with the target (180 minutes or less). While the percentage of unplanned water 
interruptions restored within five hours reduced marginally from the previous year (to 
94.7 per cent), the result remained favourable compared to the target (94 per cent or less).  

Figure 4.4: Percentage of response times within three days to attend Priority 3 bursts and leaks 

 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 59 of 378  

 
 

Figure 4.5: Incidence and duration of unplanned water interruptions 

 

4.1.1.6 Incidence and duration of planned water interruptions 

In the case of planned water interruptions for FY2019–20, unfavourable results compared to the 
targets were reported for similar reasons to those for unplanned interruptions: problems with work 
scheduling and data transmission from or into Maximo due to issues with the original mobile 
application deployed for field staff.  

The work scheduling issues that contributed to this performance have been addressed through six 
new ‘Work Scheduler’ positions that have been created, dedicating staff to ensuring that work 
orders are prioritised and jobs balanced so that field staff have even and manageable workloads. In 
addition, training and processes for scheduling and Contact Centre staff have improved to ensure 
that work is appropriately allocated. 

Data transmission issues also arose as our mobile application did not readily upload or download 
data from Maximo. This resulted in staff using a ‘workaround’ by loading data into spreadsheets for 
later recording in Maximo. In these cases, the data cannot be relied upon due to the intervention of 
the workaround process.  

As noted earlier, a new mobile application known as H2GO was deployed for field staff in January 
2020. This is expected to help address this deficiency. 
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Figure 4.6: Incidence and duration of planned water interruptions 

 

4.1.1.7 Percentage of planned water supply interruptions restored within five hours  

Planned activities are initiated to undertake maintenance or renewal work and may not always 
result in service interruptions to customers in the vicinity.  

While the actual result for FY2019–20 of 83.9 per cent was unfavourable compared to the target 
(90 per cent or greater), a significant improvement on the FY2018–19 result of 59.5 per cent was 
achieved.  

The main reason for the unfavourable result in this area in recent years has been the challenges 
experienced with data capture and reporting, including the data sources used to capture the 
duration after work is completed. To date, customer notifications have been used, which are 
advance estimates of time provided to customers, rather than the actual time spent on jobs. In most 
cases, estimates are conservative as they include contingencies, and the planned activity is 
completed before estimates expire. 

Looking forward, actual duration of interruptions from FY2020–21 will be recorded via H2GO, rather 
than using the estimate provided to customers. A continued focus on increased planning, 
preparedness and improving the reliability of TasWater’s Geographic Information System (GIS) is 
also targeted at further improving this metric in the future. 
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Figure 4.7: Percentage of planned water supply interruptions restored within five hours 

 

4.1.1.8 Repeat unplanned water supply interruptions: Pilot study outcomes 

In PSP3, a pilot of a repeat service interruption measure was undertaken to understand the technical 
requirements necessary to potentially apply this metric more broadly. A pilot project has been 
completed in Latrobe to investigate the potential to enhance asset data quality and tools, including 
the GIS, to enable enhanced reporting on repeat service interruption and outage management.  

To support this, the quality of GIS information needs to be reliable, and there should be no 
knowledge gaps in terms of pipeline configurations, valve locations or other network infrastructure. 
The pilot project in Latrobe required the re-examination of original drawings and other information 
from councils and prior water corporations, applying local knowledge of field operators and 
validation from field surveys.  

The data gathered in Latrobe had sufficient accuracy to enable linkage to the GIS and integration 
with the asset register. The pilot GIS worked as a dynamic, integrated model with awareness of flow, 
pressure and tracing, helping to drive better data management practices and data quality.  

Several live reports, dashboards and web applications have been created including: 

• Recording customer service interruptions automatically from a field tablet and 
displaying the results in a web map 

• Determining criticality of water mains by automatically defining the number of 
customers they service 

• Providing an interactive web map dashboard on repeat service interruptions. 

Given the broader benefits beyond measuring repeat service interruptions, there are plans to 
progressively implement the improvements across Tasmania, including GIS connectivity, alignment 
of customer information, and addressing data gaps (such as ‘missing’ pipes and valves). The Spatial 
Data Mapping project, for which Australian Government grant funding has been provided, will 
deliver a new GIS data platform with improved baseline data quality and enhanced capabilities that 
can be used for live tracing and intelligent network innovations.  

Work on this project will continue over coming years aimed at progressively improving the ability to 
report on the repeat interruption metrics: 
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• Number of customers experiencing repeat unplanned water supply interruptions in a 
financial year 

• Number of customers experiencing repeat sewer breaks and chokes that impact on 
service. 

Over the PSP4 period, the ability to report on these metrics will be further enhanced. TasWater also 
intends to engage customers on these measures and targets before PSP5. 

4.1.1.9 Non-revenue water (water loss) 

NRW represents the difference between the volumes of water supplied into a water system and the 
volume delivered and billed to customers. NRW includes physical water losses from pipes and 
reservoirs, unauthorised and unbilled consumption, meter inaccuracies and water used in water 
network operations and maintenance activities. The percentage of NRW for FY2019–20, was 
28.1 per cent, being marginally unfavourable compared to the target (28 per cent or less) and 
significantly higher than the result of 22.3 per cent in FY2018–19. This increase is partly attributed to 
increased focus on NRW and improved data quality and analysis allowing for more accurate 
measurement of system input volumes as detailed below. 

Further effort is required to improve system performance and reduce losses. In response, an NRW 
Reduction Strategy has been developed to ensure an efficient and comprehensive approach to 
achieving improvements.  

Historically, NRW has been reported as a simple percentage of volume billed as a proportion of 
volume supplied into the system, but this approach can be misleading when comparing year-on-year 
results. As such, TasWater will be moving to an industry supported standard of real losses (kL/km of 
main/day) which enables better year-on-year comparisons, and provides a more suitable 
comparison across other water utilities accounting for differences in system lengths. 

As part of the NRW Reduction Strategy, significant effort is being made to improve the level of 
accuracy with respect to NRW, which includes real losses14. A recent audit of large bulk-inflow 
meters in the north-west of the state found significant errors in flow measurement. These errors 
were found in major systems like Forth, Burnie and Smithton where small inaccuracies in flow 
account for a large volume differential. A program to replace older differential pressure flow meters 
with new high accuracy meters is currently being developed. 

A trial of two pressure management areas in Glenorchy and Bellerive has also begun. The trial is 
aimed at reducing areas of high pressure and by extension leakage, bursts and resultant water loss. 
The trials are expected to be completed by June 2021 and will inform consideration of a statewide 
pressure management program.  

TasWater has continued to upgrade and install new metered water filling stations around the state 
to facilitate water supply to the broader community outside of serviced land. This will reduce the 
likelihood of third parties inappropriately taking water from hydrants that are not metered. 

A current focus for the water meter renewal program is the faulty and known unmetered sites 
around the state. This included the installation of 190 new meters in FY2019–20 capturing previously 
unmeasured water consumption, with a further 603 planned for FY2020–21. 

 

 

 
14 ‘Real’ losses include leakage on mains, leakage and overflows at storages, and leakage on service connections up to the point of the 
customer meter. 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 63 of 378  

 
 

Figure 4.9: Non-Revenue Water 

 

4.1.1.10 Sewer main breaks and chokes (no. per 100 km of sewer main) 

The incidence of sewer main breaks and chokes was 41.2 per 100 km in FY2019–20, which was 
favourable compared to the target (65 or fewer per 100 km), consolidating the improvements 
delivered since FY2016–17 as shown in Figure 4.10.  

The primary cause of sewer breaks and chokes (blockages) is tree root intrusion (68 per cent). The 
combination of roots, foreign objects and fats, oils and grease accounts for 92 per cent of sewer 
chokes. As such, the current focus for improvements in this area is the creation and deployment of 
maintenance plans for towns and suburbs with poorly performing systems. The new maintenance 
plans have been rolled out alongside the new H2GO application. 
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4.1.1.11 Percentage of response times within 60 minutes to attend sewer spills, breaks and 
chokes 

Sewer spills, breaks and chokes remain a key operational priority due to the potential to cause 
‘substantial’ damage or harm to customers, property or the environment. 

In FY2019–20, 91.5 per cent of sewer spills, breaks and chokes were responded to within one hour, 
which was favourable compared to the target (90 per cent or greater). As shown in Figure 4.11, 
there has been continual improvement in performance in this area over the last four years, with the 
result in FY2019–20 attributable largely to a continued focus on resource sharing across teams and a 
greater understanding of reasons for variance. 

Continued refinement of the scheduling and dispatch process is expected to further improve 
response times to water and sewer interruptions, thereby improving the customer experience and 
the ability to reliably achieve minimum standards. During FY2020–21, options will also be 
investigated to further increase dispatch efficiency. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Note: Metric was created for PSP2 (FY2015–16 to FY2017–18), data begins in FY2015–16 

4.1.1.12 Percentage of sewage spills contained within 5 hours 

The percentage of sewage spills contained within the target time of five hours (99.7 per cent as 
shown in Figure 4.7) in FY2019–20 was favourable compared to the target (99 per cent or greater), 
which is consistent with the performance over the two previous financial years. 

Figure 4.11: Percentage of response times within 60 minutes to attend sewer spills, breaks and chokes 
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•  
 

4.1.1.13 Customer complaints: totals per thousand properties (water and sewerage)  

In FY2019–20, a 57 per cent reduction in the total number of water and sewerage complaints per 
1,000 properties was achieved, comparing favourably to the minimum service standard of 10 
complaints per 1,000 properties. As shown in Figure 4.13, this result builds on the reduction 
achieved in FY2018–19 and reflects a more proactive approach in dealing with customer concerns at 
the first point of contact. 

Figure 4.13: Total water and sewerage complaints per 1,000 properties 

 

Note: Data not available for FY2013–14  

As shown in Figure 4.14, there was a significant reduction in the number of complaints to the 
Ombudsman per 1,000 properties in FY2019–20, after this measure had been relatively static from 
FY2013–14. Consistent with the reduction in overall complaints, this reflects the increased focus on 

Figure 4.12: Percentage of sewage spills contained within 5 hours 
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early resolution within the customer service teams as well as proactive early escalation of complex 
situations.  

Figure 4.14: Water and sewerage complaints to the Ombudsman per 1,000 properties 

 

4.1.1.14 Calls answered within 30 seconds 

As shown in Figure 4.10, for the first time since FY2014–15, the target of 85 per cent for this 
measure was not met, with a result of 83.0 per cent for FY2019–20.  

This performance was directly attributable to an overall increase in call volumes of 9 per cent (or 
14,425 interactions) for the year, with 11,000 of these experienced in the first half of the financial 
year. There was no clear external driver for this increase and no observable trend across various call 
categories. Despite the unfavourable result, TasWater remains one of the best performing utilities in 
this area when compared with relevant peers. 

As detailed in Section 2.3.1, PSP4 customer engagement survey responses indicate overwhelming 
customer support for first call resolution (81 per cent) as a measure of customer satisfaction rather 
than the speed at which their call was answered (19 per cent).  
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4.1.2 The process for developing PSP4 service standards 

The PSP4 service standards, developed in line with the PSP4 Guideline, build upon the improvements 
made to the service standards in PSP3. The PSP4 service standards have been informed by research 
on better practice, historical performance against existing standards and the assessed capacity to 
enhance standards and measures. 

Customer preferences were explored in relation to service processes and the activities that are most 
important to them through surveys and focus groups. Focus group work included a points-based 
allocation of what customers preferred to inform target setting. 

At the end of the engagement, ‘close the loop’ focus groups were held to enhance TasWater’s 
understanding of participant feedback and ensure that the revised measures and targets were 
appropriate. A pilot on reporting of repeat service interruptions was also undertaken to determine if 
this is an appropriate measure to include in PSP4.  

4.1.2.1 Review of service standards used by Australian water utilities 

In developing service standards for PSP4, standards of comparable Australian utilities were reviewed 
for better practice and possible enhancement of TasWater’s own standards, which have been used 
in the customer consultation.  

Utilities included in the service standard comparison included Barwon Water, Gold Coast Water, 
Hunter Water, Icon Water, SA Water, Sydney Water, Unity Water and Yarra Valley Water. The 
standards fell into common ‘traditional’ areas and emerging ‘new’ areas, as shown in Table 4.2. 

Table 4.2: Service standard evolution 

Common areas for service standards Emerging (new) areas for service standards  

Water quality Innovative services  

Service reliability and infrastructure  Environment 

Customer satisfaction Knowledge and partnerships with community 

The number of measures used by utilities for service standards varies widely. For example, Icon 
Water has nine measures across three outcome areas, Hunter Water has 37 measures across five 

Figure 4.15: Percentage of calls answered within the first 30 seconds 
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outcome areas and Barwon Water has 34 measures across five outcome areas, including some more 
progressive areas such as ‘timely, innovative service’ and ‘deeper knowledge and partnerships with 
community’. Under the latter, there is a measure for ‘gender balance in senior leadership team’.  

4.1.2.2 Customer service 

Across utilities, service standards appear to be evolving to focus more on customer outcomes, rather 
than what a utility does. For example, only two utilities (SA Water and Unity Water) continue to use 
‘time to answer the phone (30 seconds)’ as a measure of customer service.  

Examples of new measures that better reflect customer outcomes and potentially more ‘customer-
centric’ are shown in Table 4.3. The Essential Services Commission (Vic),15 which collates the 
performance reports of all Victorian utilities, provides examples from the latest performance reports 
of Victorian water utilities. These have also been used as a reference point.  

Customer service standard 
example  

Performance measure  

Ease of doing business (Icon 
Water) 

Improvement is measured via an annual survey of customers who have had a 
proactive interaction with Icon: it gauges their perception of ease of doing business 
with Icon. 

Responsiveness to 
complaints (Icon Water) 

A meaningful response to 100% of complaints within 20 business days 

Satisfied customers (Gold 
Coast Water)  

Average call handling time of 10 mins or less  
Average wait time on phone of 4 mins or less 

Odour complaints (Unity 
Water) 

Per 1,000 connected sewerage properties 

Customers who receive e-
billing (Barwon Water) 

Targets escalate over the life of Barwon’s Water Plan, from 17,500 in FY2017–18 to 
54,000 in FY2022–23 

First-point resolution rate on 
complaints (Barwon Water) 

Measure to be developed by a specific time – but standard is still set out, as an 
aspiration  

Customer satisfaction with 
the overall quality of 
drinking water (Barwon 
Water) 

85% of survey respondents answering "Satisfied" or "Extremely Satisfied"  

Affordability (Barwon Water) Average customer residential bill as a percentage of region's median wage 

Fair access and assistance 
for all (Yarra Valley Water) 

Percentage of customers who, having accessed its support programs, believe that 
Yarra Valley Water helps them (via survey) 

4.1.2.3 Reliability and infrastructure  

Reliability of service and infrastructure standards are closely aligned, with flow-on effects to the 
customer service standard. Numbers of breaks and chokes in sewerage mains indicate the condition 
of the sewerage network, while the time taken to respond to them is indicative of efficiency and 
capability to repair or maintain networks. Examples of new measures used by other utilities are 
shown in Table 4.4.

 
15 www.esc.vic.gov.au/water/sector-performance-and-reporting/water-performance-reports#toc--latest-performance-report-and-
business-profiles 

Table 4.3: Customer service example and measure 
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Infrastructure standard 
examples 

Performance measure  

Timely response and 
restoration (Yarra Valley 
Water) 

Percentage of customers whose service (water and sewerage) has been 
interrupted – but restored within four hours 

Most include percentage figures for response times within target limits 

Reliability of water and 
sewerage services (Icon 
Water and Unity Water) 

(Icon Water) Frequency rates for interruptions, average duration of them, 
sewerage surcharge in dwellings  

(Unity Water) Breaks/chokes per kilometre of main, dry weather overflows 

‘Unaccounted for’ water 
(Barwon Water) 

Percentage of ‘water in’ that is not billed  

4.1.2.4 Environment 

The environment is an increasingly important area for standards, with customers becoming more 
aware of, and concerned about, the impact that individuals and companies supplying goods and 
services have on the environment. Examples of measures used by other utilities are shown in Table 
4.5. 

Environmental standard 
examples 

Performance measure  

Total greenhouse emissions 
produced (Yarra Valley 
Water and Barwon Water) 

Proportion of renewable 
electricity and biosolid mass 
re-used (Barwon Water) 

Measured by cumulative reductions each year from a baseline  

 

Water availability and 
conservation (Yarra Valley 
Water) 

Residential per capita water 
consumption (Barwon 
Water) 

(Yarra Valley Water) Litres of water used per person per day 

(Barwon Water) Per capita consumption (litres/person/day) 

New community green/open 
space provided using 
existing utility land (Barwon 
Water) 

Hectares across regulatory period 

4.1.2.5 Comparable utility approaches to measures and metrics 

Hunter Water and Sydney Water reporting does not measure against targets as much as report on 
the statistics for each service standard, as required by the Independent Pricing and Regulatory 
Tribunal of New South Wales. 

SA Water does not disclose ‘target times’, but its measures track to percentages that are within 
‘target time’. It undertakes to meet these targets and publishes graphs annually that compare actual 
performance against targets and information for previous years to enable trends to be seen. 

In setting rates or units for each target, trade-offs are required regarding how the pool of limited 
resources is allocated. WSAA has facilitated willingness-to-pay workshops with members to guide 
them in how to gauge customer priorities in terms of what they are willing to pay for. In addition to 
attending these workshops, TasWater has engaged consultants to conduct willingness-to-pay 

Table 4.4: Infrastructure standards and performance measures 

Table 4.5: Environmental standards and performance measures  



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 70 of 378  

consultation activities with its customers, in addition to the consultation on their preferences for 
standards. The details of this consultation and the outcomes are described in Section 2.3. 

4.1.3 Engagement with customers to define and set service standards 

TasWater has engaged with customers regarding their preferences and priorities for standards of 
service. Details about the context of the engagement, the questions asked, and the results are 
summarised in Chapter 2.  

As detailed in Chapter 2, the engagement activities specific to development of the proposed service 
standards included: 

• Focus groups – where customers were asked about how meaningful the PSP3 customer 
service standards were to them and what mattered to them 

• Phone surveys – using the results of the focus groups, measures were formulated and 
tested for customer preferences to confirm the updated measures being proposed met 
customer expectations  

• Service standard point allocation task – to inform the targets for proposed service 
standards, respondents were asked to first rank each service standard and then allocate 
100 points across the service standards (this provided a measure of the relative 
importance of each of the proposed service standards)  

• ‘Close the loop’ focus groups – participants from the original focus groups were 
consulted to confirm that TasWater responded appropriately in setting service 
standards and corresponding targets.  

4.1.3.1 Customer feedback on key service standards  

The key feedback from the consultations regarding customer-preferred service standards and levels 
is summarised below. 

• Water quality (taste and colour): Most participants in the tasting panel were unable to 
detect the taste or odour of geosmin-tainted water. Most were also unwilling to pay to 
accelerate the infrastructure backlog that would more quickly eliminate water 
discolouration. 

• Customer service: Participants considered that standards and reporting could be 
simplified with a combination of customer complaints monitoring and a general 
satisfaction survey preferred as measures. 

• Water outages: Customers are more interested in their water supply being restored 
when expected, rather than receiving data on when and for how long the water supply 
is interrupted across the water networks. Notification to customers is currently 
provided for planned works, with customers indicating that they would prefer to know 
that TasWater will restore their service within the time indicated, rather than the 
numbers of such interruptions, their average duration and those restored beyond 
5 hours. 

• Sewage spills: The speed of arrival at the site of a sewage spill is less important to 
customers than the time taken to contain it.  

4.1.3.2 Customer feedback on relative service standard importance  

A point allocation task was undertaken as part of the MJA willingness-to-pay survey. This task 
required customers to trade-off between service levels by asking what they ranked as a higher 
priority (which could therefore guide investment in service levels). Customer priorities, in order, 
were as follows: 

• Priority 1 – water lost, the response time to Priority 1 water bursts 
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• Priority 2 – the response time for Priority 2 water bursts, the percentage of spills 
contained within three hours and the number of critical spills 

4.1.3.3 Our response to customer feedback 

As a result of customer feedback, TasWater has updated its standards and targets as follows:  

Drinking water loss (NRW) from our systems 

To address this top priority for customers, the previous metric has been updated from a percentage 
of ‘total water lost’ to a ‘rate lost per kilometre of water main per day’. This is an industry accepted 
measure for water loss. The metric ‘rate lost per kilometre of water main per day’ depends on the 
output from a suite of projects and initiatives targeting all categories of water loss and, as such, the 
confidence level in setting a target is comparatively lower. 

Drinking water systems meeting best practice risk mitigation 

One of the key principles underpinning the ADWG, as a drinking water quality management 
framework, is the requirement for drinking water systems to have in place a multi-barrier approach 
that is continuously maintained and appropriate to the level of potential contamination relevant to 
the raw water supply.  

The proposed measure ‘percentage of customers supplied by drinking water systems that meet best 
practice risk mitigation’ enables a systematic and quantitative approach to identifying the potential 
microbiological risks in the catchment and translating that into a set of performance requirements 
that the WTP must achieve to ensure public health is being adequately protected.  

This reassures customers that their water continues to be safe to drink. 

First point resolution  

To address customers’ stated desire for their issues to be resolved in a timely manner rather than 
their calls being answered within a specified time, a new measure has been added: ‘the percentage 
of calls resolved upon first contact’. Customers have stated that they were willing to wait a 
reasonable time16 if it means that their query is resolved at the first point of contact. Should wait 
times exceed what is ‘reasonable’, this would be expected to contribute to a decline in the next 
measure – customer satisfaction. 

Customer satisfaction 

Customers believe that it would be better to have a metric that measures the positive, customer 
satisfaction, rather than a negative experience such as a complaint. The satisfaction score covers not 
only phone customer service, but also face-to-face contacts by operational staff attending field 
work. With the increasing trend for complaints or enquiries to be made by email or social media 
platforms, a wider survey supporting customer satisfaction will give a more accurate perception of 
how TasWater is tracking on all levels of customer service.  

Transparency of service quality 

To provide more transparency and granularity on performance in the two key service areas (water 
and sewerage) and to remove reporting that customers no longer value, water and sewerage 
complaints per 1,000 properties have been unbundled. In addition, reporting of complaints to the 
Ombudsman has been removed, as customers did not see the value in this as a key customer service 
standard, although this will continue to be reported to the TER as part of the Annual Performance 
Report.  

Service that is more responsive to customers 

Wherever possible, measures have been reframed to include greater customer focus.  

 
16 About 50 per cent of respondents from surveys conducted prior to PSP3 indicated that they were willing to wait up to three minutes. 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 72 of 378  

Planned water interruptions – Customers indicated that they do not value the PSP3 measure of the 
average duration of a planned water interruption. Customers stated that it is more important to 
them that TasWater commit to a timeframe that reflects the work to be done and for that work to 
be completed within the nominated timeframe. That is, TasWater does what it says it’s going to do. 
Hence, the previous metric has been updated from ‘average duration of a planned interruption – 
water (minutes)’ to ‘percentage of planned interruptions restored within the time nominated to 
affected customers’. 

Unplanned water interruptions – Restoration time of unplanned interruptions is measured because 
customers pay for a continuous service. This means faults need to be prevented or fixed with as little 
service interruption as possible. 

Repeat interruptions 

TasWater undertook a pilot project in Latrobe by implementing network tracing software to 
measure customers experiencing repeat unplanned water supply interruptions and repeat sewer 
breaks and chokes. Based on the results of the pilot, TasWater intends to investigate the progressive 
rollout of network tracing software to improve connection data across all water and sewerage 
systems in Tasmania. This would allow for the usefulness of these measures to be tested with 
customers experiencing repeat interruptions and enable the subsequent development of targets. 

Sewerage: number of critically notifiable spills and timeliness to clean up 

Customers considered it important that sewer overflows are attended to and contained in a timely 
manner to minimise environmental impacts. 

The PSP3 metric ‘percentage of sewage spills contained within 5 hours’ has been changed to 
‘percentage of sewage spills contained within 3 hours’ for PSP4 based on customer feedback. 

TasWater will also report on ‘critically notifiable spills’. This includes spills where there is a 
responsibility to notify the EPA and council environmental health officers. This requirement is 
broader than spills to ‘sensitive areas’ or ‘shellfish areas’. The measure is considered to be relevant 
as the focus is on the environmental impact of the spill. 

Differential service standards 

TasWater operates its water and sewerage services with the ‘same price, same service’ (postage 
stamp) approach. Tasmania’s dispersed population requires its treatment plants to be similarly 
dispersed. 

Much of the associated cost of these treatment plants (both capex and opex) arises from meeting 
drinking water quality and environmental compliance obligations. A comparatively small component 
of the cost relates to labour.  

Of the labour cost, the operators of these treatment plants are multi-skilled, particularly in regional 
areas, and can provide water and sewerage network services in addition to treatment services. This 
means that when there is a break in the water or sewerage main, on average local operators can 
respond in a similar timeframe to those in urban areas as their travel time is significantly reduced. 
On this basis, the introduction of differential services for remote communities has not been 
considered. 

4.1.4 Our service standards for PSP4 

Table 4.6 sets out the proposed service standards, measures and targets over the PSP4 period. It is 
informed by customer feedback, previous performance over PSP3 and the assessed capacity to 
respond over the PSP4 period.  

A combination of capital projects, operational projects and regular business activities will contribute 
to the achievement of the proposed service standards. A majority of the operational costs required 
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to achieve the improved performance is in addition to business-as-usual costs and is required to be 
funded through the strategic initiative funding allocation, which is detailed in Chapter 7. Table 4.7 
sets out the key strategic initiatives expected to contribute towards achievement of the proposed 
service standards. 
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No Service standard 

Forecast PSP4 Target 

FY2021–22 
Forecast 

FY2022–23 
Target 

FY2023–24 
Target 

FY2024–25 
Target 

FY2025–26 
Target 

1 
Percentage of customers supplied by drinking water systems that meet best practice risk 
mitigation 

4.0% 13.4% 65.6% 66.6% 66.6% 

2 Real losses: Water lost per km of water main, per day (kL) 11.4 9.0 8.0 7.5 7.0 

3 Number of water main breaks, per 100km of water main 51 35 35 34 33 

4 
Priority 1 bursts and leaks – Percentage of response times within 60 minutes to attend 
water supply issues that may cause serious harm to customers, property or the 
environment  

90% 90% 90% 90% 90% 

5 
Priority 2 bursts and leaks – Percentage of response times within 3 hours to attend water 
supply issues that cause, or may cause, minor damage or harm to customers, water quality, 
flow rate, property or the environment  

93% 90% 90% 90% 90% 

6 
Priority 3 bursts and leaks – Percentage of response times within 3 days to attend water 
supply issues that cause no discernible impact to customers, property or the environment  

93% 90% 90% 90% 90% 

7 Number of unplanned water interruptions per 1,000 properties 187 170 169 167 165 

8 
Percentage of planned interruptions restored within the time nominated to affected 
customers  

Not Available 90% 95% 95% 95% 

9 Average duration of unplanned water interruptions, in minutes 130 180 180 180 180 

10 Percentage of unplanned water supply interruptions restored within 5 hours 95% 94% 94% 94% 95% 

11 
Number of customers experiencing repeat unplanned water supply interruptions in a 
financial year 

 
Report only 
(no target) 

Report only (no 
target) 

Report only (no 
target) 

Report only (no 
target) 

12 Number of sewerage mains breaks and chokes per 100km of sewer main  56 40 40 39 38 

13 Percentage of response times within 1 hour to attend sewer spills, breaks and chokes 91% 90% 90% 90% 90% 

14 Percentage of sewage spills contained within 3 hours  94% 90% 90% 90% 90% 

15 Number of critically notifiable spills17  5 2 2 1 1 

16 
Number of customers experiencing repeat sewer breaks and chokes that may impact on 
service  

Not Available 
Report only 
(no target) 

Report only (no 
target) 

Report only (no 
target) 

Report only (no 
target) 

17 Total water complaints per 1,000 properties connected to water  1.2 6 5.6 5.2 5.0 

 
17 Critically notifiable spills are determined by using the EPA Sewage Spill Notification Guidelines. The full document is available at 
epa.tas.gov.au/Documents/Sewage%20Spill%20Notification%20Guidelines%20OCTFINALv2.pdf 

Table 4.6: PSP4 service standards and targets 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 75 of 378  

No Service standard 

Forecast PSP4 Target 

FY2021–22 
Forecast 

FY2022–23 
Target 

FY2023–24 
Target 

FY2024–25 
Target 

FY2025–26 
Target 

18 Total sewerage complaints per 1,000 properties connected to sewerage 1.8 1.3 1.1 1 1 

19 First point resolution percentage for calls  95% 90% 90% 90% 90% 

20 Customer satisfaction score  66% 70% 72% 74% 75% 

 
Initiative Description Service standards 

Discharge 
management plans, 
reuse feasibility 
studies 

To address non-compliances with environment protection notices and provide the 
information necessary to determine sustainable discharge options for upgrades and master 
planning. 

Total sewerage complaints per 1,000 properties 
connected to sewerage 

Number of critically notifiable spills  

Development of 
master strategies for 
major centres 

To undertake upfront master planning works to support delivery of the CWP. Without 
adequate planning, it is not possible to deliver the most appropriate projects, meet 
regulatory obligations and deliver to stakeholder expectations.  

Examples of the work that is needed include planning for improvements to Risdon Brook 
Dam, the Greater Hobart Sewerage Strategy, East Coast Water Surety, Upper Prosser Dam, 
Pardoe, Meander Valley Sewerage Strategy and the Greater Launceston Water Supply 
Strategy.  

Number of water main breaks per 100km of water main  

Number of sewerage mains breaks and chokes per 
100km of sewer main  

Number of customers experiencing repeat sewer breaks 
and chokes that may impact on service  

Water Surety 
Program 

To continue to deliver the Water Surety Program including:  

• Delivery of annual water conservation and water restrictions campaigns 

• Delivery of ongoing education and engagement programs 

• Ongoing research and evaluation 

Total water complaints per 1,000 properties connected 
to water  

Customer satisfaction score  

Performance 
Operating and 
Reporting System 

To continue to capture and standardise operational procedures within corporate systems. 
This project supports a number of primary strategies including the Drinking Water Strategy 
and Sewerage Strategy. It is also expected to contribute to mitigation of some strategic risks. 

Percentage of customers supplied by drinking water 
systems that meet best practice risk mitigation 

Number of critically notifiable spills 

Greater standardisation of operational procedures is also 
expected to have a positive impact on all operational 
service standards 

Table 4.7: Strategic initiatives expected to contribute to achievement of PSP4 service standards 
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Initiative Description Service standards 

Who We Are 
campaign 

To increase community understanding of, and support for, TasWater, explain the importance 
of water and water surety and its connection to everyday life.  

This project strongly aligns to the Customer Experience and Community Engagement 
strategies, key performance indicators (KPIs) and strategic risks and was considered a 
strategic priority before the impact of COVID-19. 

Customer satisfaction score 

Drinking Water 
Strategy Yield 
Assessment 

To complete yield assessments for high-risk water supply systems that determine: the range 
of expected flows for a catchment; the expected frequency of low-flow events; and 
evidence-based triggers/leading indicators for enacting contingency actions. 

The initiative will provide quantifiable data and expert analysis on the likely frequency and 
severity of water security events for a number of high-risk, ungauged, run-of-river 
catchments.  

This initiative aligns strongly with our strategic objectives in relation to water security and 
will assist in the mitigation of the supply/demand strategic risk. 

Percentage of customers supplied by drinking water 
systems that meet best practice risk mitigation 

Investigation into 
network monitoring 

To trial Aquasuite or an alternative option for the control and optimisation of sewerage 
treatment works. This initiative will support the Sewerage Strategy and our KPI to minimise 
spills to shellfish areas.  

Number of critically notifiable spills  

Percentage of sewage spills contained within 3 hours  

Operations Centre 
vision execution 

To continue to implement the Operations Centre vision which is a roadmap towards 
developing a leading-edge operations control centre that will support operations, drive 
operational efficiency and improve compliance across the business.  

The Operations Centre vision is expected to provide a number of benefits including greater 
operational efficiency, an improved customer experience and improved safety performance 
and incident management. 

Response times to Priority 1, 2 and 3 leaks 

Average duration of unplanned water interruption 

Percentage of response times within 1 hour to attend 
sewer spills, breaks and chokes 

Percentage of sewage spills contained within 3 hours 

Knowledge 
Management (KM) 
Strategy execution 

To continue to execute our KM Strategy and improve the culture of capture, retention and 
dissemination of knowledge across the business, as well as promote and value collaboration 
and shared learning.  

This strategy is a key enabler for a number of primary strategies and is also a control for some 
strategic risks. 

Improved capture and dissemination of knowledge is 
expected to have a positive impact on all operational 
service standards 
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Initiative Description Service standards 

Water main 
condition 
assessment program 
development 

To develop a risk-based program for water main condition assessment that prioritises the 
highest-risk, highly critical mains in condition assessments to better understand their 
condition and useful remaining life. 

This initiative will enhance TasWater’s ability to plan costly renewals and minimise whole-of-
life costs. It aligns with a number of our strategies and strategic risks. 

Number of water main breaks, per 100km of water main 

Real losses: Water lost per km of water main, per day 
(kL) 

Total water complaints per 1,000 properties connected 
to water  

Number of unplanned water interruptions per 1,000 
properties  

Number of customers experiencing repeat unplanned 
water supply interruptions in a financial year  
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 Customer contract  

When customers receive water or sewerage services from TasWater, they are deemed by Section 60 
of the WSI Act to have entered into a customer contract for these services. The customer contract is 
a legally enforceable document, is required under the WSI Act, and is also in line with the 
requirements of the Customer Service Code. 

The customer contract sets out matters such as TasWater’s services, payments for services and the 
rights and obligations of customers. Within an existing price and services period, the customer 
contract may only be varied with the approval of the TER. All customers are required to be notified if 
the customer contract is varied. 

For PSP4, the customer contract for regulated services (the provision of water services and/or 
sewerage services) has been made easier to understand for customers. In addition to simplifying the 
customer contract, the following changes have been incorporated: 

• Removal of detail that is replicated in legislation or the Customer Service Code, and 
instead cross-referencing customers to the relevant source of obligation 

• Removing the Trade Waste Consent from the customer contract (instead cross-
referencing to the Trade Waste Consent for trade waste customers) 

• Clarifying that the definition of Limited Water Quality Customers applies to customers 
within serviced land where there is an alert in place regarding use of the water  

• Clarifying TasWater and customer responsibilities for shared private plumbing.  

Revisions for consistency have also been made to the revised Water and Sewerage Industry 
(Customer Service Standards) Regulations 2019. A copy of the customer contract is provided at 
Appendix 5 and is published on TasWater’s website at www.taswater.com.au. Upon request, a copy 
of the customer contract will also be provided via mail.  

 Description of serviced land 

Serviced land is land where TasWater will permit a standard connection to its water or sewerage 
infrastructure. The identification of serviced land is important as it determines TasWater’s obligation 
to connect and supply customers. Serviced land also underpins policies and arrangements with 
respect to service extension and expansion, service charges, service introduction, service 
replacement and developer charges.  

Section 56U(1)(b) of the WSI Act requires price and service plans to include a description of the land 
(identifiable by individual title or locality) that is permitted to be connected to the water and/or 
sewerage infrastructure.  

TasWater has identified serviced land based on individual land titles.  

4.3.1 Water 

Titles with a full water service are identified based on servicing factors and the standards outlined in 
the TasWater Supplement to WSAA Water Supply Code of Australia (MRWA Edition)18.  

There have been no changes made in PSP4 to the PSP3 definition of serviced land for water. Serviced 
land for water is where titles meet all of the following criteria:  

• Can be supplied with treated water 

• Are within 30 metres of TasWater’s water reticulation main 

• Can receive minimum flow and pressure at the connection point as described in the 
TasWater Supplement to WSAA Water Supply Code of Australia (MRWA Edition)  

 
18 www.taswater.com.au/ArticleDocuments/337/TW%20Supplement%20WSA03-MRWA%20V2.0%20-
%20Public%2004_Apr%202015.pdf.aspx 

http://www.taswater.com.au/


 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 79 of 378  

• Connection to TasWater’s reticulation would not cross a land title owned by a third 
party  

• The physical characteristics or location of the land title are not such as to require the 
application of unusual or unusually costly infrastructure, design or installation 
techniques for the connection to be made. 

Treated water means either fully treated water or disinfection only water supplies. Raw water 
supplies are excluded. Customers within serviced land who may, from time to time, receive water 
that is not safe for drinking will receive a discount on the regulated variable consumption rate. 

Land titles that do not meet the criteria listed above are unserviced for water. 

Existing or new connections that receive untreated water (raw water) or that are directly connected 
to a bulk transfer main are connections outside serviced land and are dealt with in accordance with 
either Section 6 of the Water and Sewerage Network and Charges Policies document or TasWater’s 
Conditional Connections – Connections outside serviced land policy. 

4.3.2 Sewer serviced land 

The definition of sewer serviced land has been revised for PSP4 to clarify the criteria that a property 
must meet to be considered sewer serviced land and therefore be permitted to connect to 
TasWater’s sewerage infrastructure.  

In reviewing PSP3, a number of sewerage connections were identified where infrastructure was, or 
is, required to be installed on third-party-owned land to facilitate connection to TasWater’s sewer 
reticulation main. This is due to the nature of gravity connections and land topography and typically 
involves connections to sewer reticulation mains running near rear boundary fences. The definition 
of sewer serviced land in PSP3 created some ambiguity relating to whether customers in these 
circumstances were classified as being within serviced land and therefore entitled to receive a full 
sewerage service.  

For the avoidance of doubt, TasWater has clarified its definition of sewer serviced land for PSP4. It 
explicitly provides (when all other service criteria are met) that if connection to the sewer 
reticulation main requires the installation of infrastructure on third-party-owned land within the 
distances provided in the TasWater Supplement to the WSAA Gravity Sewerage Code of Australia 
(MRWA Edition) Section 5.2.8, the property will be considered to be within sewer serviced land and 
will be permitted to connect and receive a full sewerage service. There is no change for customers 
already connected with a connection of this type, who continue to receive a full sewerage service.  

This revised definition more accurately represents customers’ expectations in that they are able to 
connect to our sewerage infrastructure and receive the benefits of serviced land.  

Sewer serviced land is where titles meet all of the following criteria: 

• Are within 30 metres of TasWater’s sewer reticulation main and can be serviced  

• Connection to TasWater’s reticulation main would not require installation of 
infrastructure on land owned by a third party beyond distances set out in the TasWater 
Supplement to the WSAA Gravity Sewerage Code of Australia (MRWA Edition) Section 
5.2.8 

• The physical characteristics or location of the land title are not such as to require the 
application of unusual or unusually costly infrastructure, design or installation 
techniques in order for the connection to be made 

• Are not otherwise considered unserviced land in accordance with Section 3.4 of the 
Water and Sewerage Network and Charges Policies. 

Land titles that do not meet the criteria listed above are considered unserviced for sewer. 
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4.3.3 Unserviced land 

Unserviced land is land identified by land title that does not meet the criteria for serviced land. In 
addition, land within pressure sewer schemes, and Septic Tank Effluent Disposal (STED) areas 
established before 1 July 2015, are regarded as unserviced land. In addition, land located in 
Garthfield Avenue, Cygnet, is defined as unserviced despite being connected to the sewerage 
infrastructure, due to a particular condition in the 2008 sewer extension project in that area.  

TasWater does not have any obligation to provide a connection to titles that are outside serviced 
land.  

Section 2 of TasWater’s Water and Sewerage Network and Charges Policies document (Appendix 6) 
and TasWater’s Land Development Policies document (Appendix 7) detail the circumstances in which 
TasWater will consider allowing unserviced land to connect to its networks. 

A list of pressure sewer schemes in unserviced land is shown in Table 4.8. 

Area Type of system 

Bell Buoy Beach Pressure sewer scheme with privately owned pump stations 

Boat Harbour Pressure sewer scheme with TasWater-owned pump stations 

Dunalley (near Dunalley Hotel) Pressure sewer scheme with TasWater-owned pump stations 

Lauderdale Pressure sewer scheme with TasWater-owned pump stations 

Low Head  Pressure sewer scheme with TasWater-owned pump stations 

Sisters Beach (Tink Taylor Avenue)  Pressure sewer scheme with TasWater-owned pump stations 

South Arm (Blessington Street parts) Pressure sewer scheme with TasWater-owned pump stations 

Wynyard (Stennings Road area) Pressure sewer scheme with TasWater-owned pump stations 

STED schemes established before 1 July 2015 are also defined as unserviced land. Connected 
customers are in the STED customer class.  Table 4.9 lists these areas. 

Area 

Arthur River 

Beauty Point 

Bronte Lagoon 

Cowrie Point 

Granville Harbour 

Trial Harbour 

 Policies 

There is a suite of policies connected to PSP4 that outline decisions TasWater has made, such as 
connecting to its network, who will be charged, the services it provides, and land development. 
These may be required either under legislation or under the PSP4 Guideline. This section describes 
the key parts of the policies, with the full versions of the policies provided as Appendix 6 through 
Appendix 8.  

4.4.1 Water and Sewerage Network and Charges Policies 

The Water and Sewerage Network and Charges Policies document includes the following policies and 
information as sections:  

• Serviced land description (information, details in Section 4.3) 

• Connection policy 

Table 4.8: List of pressure sewer schemes established before 1 July 2015 

Table 4.9: List of STED schemes established before 1 July 2015 (indicative only) 
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• Sub-metering policy 

• Service charges policy 

• Service introduction policy 

• Service replacement process. 

4.4.1.1 Connections policy 

The Connections Policy specifies the circumstances that must be met for TasWater to permit a 
landowner to connect, relocate or adjust their connection to its water and/or sewerage 
infrastructure.  

Compared with the PSP3 connections policy, this policy: 

• Clarifies the conditions that must be met in order for a connection to classify as a 
standard connection, and specifies that connections outside serviced land and 
connections for land development (subdivisions, and multi-unit developments) are 
classed as non-standard connections  

• Clarifies that a standard connection is a 20mm water connection and a 100mm gravity 
sewerage connection 

• States that, for standard connections, the cost is approved by the Regulator in the Price 
and Service Plan 

• States that, non-standard connections are not subject to the requirement to permit 
connection to the water infrastructure and/or sewerage infrastructure within 10 
business days 

• Clarifies the conditions for connection to TasWater’s infrastructure and where TasWater 
will permit, rather than undertake, the connection. This is in line with the wording of 
Section 56U of the WSI Act, and also allows for authorised providers to make the 
connection to TasWater’s infrastructure on a property owner’s behalf. 

The full criteria and policy are provided at Appendix 6 as part of the Water and Sewerage Network 
and Charges Policies document. 

In addition a new policy is being drafted, Conditional Connections Policy, to determine when and 
where connections to land that does not meet the Connections Policy will be permitted. The policy 
will be available on TasWater’s website at www.taswater.com.au. 

4.4.1.2 Sub-metering policy 

Sub-meters are individual water meters that measure water use downstream of a master meter. A 
master meter is the meter installed at the connection point and measures the total volume of water 
supplied to a property.  

The Sub-metering Policy outlines TasWater’s approach to sub-metering and billing of existing and 
new strata schemes and multi-unit properties. It applies to all residential and non-residential strata 
schemes and multi-unit properties.  

The policy has been modified to reduce duplication and simplify the metering configurations for new 
strata schemes where the property can be metered with a single master meter (with usage 
apportioned on a general unit entitlement or special unit entitlement basis) or each lot can be 
individually connected to the water main or connected via a water meter manifold. 

In the interests of efficiency and cost-reduction, and to ensure consistency between multi-unit 
properties and strata schemes, TasWater will no longer install, maintain and read sub-meters for 
new strata schemes. Should a property owner wish to install a water meter to better understand 
their own water consumption they are able to do so through engaging a licensed plumber.  
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The full Sub-metering Policy is provided at Appendix 6 as part of the Water and Sewerage Network 
and Charges Policies document. 

4.4.1.3 Service charges policy 

TasWater is required by law to permit connection and supply services to properties within 10 
business days of an application being approved. To ensure service and supply to all properties within 
serviced land, TasWater incurs expenditure associated with the operation, renewal and maintenance 
of its pipes, pumps and treatment plants. There are significant public health and environmental 
benefits associated with piped, tested drinking water and sewage removal and treatment, and these 
give rise to associated increases in property values of land within serviced areas.  

TasWater’s approach is to share the costs between properties that currently use the services and 
those that may use these services in the future. If this was not the case, properties currently 
connected would carry the burden of those not currently connected. 

Customer consultation undertaken for PSP3 found that the majority of customers (59 per cent) 
supported the retention of service charges for connected and unconnected properties within 
serviced land. Overall, the consultation found that 44 per cent of customers supported the principle 
of charging owners of vacant land who are permitted to connect to water and sewerage services and 
that the current charging arrangements should be retained. Another 15 per cent disagreed with the 
principle, but thought the charges should remain.  

The Service Charges Policy is provided at Appendix 6 as part of the Water and Sewerage Network 
and Charges Policies document. 

4.4.1.4 Service introduction policy 

Service introduction is the construction of water and/or sewerage infrastructure to provide 
reticulated services to localities not previously receiving them. 

The Service Introduction Policy details the process to be followed when TasWater receives a request 
to introduce water and/or sewerage service to a new locality. Where a service introduction request 
proceeds, one-off service introduction charges are levied on the owners of properties within the 
service introduction area.  

The charge covers the property owner’s share of the cost of installing, altering or using TasWater’s 
assets to enable provision of a regulated service to the owner’s land. In addition, one-off or ongoing 
charges will also apply such as connection charges and/or fixed and variable consumption charges. 

As part of TasWater’s customer engagement, residential customers were asked if they would be 
willing to pay an additional amount on top of their existing bill to support the introduction of 
services for currently unserviced customers. The level of support among customers willing to pay an 
additional amount did not reach the threshold of 70 per cent to warrant changes to the Service 
Introduction Policy. The willingness-to-pay survey is discussed in Chapter 2.  

The service introduction charges are calculated as the net present value (NPV) of the cost of 
providing the assets specific to the service introduction less the NPV of the amount that would be 
recovered from the threshold number of customers (being 80 per cent of those to whom the service 
could be supplied in that area) through ongoing annual water charges and/or sewerage charges 
(being fixed charges or service charges). Any third party funding contributions are subtracted from 
the NPV calculations. 

No changes have been made to the existing Service Introduction Policy for PSP4. 

4.4.1.5 Service replacement process 

The service replacement process is the ordered process that allows a locality to be removed from 
TasWater’s service land. The process has previously been applied in the towns of Pioneer, Mountain 
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River and Gormanston, where the communities indicated a preference to cease the TasWater 
services (and the charges that follow) and accepted either rainwater tanks or payments to allow 
them to select an alternative water supply. 

Changes have not been made to the process that was refined in PSP3. This process is sufficiently 
clear, as demonstrated most recently in Gormanston. There are no plans in PSP4 to undertake any 
service replacement.  

The service replacement process is provided at Appendix 6 as part of the Water and Sewerage 
Network and Charges Policies document. 

4.4.2 Land development policies 

The Land Development Policies document includes the following policies and information as 
sections: 

• Developer charges  

• Service extension and expansion. 

4.4.2.1 Developer charges policy  

Developer charges refer to assets gifted to TasWater by developers and cash payments made by 
developers to TasWater for network or treatment infrastructure to support new developments. 

Three forums were convened through November 2018 to February 2019 in Hobart, Launceston and 
Devonport for key stakeholders from local government, the Tasmanian Government, the 
development industry and associated professionals. The purpose of these forums was to understand 
perceptions around the PSP3 developer charges approach and TasWater’s role in economic 
development. At the forums, there was a view that with the PSP3 approach to developer charges, 
existing spare capacity would soon be taken up in growth areas and there would be insufficient 
revenue to fund future infrastructure upgrades. 

Participants also commented that: 

• Something like what is commonly known as the ‘headworks charge' should be 
reintroduced now that development is seen as ‘booming’ 

• The absence of developer liability for such charges was giving an unfair advantage to 
the ‘first movers’ where there was spare capacity but a distinct disadvantage to those 
developing where there was no spare capacity 

• Any reintroduced model should be simple and understandable 

• The Tasmanian Government should lead on ‘settlement strategy’ – that is, where new 
areas are to be settled or existing areas expanded 

• Charges to developers should be lower for development in regional or greenfield areas 
that have lower levels of service. 

Given the feedback from the forums, MJA were engaged to assess the PSP3 approach to developer 
charges and to propose alternatives that support economic development in Tasmania (in line with 
the Shareholders’ Letter of Expectations), meet stakeholders needs and fulfil the requirements of 
the WSI Act. 

The key issues a revised approach seeks to address include: 

• Increasing funding for growth – recurrent and developer charges do not provide 
adequate funding to support planned or unplanned growth in some areas 

• Achieving efficient pricing – pricing and charges below full cost recovery suggests that 
more effective signals are required for the location and timing of infrastructure to 
ensure least cost service delivery  
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• Improving administrative arrangements – a range of concerns exist in relation to current 
arrangements, as detailed above, including the potential for ‘saw-tooth’ pricing, which 
could impede growth 

• Increasing transparency and clarity – to promote understanding and administrative 
simplicity. 

The consultation undertaken, the feedback received and how the feedback has been reflected in the 
proposed developer charges policy is detailed in Chapter 2, Section 2.3.5.  

The full Developer Charges Policy is provided at Appendix 7 as part of the Land Development Policies 
document. 

4.4.3 Trade waste policy 

TasWater provides a service to collect, transport and treat liquid trade waste for customers, 
provided it is of an appropriate volume and quality to be safely accepted in its sewerage systems. 
There are additional costs associated with the management, transportation and treatment of liquid 
trade waste in TasWater’s sewerage infrastructure. 

Towards the end of PSP2 and into PSP3, a number of complaints were received from commercial 
trade waste (Category 1 and Category 2) customers related to trade waste compliance. Concerns 
were raised in regard to the cost to install pre-treatment equipment and the perceived inflexibility of 
TasWater’s pricing arrangements to appropriately reflect the circumstances of individual businesses.  

TasWater has addressed these concerns, where possible, through:  

• Providing access to a zero interest, four-year loan scheme for the installation of pre-
treatment equipment 

• Developing a recommended scheme for suppliers and plumbing contractors  

• Providing a discount of 10 per cent on trade waste charges (fixed) for customers who 
are already fully compliant. 

Recognising that broader issues remained, Jacobs was engaged to assess the current commercial 
trade waste arrangements, in particular the costs and pricing. As part of this assessment, Jacobs: 

• Shortlisted charging options for detailed assessment  

• Undertook a detailed evaluation of the shortlisted charging options 

• Determined costs of service delivery, using available information, and apportioned 
these to customers for full cost recovery  

• Determined actual charges.  

Jacobs found that TasWater’s approach was broadly in line with those of interstate utilities; 
however, there was opportunity to refine the cost allocation between sewage, commercial trade 
waste and industrial trade waste customers. The cost allocation is a significant activity that requires 
a detailed understanding of the costs of treating key parameters19 at each STP. It is expected that 
this work will be undertaken in PSP4 and the results will be used to inform PSP5. Jacobs 
recommended the following measures, which will be implemented in PSP4, as they are expected to 
address the largest sources of customer complaints: 

• For some very low risk customers in the PSP3 Category 1 – apply sewerage charges only 
when approved pre-treatment is installed, as the trade waste flow and load of these 
customers is not expected to exceed the total load of a residential home. These 
customers will then be classified as Category 0. This is further discussed in Section 9.10. 

 
19 Biochemical Oxygen Demand (BOD), Total Suspended Solids (TSS), Total Kjeldahl Nitrogen (TKN), Total Phosphorous (TP), Sodium (Na), 
Oil and Grease (OG) 
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• For low risk customers (Category 2) – expand the existing site constraint fee to include 
circumstances where the installation costs are significantly more expensive than for 
other comparable properties. This alternate charge, to be applied at the discretion of 
TasWater, would be in lieu of the installation of pre-treatment, with the funds received 
by TasWater allocated to additional network management, such as fat and grease 
removal. This is further discussed in Section 9.10. 

Further details on pricing are provided in Chapter 9. 

TasWater determines a customer’s trade waste category by applying a risk score based on the 
following four key elements: business activity; substance of concern; pre-treatment requirements; 
and trade waste volume. The risk score provides an indication of the expected demand placed on 
the sewerage system by the trade waste discharged by the customer.  

The Trade Waste Policy for PSP4 categorises trade waste customers into six categories, depending 
on their risk score as set out above. Apart from the current categories as per PSP3, this includes two 
new categories: Category 0, which is defined as trade waste of very low volume or strength, 
equivalent to, or less than, that of a standard residential dwelling, and tankered waste which has 
been included as a specific category rather than being listed separately as per PSP3.  

In addition to the Trade Waste Policy, the TasWater Trade Waste Customer Category Guideline 
provides further detail on the categorisation of trade waste customers and is available on 
TasWater’s website at www.taswater.com.au. 

The application of fees and charges for each category of trade waste customer is detailed in the 
Trade Waste Policy. In addition to the changes outlined above, the clarity of the PSP3 Trade Waste 
Policy has been improved with the following changes: 

• Removal of words that are redundant, for example stating that TasWater manages 
industrial and commercial trade waste 

• Removal of details regarding the criteria applied to TasWater systems, procedures and 
agreements, as these are core regulatory requirements and do not need to be restated 

• Additional information, in response to customer requests, regarding the promotion of 
trade waste minimisation and cleaner production 

• Removal of the reference to policy certainty, as the policy itself provides this certainty 

• Inclusion of the tankered trade waste section as a trade waste customer category rather 
than a separate section 

• Removal of the responsibility for charges section, as customers will have either signed a 
Trade Waste Consent or have a separate Trade Waste Agreement, making this section 
redundant 

• Removal of details of what would normally be specified in Section 6120 agreements for 
Category 3 and Category 4 trade waste customers, as this text is redundant 

• Adding a new term, ‘management charge’, that has been calculated for Category 1 
customers and for tankered waste customers  

• Linking definitions to appropriate legislation, for example the fixed sewerage charge. 

 
 

 
20 A contract between TasWater and a customer(s) in accordance with Section 61 of the Water and Sewerage Industry Act 2008, relating to 
regulated services; but to which pricing and terms of the Price Determination do not apply. 

http://www.taswater.com.au/
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5 Demand forecast 

 

Demand forecasts are an important planning tool for TasWater and are a key variable in determining 
prices for PSP4. Demand forecasts are used to plan the timing and size of infrastructure upgrades, 
predict operating costs and calculate unit prices for water and sewerage services. 

 Review of PSP3 forecast versus actual demand 

Table 5.1 compares the forecast demand used in PSP3 with the actual data in FY2018–19 and 
FY2019–20 and a revised forecast for FY2020–21. The data is categorised by connection size, 
business category and ET categories as set out in Appendix 9. 

Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP4  
Forecast 

Equivalent 20mm water 
connections (number) 

      

Full service 
240,70921 

244,598 
242,47120 

249,357 
244,23520 

251,437 

Limited service 2,412 1,495 1,495 

Not connected - 5,548 – 4,797 – 4,833 

TOTAL  252,558  255,649  257,765 

Equivalent 20mm fire service 
connections (number) 

      

Customer base (incl. previous 
year's discovered connections) 

– 31,991 – 30,786 – 33,898 

Discovered fire connections for 
FY 

– 1,786 – 2,898 – 2,571 

TOTAL 21,13022 33,777 21,24421 33,684 21,36021 36,469 

Water use (kL) 
      

Full service – 59,685,431 – 59,017,630 – 59,798,467 

 
21 Note: PSP3 did not include a detailed forecast for full service and limited service connection values, and no projections for ‘not 
connected’ connections was made. 
22 Note: the PSP3 forecast did not have a break down for the customer base and discovered fire connections. 

Table 5.1: PSP4 growth forecast for regulated services 

Key Points 

• Demand forecasts are used to plan the timing and size of infrastructure upgrades and 
predict operating costs, and they are a key variable in determining prices. 

• TasWater has enhanced its approach to demand forecasting for PSP4 through the use of 
improved data and a maturing Asset Management System (AMS) to provide a more 
detailed and accurate forecast. 

• This supports more accurate capital investment plans and revenue modelling to keep price 
rises to a minimum for customers. 

• The forecast is for low, but positive, growth in demand to continue for water, sewerage 
and miscellaneous services over the four-year PSP4 period. 

• TasWater’s infrastructure plans are based on this demand forecast and underlying 
strategic land use planning. Operating and capital expenditure forecasts and the revenue 
requirement in PSP4 are also based on the demand forecast outlined in this chapter. 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP4  
Forecast 

Limited service – 1,560,569 – 426,370 – 454,896 

Not connected – 0 – 0 – 0 

TOTAL 
59,761,540
23 

61,246,000 
60,051,2232

2 59,444,000 
60,339,2372

2 60,253,363 

Sewerage ETs (number) 
      

Residential 175,893 177,804 177,300 181,377 178,712 183,457 

Commercial 56,578 53,481 56,834 52,672 57,091 53,226 

Industrial 4,422 4,125 4,422 4,131 4,422 4,131 

Subtotal 236,893 235,410 238,556 238,180 240,225 240,813 

Not connected 9,540 10,823 9,413 11,340 9,287 11,471 

TOTAL 246,433 246,233 247,969 249,520 249,512 252,284 

Sewerage connections 
(number) 

      

Residential – 169,388 – 173,146 – 175,142 

Commercial – 12,238 – 12,100 – 12,225 

Industrial – 1,824 – 1,911 – 1,911 

Subtotal – 183,450 – 187,157 – 189,278 

Not connected – 11,516 – 12,192 – 12,336 

TOTAL –24 194,966 –23 199,349 –23 201,614 

Trade waste customers by 
category (number) 

      

1 1,038 1,137 1,043 1,155 1,048 1,168 

2A 2,235 2,283 2,245 2,282 2,255 2,307 

2B 119 119 119 120 120 121 

2C 131 128 131 127 132 128 

TOTAL 3,523 3,667 3,538 3,684 3,555 3,724 

Miscellaneous services 
(number) 

      

Special read 4,581 9 4,607 10 4,632  10 

Land Information Certificate 
(56ZQ) request 

13,393  14,357 13,468 14,357 13,542 14,514 

Section 56W consent 261 223 262 14 263 14 

Account establishment  18,424 0 18,424 0 18,424 0 

Pressure and flow testing 6 85 6 7 6 7 

Restriction charge 0 1 0 0 0 0 

Other miscellaneous services –  2,577 –  408 –  413 

TOTAL 36,665 17,252 36,767 14,796 36,867 14,958 

 
23 Note: PSP3 did not include a detailed forecast for full service and limited service water use values, and no projections for ‘not 
connected’ connections was made. 
24 Note: the PSP3 forecast did not have a connection forecast for sewerage services. 
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The demand forecast for PSP3 was based on actual customer counts and usage data for FY2015–16, 
projected forward by forecast growth rates. The growth rates were determined using the following 
primary information: 

• Population growth projections at the local government area (LGA) level using the 
Tasmanian Government’s 2014 median population growth estimates 

• The projected change in number of persons per household (statewide) based on 
Australian Bureau of Statistics (ABS) data 

• Assumed ratios for infill development compared to greenfield development (statewide), 
based on the Southern Tasmanian Councils Authority’s Southern Tasmania Regional 
Land Use Strategy 2010–2035. 

The PSP3 demand forecast modelled a relationship between general population numbers and the 
number of dwellings in each LGA. The population growth trends were then converted into dwelling 
growth trends and, subsequently, the rate of growth in demand for services. 

5.1.1 Comparison of equivalent 20mm water connections25 

The actual number of equivalent 20mm water connections in FY2018–19 and FY2019–20were 
2.6 per cent and 3.5 per cent higher respectively than the PSP3 forecast (excluding the ‘not 
connected’ category which was not included in the PSP3 demand forecast). The higher than forecast 
increase in equivalent 20mm connections for both years reflects the stronger than forecast housing 
conditions, which were not projected in PSP3 as it did not reflect the Tasmanian Government’s 
population projections at the time. 

The FY2020–21 PSP4 forecast is based on the PSP4 methodology and assumptions outlined below. 

5.1.2 Comparison of fire service connections 

The actual number of equivalent 20mm fire service connections in FY2018–19 and FY2019–20 were 
higher than forecast in PSP3 by 59.9 per cent and 58.6 per cent, respectively. The primary reason for 
the higher than forecast result is the increase in water installation reviews TasWater has been 
undertaking and the multiplier effect on any adjustments given the large connection size.  

Fire service connections are typically 100mm in diameter to enable water to flow at the correct 
capacity and rate to fight fire. As explained in the footnote to the previous section, this diameter 
equates to a pipe area equivalent to 25 times the area of a standard 20mm connection.  

This means that the identification of unknown 100mm fire service connections has a multiplying 
impact of 25 times when compared to equivalent 20mm connections. Therefore, this is a service that 
is highly sensitive to forecast inaccuracy. 

Conversely, there was a measured reduction of 93 in equivalent fire service connections for FY2019–
20 from the previous year. This is primarily due to fire connections being reclassified or discontinued 
and, therefore, TasWater still expects connection numbers to grow despite this measured instance 
of a decline. 

The FY2020–21 PSP4 forecast is based on the PSP4 methodology and assumptions outlined below. 

5.1.3 Comparison of water use 

The actual water use in FY2018–19 was 2.5 per cent higher than the PSP3 forecast demand, which 
was primarily the result of the 2.6 per cent higher than forecast growth in equivalent 20mm water 
connections. 

 
25 This figure represents the total number of connections of all sizes converted into an equivalent number of 20mm connections. The 
relationship between the diameter of a metered connection and the potential flow that can be provided is used to determine the 
equivalency (e.g. a 100mm connection is equivalent to 25 x 20mm connections). 
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The FY2019–20 actual water use was 1.0 per cent below the forecast demand and moving out of line 
with the 3.5 per cent growth in equivalent 20mm water connections over the same period. The 
FY2019–20 water use was impacted by two key events during the period; the introduction of 
statewide water restrictions during the 2019–2020 summer period and the beginning of the COVID-
19 pandemic. 

Water restrictions were introduced across the state after extended periods of low rainfall and falling 
storage levels. The water restrictions focused on reducing water use outdoors during the dryer than 
usual period. 

The COVID-19 pandemic forced businesses to temporarily slow or close down operations and 
resulted in many employees working from home. The interruption to business operations was the 
primary reason for the lower water use in FY2019–20, which was partially offset by working-from-
home arrangements. 

The forecast for FY2021–22 assumes lower water use continues as businesses continue to be 
impaired by the impacts of COVID-19 including international border closures and a low volume of 
travel interstate. 

5.1.4 Comparison of sewerage ETs 

The actual numbers of sewerage ETs in FY2018–19 and FY2019–20 were materially aligned with the 
PSP3 forecast, being below the PSP3 forecast by 0.6 per cent and 0.2 per cent, respectively. The 
FY2020–21 PSP4 forecast is expected to remain in line with the PSP3 demand forecast. 

In PSP3, TasWater forecast the number of connected sewerage customers only, excluding the ‘not 
connected’ customers from the forecast. 

5.1.5 Comparison of miscellaneous services 

The actual numbers of miscellaneous services transactions in FY2018–19 and FY2019–20 were below 
the PSP3 forecast by 52.9 per cent and 59.8 per cent respectively. This is due to the changes 
TasWater made to the way it charges for some of its miscellaneous services. These changes are 
summarised in Sections 5.1.5.1 and 5.1.5.2 below. 

5.1.5.1 Special read charge 

TasWater no longer undertakes a special read of water meters upon the sale of a property, unless 
requested to by the property owner. Instead an estimate of the volumetric charge is used based on 
the average of previous use. The estimate is provided to the customer at no additional charge. The 
change in policy resulted in a reduction in special read transactions from 4,581 to 10. 

5.1.5.2 Account establishment and closure charge 

During December 2019, a new online process was launched, inviting vendor representatives to 
inform TasWater when a change of ownership has occurred. When notified, this triggers a largely 
automated and immediate series of processes to produce a final customer bill and create a new 
account for the purchaser.  

This now represents almost two-thirds of all change of ownership notifications. The introduction of 
the more efficient process led to a decision to waive fees for TasWater customers closing their 
account in preference for a simple $25.00 account establishment fee only. This compares favourably 
with the maximum fee allowable in PSP3 for account establishment and closure (FY2020–21: $51.18 
per transaction).  

For FY2021–22, TasWater anticipates processing the establishment of 20,076 new accounts and has 
proposed a reduced fee to reflect the lower costs associated with the revised and more efficient 
process. 
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The other charges compare well, apart from pressure and flow testing, which had 85 transactions 
compared to a forecast of six. This testing service is delivered to property owners and developers 
when they plan to develop land and request TasWater to test pressure and flow before proceeding.  

Forecasting the pressure and flow testing service is difficult; however, levels should move in parallel 
with rates of development. Transaction numbers for this service are very minor relative to total 
miscellaneous transaction numbers. 

5.1.5.3 Section 61 contracts  

In PSP3, forecast demand for Section 61 contracts26, such as industrial trade waste (categories 3 and 
4) and irrigation services, was not required. Rather, this unregulated activity was used as a basis of 
TasWater’s unregulated costs.  

5.1.5.4 Service introduction charges 

There were no service introductions in FY2018–19 or FY2019–20, and none are currently scheduled 
for the remainder of PSP3. 

5.1.5.5 Shared Infrastructure contribution/developer charges 

Actual headworks charges (shared infrastructure contribution charge) in PSP3 have been the result 
of carried forward developments approved before the removal of the headworks approach and are 
therefore not forecast over the period.  

 Method and assumptions of the PSP4 demand forecast 

TasWater’s proposed demand forecasting method produces an individual growth rate for each 
financial year of the PSP4 period. A number of assumptions are made in the PSP4 demand forecast 
relating to growth trends, typical customer demands and external influences on those inputs. These 
are outlined below.  

TasWater’s demand forecast uses FY2020–21 as a base year, which is derived from actual customer 
connection and usage data recorded for FY2019–20, and usage data in FY2018–1927 for each water 
and sewerage system across all networks. The growth rates applied to the customer data are 
sourced from TasWater’s water and sewerage GCPs and averaged across the water systems and 
sewerage systems in each LGA. 

During PSP3, TasWater updated the water and sewerage systems GCPs, capturing recent changes in 
growth trends and more up-to-date variables that support growth projections for the increasing 
demand on its water and sewerage systems. The GCPs are used to support the development of 
TasWater’s capex program, including scope and timing, to ensure the water and sewerage services 
are meeting the growing needs of the community. 

The growth rate for each water and sewerage system GCP is calculated through referencing several 
sources of data. The primary resources used in determining the GCP growth rates include: 

• Estimated ABS growth rate data  

• Estimated growth rate data from the Tasmanian Department of Treasury and Finance, 
including population growth projections by LGA 

• Regional Land Use Strategy growth projection data through the Tasmanian 
Government’s Planning Policy Unit 

 
26 A contract between TasWater and a customer(s) in accordance with Section 61 of the Water and Sewerage Industry Act 2008, relating to 
regulated services; but to which pricing and terms of the Price Determination do not apply. 
27 FY2018–19 water usage data has been leveraged to support forecasts into the PSP4 period from FY2022–23 due to the impacts of 
COVID-19 on FY2019–20water usage data. 
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• TasWater’s own connection data over the past five years to validate the above 
projections. 

To improve the forecast accuracy, TasWater considers secondary sources of information: 

• Council documentation including: 
o strategic plans 

o land use plans 

o town planning 

o development data 

• Expansion capacity constraints through reference to planning schemes including: 
o zone types 

o permissible uses 

o constraints on use 

o permitted lot density.  

In undertaking reviews of council development data, TasWater considers the number of lots 
proposed for development, the type of development (e.g. residential, commercial or industrial) and 
the current status of the development (e.g. conditioned, approved plans, construction commenced, 
titles issues). 

Staging of the growth in GCPs is an important element to ensure that the water and sewerage 
systems maintain agreed service levels as new customers connect to TasWater’s systems. In 
determining the staging of growth, the following inputs are considered for each GCP: 

• GIS graphics that indicate development areas over the past five years and vacant land 
available to develop 

• Council documentation as noted above. 

The impacts of climate variations have not been specifically modelled, as there is currently 
insufficient data to correlate climate conditions with demand patterns for customers, such as long-
term changes in rainfall variability that may affect outdoor water use. It is intended that a review of 
the impact of climate change factors will be undertaken to inform future price and service plans, as 
the broader understanding of climatic changes increases. 

Any water restrictions introduced over the PSP4 period are likely to depend primarily on unexpected 
changes in seasonal rainfall. At this stage, these restrictions cannot be predicted with sufficient 
accuracy to be included in the demand forecast model. 

Network water leakage has also not been modelled as it does not affect revenue from water 
demand measured at the customer meter.  

Emerging developments that may impact on demand over the PSP4 period have not been modelled 
due to the uncertainty that surrounds the level of impact and the timing of the developments. 

5.2.1 Method for forecasting water customer connections 

The demand forecast for water customer connections is based on the FY2019–20 water connections 
for each water system and then applying an average growth rate for the systems in the LGAs to the 
total water customers in the LGA.  

For residential customers, the number of water connections directly correlates to the number of 
dwellings within TasWater’s serviced land. The calculated growth rate for each LGA is then applied 
directly to actual FY2019–20 customer data to forecast future demand. 
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For commercial (non-residential) customers, historical growth has generally been proportional to 
residential activity. Accordingly, the growth rate for each LGA has also been applied to commercial 
customers. 

Limited service customers include customers where TasWater is not able to meet either drinking 
water quality or pressure standards. These customers are forecast to remain flat over the PSP4 
period.  

Not connected properties within serviced land are also expected to grow in proportion to the 
residential and commercial connection rate, and therefore the growth rate for each LGA has been 
applied to not connected properties. 

The growth in the number of industrial customers, the largest of TasWater’s individual users, has not 
historically followed residential and commercial customer growth trends. Actual growth over PSP3 is 
very low, below 0.01 per cent and as such the data is considered insufficient to project changes in 
industrial activities and, therefore, a growth rate of zero per cent has been used for this customer 
segment.  

It is noted that the Tasmanian Government is pursuing the development of a hydrogen production 
industry in Tasmania. Should hydrogen production proceed during the PSP4 period, it can be 
expected to require significant amounts of raw and possibly treated water for production.  To date 
there is insufficient information to enable TasWater to determine the extent to which such 
production facilities might require services from TasWater.  For the purposes of this submission it 
has been assumed that any services required from TasWater will be fully funded by the proponents 
and therefore have no material impact on TasWater’s regulated income and costs. 

Unlike water use, the number of water connections in the demand forecast is influenced only by 
positive dwelling growth. Therefore, any projected declining trends in GCPs are assumed to be 
zero per cent. 

5.2.2 Method for forecasting fire service connections 

The demand forecast for fire service connections is projected to grow in line with the commercial 
(and residential) customer growth rate.  

In addition, due to the trend in the discovery rate of uncharged fire services from customer 
installation data reviews over recent financial periods, and the plan to continue the reviews, the 
forecast over PSP4 has a level of discovered fire service connections. The rate of discovery of 
uncharged fire services is forecast to decline at 10 per cent per annum over the PSP4 period, as 
there are fewer uncharged fire services remaining with each one identified.  

5.2.3 Method for forecasting water use 

As noted in Section 5.1.3, water use was lower in FY2019–20 as a result of statewide water 
restrictions and the COVID-19 pandemic. The demand forecast for PSP4 water use has taken into 
account the lingering impacts of the COVID-19 pandemic on water use.  

Tasmania’s and Australia’s intermittent border closures through until at least calendar year 2022 is 
forecast to reduce demand for water through FY2020–21 and FY2021–22 as interstate and overseas 
visitors are unable to freely access the state. As a result, the FY2020–21 and FY2021–22 water use 
levels are in line with FY2019–20 levels (on an equivalent 20mm connection level), with the uplift in 
demand only resulting from the increase in connection numbers. 

Water use is forecast to increase back to pre-COVID-19 levels (on an equivalent 20mm connection 
level) in FY2022–23 after the predicted progressive reopening of borders to overseas visitors and 
increased travel interstate. The forecast from FY2022–23 is for growth marginally lower than the 
residential and commercial customer connection growth rate, reflecting the trend established over 
the past four years. 
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The trend for water consumption growth at lower levels than residential and commercial customer 
connection growth rates is primarily because there is a difference in water use volume per 
household in each LGA, which can be attributed to: 

• The location of major industrial customers that typically use significant volumes of 
water relative to residential use 

• The relative density of residential zones, with lower density lots typically using more 
water due to an increase in external use. 

5.2.4 Method for forecasting sewerage ETs 

The demand forecast for sewerage customer connections is based on the FY2019–20 sewerage 
connections for each sewerage system and then applying an average growth rate for the systems in 
the LGAs to the total sewerage customers in the LGA.  

For residential customers, the number of sewerage connections directly correlates to the number of 
dwellings within TasWater’s serviced land. The calculated growth rate for each LGA is then applied 
directly to actual FY2019–20 customer data to forecast future demand. 

For commercial (non-residential) customers, historical growth has generally been proportional to 
residential activity. Accordingly, the growth rate for each LGA has also been applied to commercial 
customers. 

Not connected properties within serviced land are also expected to grow in proportion to the 
residential and commercial connection rate and, therefore, the growth rate for each LGA has been 
applied to not connected properties. 

The growth in the number of industrial customers, the largest of TasWater’s individual users, has not 
historically followed residential and commercial customer growth trends. The data is considered 
insufficient to project changes in industrial activities and, therefore, a growth rate of zero per cent 
has been used for this customer segment. 

As is the case for water customer connections, the number of sewerage connections in the demand 
forecast is influenced only by positive dwelling growth. Therefore, any projected declining trends in 
GCPs are assumed to be zero per cent. 

5.2.5 Method for trade waste customers 

Trade waste customers of categories 0, 1, 2A, 2B and 2C have been forecast in line with residential 
and commercial growth, since only 7.2 per cent of trade waste customers are categorised as being 
an industrial type. 

5.2.6 Method for forecasting miscellaneous services 

Miscellaneous transactions have been forecast in line with residential and commercial growth. 
Typically, about 90 per cent of these are Land Information Certificate (56ZQ) requests.  

 Forecast growth rates for PSP4 

Based on the method outlined above, the modelled forecast growth rates for each demand type for 
the PSP4 period have been calculated, as shown in Table 5.2. 

Table 5.2: PSP4 growth forecast for regulated services (annual percentage change) 

Parameter 

FY2022–23 
PSP4 
Forecast 

FY2023–24 
PSP4 
Forecast 

FY2024–25 
PSP4 
Forecast 

FY2025–26 
PSP4 
Forecast 

Equivalent 20 mm water connections 0.83% 0.83% 0.84% 0.84% 

Equivalent 20mm fire service connections 0.79% 0.80% 0.81% 0.81% 
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Parameter 

FY2022–23 
PSP4 
Forecast 

FY2023–24 
PSP4 
Forecast 

FY2024–25 
PSP4 
Forecast 

FY2025–26 
PSP4 
Forecast 

Water use (kL)  4.86% 0.47% 0.48% 0.48% 

Sewerage ETs (number)     

Residential 1.15% 1.16% 1.16% 1.16% 

Commercial 1.06% 1.06% 1.06% 1.06% 

Industrial 0.00% 0.00% 0.00% 0.00% 

TOTAL 1.12% 1.12% 1.12% 1.13% 

Trade waste customers by category     

0 – 1.15% 1.16% 1.16% 

1 1.15% 1.15% 1.16% 1.16% 

2A 1.09% 1.09% 1.09% 1.09% 

2B 1.15% 1.16% 1.16% 1.16% 

2C 1.10% 1.11% 1.11% 1.11% 

Miscellaneous services  0.83% 0.83% 0.84% 0.84% 

 
The values shown in Table 5.2 are statewide values derived, where possible, from LGA growth trends 
that are determined by applying growth rates for water and sewerage systems through the GCPs. 
Low, but positive, growth is expected across nearly all services, with the exception of industrial 
customers at zero per cent growth for each year of PSP4. 

 Forecast demand for PSP4 

Using the method, assumptions and the projected growth rates above, the forecast demand for 
connections, water use and miscellaneous services for the PSP4 period has been calculated and is 
shown in Table 5.3. The data is categorised by connection size, business category and ET categories 
in Appendix 10. 

Parameter  

FY2021–
22 
PSP3 
Forecast 

FY2022–
23 
PSP4 
Forecast 

FY2023–
24 
PSP4 
Forecast 

FY2024–
25 
PSP4 
Forecast 

FY2025–
26 
PSP4 
Forecast 

Equivalent 20mm water connections 
(number) 

 
    

Full service 253,540 255,667 257,817 259,992 262,191 

Limited service 1,495 1,495 1,495 1,495 1,495 

Not connected 4,870 4,906 4,944 4,982 5,020 

TOTAL 259,923 262,068 264,256 266,469 268,706 

Equivalent 20mm fire service 
connections (number) 

  
    

Customer base (incl. previous year's 
discovered connections) 

36,752 39,374 41,787 44,013 46,071 

Discovered fire connections for FY 2,314 2,082 1,874 1,687 1,519 

TOTAL 39,066 41,456 43,661 45,700 47,590 

Water usage (kL)   
    

Full service 60,080,511 62,957,707 63,259,454 63,564,307 63,872,300 

Table 5.3: PSP4 Demand forecast for regulated services 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 95 of 378 

Parameter  

FY2021–
22 
PSP3 
Forecast 

FY2022–
23 
PSP4 
Forecast 

FY2023–
24 
PSP4 
Forecast 

FY2024–
25 
PSP4 
Forecast 

FY2025–
26 
PSP4 
Forecast 

Limited service 453,580 515,869 514,377 512,889 511,406 

Not connected 0 0 0 0 0 

TOTAL 60,534,091 63,473,576 63,773,831 64,077,196 64,383,706 

Sewerage ETs (number)   
    

Residential 185,565 187,703 189,872 192,071 194,302 

Commercial 53,787 54,356 54,932 55,515 56,106 

Industrial 4,131 4,131 4,131 4,131 4,131 

Not connected 11,603 11,738 11,875 12,014 12,155 

TOTAL 255,086 257,928 260,810 263,731 266,694 

Sewerage connections (number)   
    

Residential 177,166 179,219 181,301 183,412 185,554 

Commercial 12,352 12,480 12,610 12,741 12,875 

Industrial 1,911 1,911 1,911 1,911 1,911 

Not connected 12,482 12,630 12,781 12,935 13,090 

TOTAL 203,911 206,239 208,603 210,999 213,430 

Trade waste customers by category 
(number) 

  
    

0 0 555 561 567 574 

1 1,182 641 648 656 663 

2A 2,332 2,356 2,383 2,409 2,435 

2B 123 124 126 127 129 

2C 130 131 133 134 136 

TOTAL 3,767 3,807 3,851 3,893 3,937 

Miscellaneous services (number)   
    

Special read 10 10 10 11 11 

Land Information Certificate (56ZQ) 
request 

14,674 14,835 14,997 15,162 15,328 

Section 56W consent 14 14 15 15 15 

Account establishment  0 0 0 0 0 

Pressure and flow testing 7 7 7 7 7 

Restriction charge 0 0 0 0 0 

Other miscellaneous services 417 422 427 432 435 

Pressure and flow tests (existing 
connections)  

– 141 142 144 145 

Pressure and flow testing 
(developments) 

– 317 321 324 328 

Account administration fee (bounced 
payments)  

– 2,012 2,034 2,056 2,079 

Account Establishment (connections)  - 3,191 3,226 3,261 3,297 

Additional development assessment 
fee  

– 20 20 21 21 

Engineering design approval (complex)  – 12 12 12 13 
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Parameter  

FY2021–
22 
PSP3 
Forecast 

FY2022–
23 
PSP4 
Forecast 

FY2023–
24 
PSP4 
Forecast 

FY2024–
25 
PSP4 
Forecast 

FY2025–
26 
PSP4 
Forecast 

Legacy certificate of compliance fee  - 66 66 67 68 

TOTAL 15,122 21,047 21,277 21,511 21,747 

 The COVID-19 pandemic 

The growth forecast has been reviewed to understand whether the economic and social impacts of 
COVID-19 will materially influence PSP4 connection growth and demand projections. 

The Australian Government’s Centre for Population28 released its annual Population Statement in 
December 2020. The December Statement projects that Tasmania’s population on 30 June 2031 will 
be 2.0 per cent less than its pre-COVID-19 projections.  

The Centre for Population projects that the effective halt to overseas migration will be offset by a 
temporary increase in interstate migration, primarily from Victoria. In summary, Tasmania’s 
population is still expected to grow, albeit at a reduced rate. 

The number of development services applications, in particular Certificates for Certifiable Works 
(CCWs)29 and Development Applications (DAs), provide insights into COVID-19’s impacts on the rate 
of new dwelling construction. DAs received have maintained an upward trend in CCWs being issued. 
Historical trends for DAs and CCWs are shown in Figure 5.1 and Figure 5.2, respectively. 

The ABS’ building approvals30 data released in March 2021 reports a volatile but upward trend in 
approvals as demonstrated in Figure 5.3. 

 

 
28 population.gov.au/docs/population_statement_2020.pdf 
29 S.56TA of the Water and Sewerage Industry Act 2008 defines certifiable work, for building work or plumbing work, and in summary 
requires a CCW for any work that impacts on TasWater. 
30 8731.0 Building Approvals: Australia, ABS, release date 5 May 2021 
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Figure 5.1: Trend in Development Applications received by TasWater 

 

Figure 5.2: Trend of Certificates for Certifiable Works issued by TasWater 
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Figure 5.3: Trends in building approvals (ABS data) 

 

 Aligning the PSP4 expenditure forecast and demand forecast 

The PSP4 capex program has been developed with reference to TasWater’s water and sewerage 
GCPs which outline the growth assumptions by system across the state. These are the same growth 
assumptions that the PSP4 demand forecast has leveraged to build the forecast demand for services. 

In building the PSP4 total opex forecast, TasWater depends on the PSP4 demand forecast to 
estimate the variable opex. The demand forecast is an important input in determining energy and 
chemicals expenses, along with some fixed expenses including meter reading, billing and customer 
service where new connections can have an impact on costs. 
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6 Capital expenditure 

 

 Capital planning and asset management framework 

6.1.1 Asset management principles (AMPs) 

As an asset intensive organisation, sustainable performance of its infrastructure plays a key role in 
delivering the customer outcomes identified in TasWater’s strategic framework. Given this 
importance, an Asset Management Policy (AM Policy) guides sustainable development and 
management consistent with strategic objectives. The AM Policy commits TasWater to align with 
ISO 55001 and aims to reliably and efficiently manage the asset portfolio using a whole-of-life-cycle 
approach to the management of infrastructure. The AM Policy contains nine AMPs as shown in Table 
6.1. 

Number Principle 

AMP1 
Implementing, maintaining and continually improving an asset management system 
(AMS) consistent with international standard ISO 55001:2014 Asset Management – 
Management Systems – Requirements. 

Table 6.1: Asset management principles 

Key Points 

• TasWater’s capex program is designed to improve services for customers by prioritising the 
renewal of ageing infrastructure and closing key compliance gaps. 

• To address these issues, capital investment of $630.4 million is expected to be invested in 
infrastructure over the extended PSP3 period. 

• Expenditure over the original 3-year PSP3 period is forecast to be eight per cent below the 
regulatory allowance. This shortfall is predominantly due to the decision to delay the approval 
process for three major projects which required additional planning and investigation work to 
prove prudency and efficiency. 

• The introduction of the CDO over PSP3 has improved the planning process leading up to these 
decision points and therefore these type of delays are not expected over the PSP4 period, 
however due to potential labour and material constraints in the market there may be delays 
caused by other elements currently being navigated by all businesses. 

• In preparing for PSP4, achievements against the LTSP 2018–2037 have been reviewed and 
planned PSP4 investments structured to ensure an appropriate balance is achieved between 
price increases, service standards and the time to reach full compliance. 

• Over the PSP4 period, $901.8 million (excluding external funding) in capex will be delivered to 
achieve, among other things, the following outcomes: 

o Maintain the 100 per cent drinking water microbiological compliance achieved in PSP3 
o Improve the percentage of drinking water customers supplied by best practice risk 

mitigation systems to 66.6 per cent 
o Reduce seven of the 20 Level 2 STP high risk sites to medium risk 
o Reduce risk across the dam portfolio so that all dams are below the ANCOLD LoT and 

meet the ALARP target 
o Reduce unplanned water supply interruptions to 150 per 1,000 properties per year 
o Renew critical assets with a high probability of failure 
o Reduce the water lost per kilometre of water main per day to 7.0 kilolitres. 
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Number Principle 

AMP2 
Engaging with relevant internal and external stakeholders and customers to confirm 
that their needs and expectations are reflected in the services provided. 

AMP3 
Establishing, and periodically reviewing, TasWater’s asset management objectives 
and actively monitor performance against those objectives to meet the strategic goals 
and initiatives outlined in the LTSP and Corporate Plan. 

AMP4 
Integrating the AMS with TasWater’s other management systems to provide for the 
timely planning, creation, condition monitoring, maintenance, operation, renewal or 
disposal of assets. 

AMP5 
Maintaining a robust repository of data and performance records for all assets to 
facilitate risk-based decision-making and reporting based on a single source of truth. 

AMP6 Ensuring that staff are trained and competent in their roles. 

AMP7 
Developing and implementing strategies, asset management plans, standards and 
procedures, that enable the AMOs to be achieved. 

AMP8 

Improving the efficiency and effectiveness of asset management processes by 
benchmarking, researching, developing and applying new and/or appropriate 
technology, enhancing supplier and industry relationships and contributing to the 
development and implementation of industry codes, relevant standards and statutory 
instruments. 

AMP9 
Leveraging digital technologies to improve the understanding of the asset base, 
deliver increased efficiencies and improved decision making 

6.1.1.1 Asset management objectives (AMOs) 

In accordance with ISO 55001, the AMOs are aligned with TasWater’s corporate objectives and 
represent the aspirational outcomes from its asset management practices and AMS. The AMOs 
enable the asset portfolio to deliver the customer promises in the LTSP 2021–2030 and the 
Corporate Plan. The AMOs were developed with a focus on determining the asset management 
activities that are required to support the overarching corporate objectives. 

The AMOs form the basis of the AMS and provide the framework for tactical levels of service and 
measures to be developed in various asset strategies and management plans. 

6.1.1.2 Alignment of AMOs and corporate strategic framework 

Table 6.2 shows the line of sight between TasWater’s corporate strategy (including customer 
promises and outcomes) and its AMPs and AMOs.
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Strategic theme Customer promises Customer outcomes Asset management principles Asset management objectives 

Customer and 
community 

Deliver a positive customer 
experience to you 

– Identifying and closing 
critical customer service 
gaps 

– Improving our customer 
engagement and 
understanding 

We care for our customers 

AMP2, AMP3, AMP9 

AMO1: Our asset management 
puts the customer at the centre of 
our decisions to deliver on what is 
important to them. 

It is easy to do business with us 
AMO2: Our strategic and 
operational asset management 
planning will be focused on 
delivering our customer outcomes. We engage proactively with 

customers and stakeholders 

Water and environment 

Provide you with safe 
drinking water and manage 
your sewage in an 
environmentally 
responsible way 

– Meeting agreed regulatory 
compliance targets 

– Optimising system 
performance 

Your drinking water is reliable, clean 
and safe to drink 

AMP4, AMP5, AMP7 

AMO6: Our assets will be 
operated, maintained and 
delivered in a holistic manner to 
provide drinking water and 
wastewater products that meet 
customer, regulatory and safety 
requirements. 

AMO7: We will ensure our assets 
are capable, and they are 
operated and maintained to 
provide reliable services and 
minimal disruptions to our 
customers. 

Your sewage is collected, 
transported, treated and disposed of 
efficiently 

AMP4, AMP5, AMP7, AMP9 

We are responsible stewards of the 
environment 

People and culture 

Build culture and skills for 
the long-term benefit of 
Tasmania 

– A relentless focus on safety 
(Zero Harm) 

– Enhancing workforce 
capability and culture 

Our work is conducted to safely 
protect our people, contractors and 
the communities we serve 

AMP6, AMP9 

AMO8: We will ensure that 
improved safety performance and 
reduced risk are key 
considerations in the creation, 
operations and maintenance of 
our assets. 

Our culture and capabilities enable us 
to make a positive difference to 
Tasmania 

AMP 1, AMP2 
AMO9: We will continually 
improve asset management 
capabilities in our staff and match 

Table 6.2: Alignment of AMOs 
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Strategic theme Customer promises Customer outcomes Asset management principles Asset management objectives 

the skills of our people to the roles 
required to meet our objectives. 

Commercial and 
economic 

Give you value for money 

– Delivering Price and Service 
Plan commitments 

– Achieving further 
efficiencies 

Our pricing is sustainable AMP5, AMP7, AMP9 

AMO3: We will invest in new and 
existing assets, to achieve 
outcomes sustainably at an 
acceptable life cycle cost. 

AMO4: We will access and build 
upon trusted financial, customer, 
performance and asset 
information data to inform 
decisions. 

We contribute to Tasmania’s 
prosperity by supporting new, 
emerging and existing industries 

AMP 1, AMP7, AMP8, AMP9 

AMO5: We will develop an AMS 
that aligns with International 
Standard ISO 55001:2014, to 
provide consistent, transparent 
and efficient outcomes. 
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6.1.2 Asset management system (AMS) 

The AMS details how TasWater will achieve the aims of the AM Policy and it is in alignment with 
ISO 55000, the international standard for asset management. 

Since 2015, the AMS has been progressively integrated into business operations. Key developments 
have included: 

• Development of a SAMP 

• Development of an AM Plan 

• Development of asset class lifecycle strategies/management plans 

• Development of system strategic master plans and GCPs 

• Updates to the capital prioritisation model. 

Figure 6.1 provides an overview of how the AMS functions. 

 

Figure 6.1 Overview of the asset management framework  
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6.1.2.1 Strategic Asset Management Plan (SAMP) 

TasWater’s SAMP defines the key asset management practices required to respond to its operating 
environment. It represents TasWater’s commitment to ongoing business improvement and 
demonstrates effective and long-term management of its infrastructure assets. 

The key outcomes of the SAMP include: 

• Increased understanding, through greater transparency, across the business of the 
competing priorities, stakeholders and challenges faced in managing its assets  

• Documentation of asset management practice in its AMS approach and integration of 
the AMS with other business management systems and strategic planning frameworks 

• Recognition and assembly of the infrastructure assets register as distinct from the 
financial assets register and the efficiencies gained by the ongoing integration of the 
two datasets 

• Widespread understanding of the need to assess asset performance and condition, 
especially as a means of gaining the most out of the asset life cycle, thereby prolonging 
asset lives 

• Development and use of a modelling tool to better understand the status of renewal 
programs and a new single infrastructure asset register and database 

• Awareness of the direct linkage between asset management and customer outcomes, 
and the need to identify the areas of expenditure that should be focused upon to 
ensure investments are appropriately prioritised, prudent and efficient. 

The SAMP establishes the linkages between the targeted customer outcomes in the LTSP 2021–
2030, the Corporate Plan and the life cycle management of assets to provide these services. 

6.1.2.2 Asset Management Plan 

The purpose of AM Plan is to set out the activities, resources and timescales required to achieve 
TasWater’s asset management objectives. In particular, it: 

• Describes TasWater’s asset management approach in alignment with strategic plans and 
stakeholder expectations 

• Provides an overview of the performance, cost and risk of each asset class in relation to the 
asset management objectives and service levels that they support 

• Provides an overview of the growth and capacity in TasWater’s systems, as well as statewide 
plans to comply with its regulatory obligations 

• Forecasts the capital and operating expenditure required over a 20-year period, to meet the 
desired level of service within tolerable risk limits and financial constraints. 

6.1.2.3 Asset class lifecycle strategies 

Strategies for each asset class have been developed for the effective management of a large number 
of assets which are geographically dispersed, often with complex asset configurations. This approach 
to asset management helps to ensure asset classes are managed consistently across the state. 

Asset class strategies have been developed for high criticality assets which, where justified, will 
eventually be followed by the development of strategies for medium and low criticality assets. The 
current strategies focus on ensuring investments are prioritised according to risk and achieving an 
optimal lifecycle cost. These strategies comprise a combination of preventative and reactive 
maintenance, major overhaul, replacement or disposal, based on reliability, availability and 
maintainability requirements. 
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6.1.2.4 System strategic master plans and GCPs 

TasWater has 138 individual water (61) and sewage (77) treatment plants, excluding level 1 council 
regulated STPs. Whereas each asset class strategy focuses on a single asset type (cutting across all 
systems), each system strategic master plan and GCP focuses on a particular water and sewerage 
system. 

Each system strategic master plan documents the evaluation, scoping and programming of works for 
groups of assets within a defined system, across all life cycle phases, based on outcomes of the other 
strategies and management plans. Each is intended to optimise system performance, define prudent 
projects for investment and maintain assets in the required operational and physical state to meet 
future requirements. 

Supporting each system strategic master plan is a GCP which considers the impact of growth and 
future development on capacity requirements, any impacts from water extraction limits, and 
waterway discharge license conditions. An interactive online tool is being developed in the PSP4 
period that will more readily show where growth is occurring and where capacity in TasWater’s 
systems does and does not exist. 

6.1.2.5 Asset information 

Access to reliable asset information is critical to the successful implementation of AMPs. An ongoing 
program is in place to improve asset information held in various asset information systems to 
support decision-making processes. 

One such system is Maximo, which contains the asset register, works planning and performance 
reporting. It is used in conjunction with other asset information systems including the Geographic 
Information System, Gentrack (customer and usage information), PI Historian and Navision 
(financials). 

As elements of the AMS are developed, each compliance strategy, statewide strategy, asset class 
strategy and GCP, is used as the basis for defining the data requirements for decision-making. The 
asset information systems then capture, store and provide this information in the required format, 
to an appropriate level of accuracy, to enable prudent and efficient decision-making. 

6.1.2.6 Capital planning process and prioritisation for PSP3 

Capital projects are prioritised by comparing their relative costs and benefits (that is, their 
contribution to achieving measures of success for each customer outcome) using a technique known 
as linear optimisation.  

TasWater’s customer engagement framework was originally developed in 2016 to derive input from 
customers for PSP3 and the LTSP 2018–2037. Key outcomes from comprehensive engagement with 
customers in PSP3 were reconfirmed as part of PSP4 i.e. 

• Customers generally support improving compliance as a first priority (before service 
reliability), with drinking water quality most important, and environment and dam 
safety equal second 

• About 40 per cent of customers support a five per cent annual price increase in the 
early years of the long-term plan (over PSP3), although almost none support a higher 
increase31 

• Customer affordability remains a key issue, and focus group participants confirm this 

• Customers generally prefer service standards to remain the same, rather than relaxing 
them to reduce costs 

 
31 After consideration of affordability concerns by the Board, and as a result of the MoU with the Tasmanian Government in 2018, price 
increases were limited to 4.1 per cent in FY2018–19, frozen in FY2019–20 and capped at 3.5 per cent through FY2025 26 (or the TER’s 
determination, if lower). 
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6.1.3 Improvements for PSP4 

TasWater has continued to improve its capital prioritisation model from PSP3 using the linear 
optimisation technique. This technique resolves the problem of which projects to commit capital to 
and when, while considering financial constraints, and generates an optimised capital program. It 
requires measures of success or tactical objectives to be defined which quantify the benefit to be 
achieved for the investment made. To expand on this in PSP4, the PSP3 measures of success and 
tactical objectives were reviewed and modified to reflect the changing nature of customer 
preferences and a greater understanding of the asset base.  

To improve the outcomes from the prioritisation tool, a further metric has been added that 
measures the reduction of risk to customers. Consistent with the revised tactical objectives in PSP4, 
the risk reduction metric will compare the cost versus benefits realised for the portfolio of projects, 
ensuring that the most prudent projects are prioritised. The greater level of granularity will 
ultimately enable better decision-making to establish more targeted and effective asset 
management programs of works and to enable more efficient investment decisions. 

The prioritisation model generates the forward capital program by scheduling the highest priority 
projects each year based on the benefit to the customer and reduction of risk by dollar spent. This is 
constrained in part by: 

• Financial constraints (in particular TasWater’s interest cover ratio is to remain at greater 
than 2.0 over the long term)  

• The limiting of price increases in line with the MoU with the Tasmanian Government, 
which has been incorporated into the Shareholders’ Letter of Expectations. 

• The capital prioritisation model uses weightings to emphasise the outcomes that are 
most important to customers and stakeholders. These priorities are: 

• Drinking water quality as highest priority (i.e. projects that contribute to achieving this 
outcome receive a greater weighting) 

• Environmental compliance and dam safety as an equal second priority 

• Service reliability focused on critical assets and high impact/sensitive environments 

• Water surety to high-risk catchments. 

The individual projects also reflect priorities discussed with regulators. 

Table 6.3 shows the weighting applied to each customer outcome in the model. 

Customer 
priority 

Service 
attribute 

Customer outcome 
Outcome 
unit 

Model 
weight 

1 Water quality 

Percentage of customers supplied by best 
practice risk mitigation systems 

% 11.6% 

Number of additional customers receiving 
compliant water quality per year 

No. 5.8% 

2 
Environmental 
impact 

Percentage volume of compliant effluent % 8.6% 

Percentage of high-risk STP sites with 
acceptable risk 

%. 8.3% 

Number of odour complaints (per 1,000 
properties) 

No. 2.4% 

2 Dam safety 

Number of dams that plot above the ANCOLD 
LoT for societal risk 

No. 4.8% 

Number of dams that must still be made to 
satisfy the ALARP principle 

No. 4.8% 

Table 6.2: Optimisation model weighting 
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Customer 
priority 

Service 
attribute 

Customer outcome 
Outcome 
unit 

Model 
weight 

4 
Service 
reliability 

Reduction in number of annually adjusted 
person days experiencing restrictions worse 
than the 1 in 10-year target 

No. 2.8% 

Value of critical STP assets still in 'extreme' risk 
category 

$ 2.0% 

Value of critical WTP assets still in 'extreme' risk 
category 

$ 2.0% 

Percentage of WTPs that have sufficient 
capacity  

% 6.8% 

Percentage of STPs that have sufficient capacity % 6.8% 

Value of critical water network assets in the 
‘extreme’ risk category renewed 

$ 2.8% 

Number of sensitive waterways spills mitigated No. 4.0% 

Percentage of sewer networks that have 
adequate flow capacity to transfer flows to STPs  

% 3.3% 

Value of critical sewer main assets still in 
'extreme' risk category 

$ 2.0% 

Additional percentage of customers receiving 
minimum water service standards 

% 7.3% 

Number of unplanned water supply 
interruptions per 1,000 customers 

No. 2.5% 

Number of forecast avoided bursts and leaks 
per 100km per year  

No. 2.5% 

Number of repeat uncontrolled sewer spills per 
year 

No. 3.0% 

Number of reportable spills per year No. 3.0% 

Other Financial NPV positive over 30 years $ 2.9% 
Note: Model weight percentages may not sum to 100 per cent due to rounding. 

In line with existing priorities, greater weighting is given to benefits related to compliance outcomes 
for drinking water quality, dam safety, and environment. For PSP4 the benefits have been extended 
to include those that are becoming more important to customers; such as water security, water 
supply and service reliability.  

Throughout PSP3, various scenarios were modelled, and information was sought from key regulators 
to ensure agreement with the preferred weightings. As only minimal changes have been made to the 
weightings in PSP4, TasWater has not reconfirmed agreement with key regulators.  

A direct comparison to the metrics may not provide an accurate representation of the weightings 
assigned. For example, TasWater’s water quality metric of percentage of customers supplied by best 
practice risk mitigation systems uses a percentage base of the customers in the state. This is 
considerably different to the environmental impact metric of percentage volume of compliant 
effluent that is based on total effluent quality.  

6.1.3.1 Capital Delivery Office (CDO) 

As described in Section 1.3, to deliver the core of its capital program, TasWater has established a 
CDO using a Program Management Alliance model with partners UGL Engineering and CPB 
Contractors and their sub-alliance partner WSP. 

Once projects have been scheduled using TasWater’s prioritisation tool, they are either assigned to 
the CDO, which predominantly manages the larger and more complex projects, or are delivered by 
an internal department of TasWater. TasWater typically delivers the smaller and less complex 
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infrastructure projects that do not require the same level of expertise and governance as the larger 
more complex projects. 

Subject to independent decision-making by TasWater, and the requirements of the 

Program Alliance Agreement, assigned projects are delivered through the following 

functional areas of the CDO: 

• Program management – overall management of the CDO (coordination across all 
phases) 

• Planning and investigation – options analysis, strategic business case development 

• Project development – concept/preliminary design, detailed business case  

• Project delivery – detailed cost estimation, design, procurement, delivery and handover. 

Authority to approve capital and operational expenditure generated by the AMS (whether delivered 
by the CDO or otherwise), rests with TasWater’s Board and Management Team in accordance with 
the Board Delegation Manual. 

 Long-term capital planning and investment approach 

6.2.1 Putting the customer at the centre of the PSP 
As noted in Section 1.3, TasWater services a diverse geographic area that includes urban, regional 
and remote towns. It also has a significantly higher number of assets to serve its customers across 
the state resulting in diseconomies of scale relative to its peers interstate.  

Previous consultation for PSP3 sought feedback from customers and stakeholders on investment 
priorities associated with certain outcomes, acceptable price increases to achieve the outcomes and 
customer service standards related to the outcomes. This feedback was an integral part of the 
development of the LTSP 2018–2037 and PSP3. Quantitative measures have been assigned to link 
each project in the capital program to the customer outcomes in the strategic framework. Capital 
projects were then prioritised by comparing their relative costs and benefits (that is, their 
contribution to achieving measures of success for each customer outcome).  

Chapter 2 describes the engagement undertaken for PSP4, with details of customer investment 
priorities outlined in Section 2.3.4 – Investment and Expenditure. The findings of these surveys were 
consistent with the engagement in PSP3. Namely, there continues to be a broad expectation that 
TasWater will provide safe, clean drinking water and meet environmental/compliance obligations, 
both of which remain a strong focus in TasWater’s capital program.  

Therefore, TasWater has not sought to re-test the high-level weightings between the priorities of 
drinking water, environment, dam safety and service standards. If the weightings were re-tested and 
changes made, the outcomes in the LTSP 2018–2037 (now LTSP 2021–2030) may be put at risk given 
the life cycle of major projects take a significant amount of time to deliver. Furthermore, the 
engagement with customers indicated that a major change in weightings was not required.  

In addition to feedback on investment priorities, customers expressed preferences across key service 
level standards. There was very strong support for reducing the amount of drinking water lost in 
TasWater’s network. This preference did not change the model weightings as water loss activities 
are already represented in the capital prioritisation model within service reliability outcomes. For 
PSP4, it is anticipated that minor capital funding will initially be allocated to support system and 
district-level water metering to improve TasWater’s understanding of water losses and the 
associated impact on customer service, environment and opex. An increase in both capital and 
operational expenditure is proposed once investigations are completed and recommendations can 
be implemented to reduce the levels of unaccounted water and associated water losses.  
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6.2.2 Aligning operational plans and strategies 

TasWater’s plans and strategies continue to be created and updated in alignment with customer and 
stakeholder preferences. The key regulatory compliance plans are: 

• Drinking Water Quality Risk Management Plan 

• Wastewater Risk Management Plan 

• Dam Safety Management Plan. 

Each of these plans provides detail on a range of commitments to the relevant technical regulator 
about projects and/or programs that will be undertaken. These commitments are carefully modelled 
around the weighted priority of tactical objectives, investment constraints and delivery feasibility. 

The business case development process is designed to ensure alignment between the compliance 
plans outlined above, stated PSP4 objectives (including tactical objectives), and key plans and 
strategies to provide the best outcomes for customers. To determine the best option within a 
business case, the relative benefits are first assessed against the desired outcomes and the financial 
costs.  

After this assessment, intangible benefits that various options may provide to the community are 
considered. For example, upgrade of an STP to achieve environmental compliance may also provide 
a re-use component that enhances community amenity and for a lower capital investment and 
ongoing operating cost. 

6.2.3 Making trade-offs between customer outcomes 

Since it is not feasible to address all compliance, improvement, growth and renewal challenges 
immediately, trade-offs are necessary between achieving various customer outcomes over time. 
TasWater’s current commitments are predominantly driven by water quality outcomes, 
environmental outcomes and dam safety outcomes based on what customers said their priorities 
were. 

Each project is assigned a value based on its contribution towards achieving the tactical objective. 
The tactical objective is weighted based on customer preferences. For example, if there is a water 
system where an upgrade will raise best practice drinking water risk mitigation by three per cent, 
this may be prioritised over an effluent quality project that could potentially improve overall effluent 
compliance by five per cent.  

The weighted tactical objective score is considered alongside the estimated completion cost of a 
project. To obtain accurate costs to inform the prioritisation tool, TasWater uses methods including 
costs from previously completed projects, plus cost escalation and cost curves based on projects 
completed in the water industry.  

In addition, the services of a client cost estimator are used to validate pre-approval project cost 
estimates prepared by the CDO and the subsequent actual project cost delivered by the CDO. This 
process further enhances the accuracy and reliability of the prioritisation process. 

This prioritisation activity allows comparison between projects in the capital program in terms of 
tactical objective achieved per dollar spent. As projects progress through the project phases, the 
costs are further refined and are continually reviewed throughout the process to confirm that the 
most prudent projects are being undertaken. 

Further progress has been made since PSP3 by including specific service reliability metrics. These 
metrics directly link to customer benefits, particularly in prioritising repeat incidents. This is 
discussed further in Chapter 4. 

The proposed service standards drive service reliability outcomes for customers. This is based on a 
theoretical link between expenditure on particular assets (to replace ageing networks) and the 
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improvements in service reliability (fewer water main breaks, sewer spills or other service 
interruptions). Recently implemented deterioration models and investment optimisation software 
for water and sewer pipelines will further improve the robustness of the link between service 
standards and reliability outcomes for customers. 

6.2.4 Outcomes to be delivered over the PSP4 period and concurrent LTSP period 

TasWater’s targeted outcomes requiring capital investment for the remainder of PSP3 and the 
entirety of PSP4 are based on the tactical objective weighting scores derived from customer 
engagement. The targeted outcomes for PSP4 are set out in Table 6.4: 

Area Outcome 

Drinking Water 

Maintain the 100 per cent microbiological compliance achieved in PSP3 

Improve the percentage of customers supplied by best practice risk mitigation systems to 
66.6 per cent 

Environment 
Reduce seven of the 20 Level 2 STP high-risk sites to medium risk by the end of the PSP4 
period 

Dam Safety 
No dams above the ANCOLD LoT 

All dams will meet the ALARP target 

Service reliability 

Reduce sewerage blocks and chokes per 100km of mains to 33 per year 

Reduce unplanned water supply interruptions to 150 per 1,000 properties per year 

Reduce assets deemed extreme risk due for renewal to low or medium risk (the risk level 
is based on asset class plans)  

Reduce the water lost per kilometre of water main per day to 7.0  

 

 
32 Note the FY2021-22 period is an extension to the PSP3 period following an amendment to the Industry Act and advice from the 

TER on 22 June 2022 that the PSP4 submission was due 30 June 2021 instead of 30 June 2020. 

Table: 6.4 PSP4 target outcomes 

Figure 6.2: Forecast capex across PSP332 and PSP4  
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Figure 6.2 illustrates the large investment shift from drinking water quality, with the completion of 
the Bryn Estyn WTP and the North-West Water Quality Strategy, towards the environment. By 
FY2023–24, the balance of capital investment will have started to shift towards the environment 
with the commencement of the Launceston Sewerage Improvement Program. 

Expenditure on dams decreases towards the end of the PSP4 period, and all dams become fully 
compliant during this period. Additional minor capital activities across the dam portfolio are 
expected to maintain compliance. However, with ongoing investigative work, additional dams may 
be discovered to be non-compliant with dam safety requirements and require upgrades. Any 
proposed capital projects after approval of PSP4 will be considered for investment through the use 
of the prioritisation tool, based on the customer and compliance outcomes and benefits. 

Dual function capex includes various enabling activities such as fleet, facilities, tools, electrical and 
business systems, including Supervisory Control and Data Acquisition (SCADA). SCADA expenditure 
includes renewals, automation upgrades, standardisation, and the consolidation of water, sewerage 
and recycled water infrastructure into a single standardised SCADA platform and network. 
Investment in SCADA allows assets to be monitored, controlled and automated for improved 
operational efficiency, reduced risk and compliance with drinking water and environment discharge 
requirements. In addition, SCADA provides operational as well as event data for infrastructure 
optimisation and strategic decision-making. 

 Capex and the role of economic regulation 

TasWater capital reporting to the TER will continue to include details on the progress, costs and 
benefits of major projects and programs. Updates on changes to projects and the program will be 
provided regularly, addressing the rationale for any changes, be they in relation to time, scope, 
benefits and/or budget outcomes. 

6.3.1 Cost drivers for categorising capex 

The TER’s cost drivers are used to set prudency drivers for capital planning as shown in Table 6.5. 

Prudency driver Definition 

Compliance Meeting regulatory obligations 

Growth 
Increasing the capacity of assets, or construction of new assets, to meet growth in 
demand or to provide additional security of supply 

Renewal of existing 
infrastructure 

Replacing existing assets and generally maintaining service standards 

Improvements Improving service levels and reliability to meet customer preferences 

Projects and programs often have two or more drivers; however, the prudency driver is assigned 
based on the primary driver. 

As was the case in PSP3, the majority of capex in PSP4 will be directed towards compliance projects. 
TasWater will continue to engage with the technical regulators to ensure that all projects it delivers 
are deemed prudent. 

The proposed reintroduction of a revised shared infrastructure contribution charge in year two of 
PSP4 will provide greater capacity to be more proactive in addressing future capacity issues. Refer to 
Section 4.4.2.  

Table 6.5: Prudency drivers and definition 
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6.3.2 Escalation of costs 

Escalation rates apply to PSP3 and PSP4 capex in this submission. This is required to roll forward the 
regulatory asset base (RAB) for each year of PSP3 and derive the RAB for PSP4. 

The following escalation factors have been adopted for capex: 

• FY2019–20 to FY2020–21: The ABS 10-year average of historical change in the Producer 
Price Index (PPI) for ‘Other heavy civil and engineering construction’, which includes 
water and sewerage construction projects among other activities 

• Between the years FY2021–22 and FY2025–26 the Australian Government Bond 10-Year 
Yield plus a margin of 1.30 per cent based on analysis from the Tasmanian Public 
Finance Corporation 

• Beyond FY2025–26: Midpoint of the Reserve Bank of Australia’s (RBA’s) inflation target 
band, which is 2.50 per cent per annum. 

The adopted escalation factors are explored further in Section 7.5. Table 6.6presents the 
recommended capex escalation rates, which are incorporated into the capital program. 

Scenario FY2020–21 FY2021–22 FY2022–23 FY2023–24 FY2024–25 FY2025–26 Beyond 

Medium 1.87%  1.25% 1.50% 1.75% 2.00% 2.25% 2.50% 

 Capex in PSP3 

This section sets out the previously approved PSP3 capex provision and changes that have occurred 
since. It also justifies why the actual and forecast PSP3 capex is considered prudent and efficient for 
inclusion in the RAB for the beginning of PSP4. 

6.4.1 Approved capex for PSP333 

Table 6.7 summarises the capex allowance approved by the TER for PSP3 by regulated service.  

Regulated 
service 

FY2018–19 FY2019–20 FY2020–21 PSP3 Total Proportion 

Water (incl. 
dams) 

65,645 70,638 132,165 268,448 58% 

Sewerage 58,787 53,714 31,456 143,958 31% 

Dual function34 18,759 17,643 17,605 54,006 11% 

Total 143,191 141,995 181,226 466,412 100% 

Table 6.8 summarises the capex allowance approved by the TER for PSP3 by prudency (or cost) 
driver. 

Cost driver FY2018–19 FY2019–20 FY2020–21 PSP3 Total Proportion 
      

Compliance  96,810 103,685 143,081 343,576 74% 

Improvement  22,074 17,630 16,156 55,860 12% 

Renewal  23,229 20,680 21,989 65,898 14% 

 
33 Note the FY2021-22 period is an extension to the PSP3 period following an amendment to the Industry Act and advice from the TER on 
22 June 2022 that the PSP4 submission was due 30 June 2021 instead of 30 June 2020. As such, there is no allowance provided in the TER’s 
approved PSP3. 
34 In PSP3, dual function was referred to as ‘non-network’ and for brevity in some tables it may be referred to as ‘other’. ‘Dual function’ 
capex comprises costs that ensure the efficient operation of the regulated water and sewerage business such as fleet, facilities, business 
systems and support functions (e.g. laboratories and SCADA infrastructure).  

Table 6.6: Capex escalation rates  

Table 6.7: PSP3 approved capex by regulated service ($’000s)  

Table 6.8: PSP3 approved capex by cost driver ($’000s) 
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Growth  1,078 – – 1,078 0% 

Total  143,191 141,995 181,226 466,412 100% 

For PSP3, the TER approved $466 million in capex across a range of water, sewerage and dual-
purpose projects and programs. TasWater’s performance against the approved spend is reported 
quarterly to the TER. 

6.4.2 Actual and forecast capex for PSP3 

Table 6.9 summarises the updated actual and forecast capex for PSP3 as at February 2021, 
compared to the capex approved in the PSP3 submission. It should be noted that planning and 
delivery of capital projects is dynamic in nature and it is difficult to forecast figures with certainty. As 
a result, the forecast data for FY2020–21 may change. Nonetheless, it is expected that total capex 
spend will be maintained within eight per cent of the $466 million target outlined in PSP3, and any 
change in forecast FY2020–21 expenditure will be balanced with a corresponding change in FY2021–
22 expenditure. 

Description Project 
count 

FY2018–19 
Actual 

FY2019–20 
Actual 

FY2020–21 
Forecast 

PSP3 Total Proportion 

Water 75 69,062 54,470 87,725 211,257 49% 

Sewerage 70 40,018 50,665 49,018 139,701 32% 

Dual function 19 20,306 23,665 34,979 78,950 18% 

Total 164 129,386 128,800 171,722 429,908 100% 

TER allowance 135 143,191 141,995 181,226 466,412 N/A 

Variance 29 -13,805 -13,195 -9,504 -36,504 N/A 

Total spend 
relative to 
allowance 

121% 90% 91% 95% 92% N/A 

6.4.2.1 Actual and forecast capex by cost driver for PSP3 

Table 6.10 compares TasWater’s updated PSP3 capex with the TER’s PSP3 capex allowance by cost 
driver. Table 6.10 shows actual/forecast expenditure will be approximately $36.5 million below that 
approved for the PSP3 period, with the shortfall in the compliance category partially offset by higher 
spend across the renewal category, followed by spend in the growth and improvement categories. 

A number of projects planned to be delivered during PSP3 were impacted by the emergence of 
COVID-19. Key examples of impacts included: 

• Shut down on project sites due to mainland contractors and/or subcontractors not 
being able to come into the state. 

• Tasmanian based contractors being prevented access to certain communities (i.e. 
Henderson Dam project team unable to gain access to Flinders Island) 

• Delays with materials delivery due to supply and logistical issues associated with 
lockdowns 

TasWater mitigated supply risks where possible by purchasing locally or purchasing in advance, 
where it was considered feasible and economical to do so. 

Prudency Driver Approved PSP3 capex  Actual/Forecast PSP3 
capex 

Change compared to 
approved PSP3 capex 

Compliance 343,576 163,594 -179,982 

Growth 1,078 26,833 25,755 

Table 6.9: Actual and forecast PSP3 capex and variation to approved PSP3 capex by service ($’000s) 

Table 6.10: Comparison of approved and forecast PSP3 capex by cost driver ($’000s) 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 114 of 378 

Prudency Driver Approved PSP3 capex  Actual/Forecast PSP3 
capex 

Change compared to 
approved PSP3 capex 

Improvement 55,860 76,626 20,766 

Renewal 65,898 162,855 96,957 

Total 466,412 429,908 -36,504 

Table 6.11 and Figure 6.3 both refer to the three-year PSP3 period and exclude the extended year. 

There was a carryover of growth expenditure from PSP3 relating to the Kingborough Sewerage 
Strategy, a major growth classified project, which is evident in Figure 6.3. In addition, renewal-driven 
expenditure is forecast to be significantly higher in the PSP3 period than originally anticipated. This is 
mainly due to an improved understanding of the condition of TasWater’s assets and the subsequent 
risk carried in delivering services to customers. At the beginning of the PSP3 period, assets were 
generally assumed to be in a better condition than what subsequent investigations found, resulting 
in the increase in renewal expenditure. 

The reduction in compliance-driven expenditure over the original PSP3 period was primarily due to 
extended planning periods and design issues for some major projects. Further commentary on the 
reduction of the compliance-driven expenditure is explained in Section 6.4.2.3 below. Updates on 
changes to the PSP3 capital program have been provided to regulators on a quarterly basis. 

6.4.2.2 Actual and forecast capex by service type for PSP3 

Table 6.11 compares TasWater’s updated PSP3 capex with the TER’s PSP3 capex allowance by 
service type. 

Service PSP3 capex 
allowance 

Forecast PSP3 capex  Change to PSP3 
Allowance 

Percentage change  

Water projects 268,449 211,257 -57,192 -21.3% 

Sewerage projects 143,958 139,700 -4,258 -3.0% 

Dual function 54,005 78,951 24,946 46.2% 

Figure 6.3: Forecast capex across PSP3 

 

Table 6.11: Comparison of approved and forecast PSP3 capex by service area ($’000s) 
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Service PSP3 capex 
allowance 

Forecast PSP3 capex  Change to PSP3 
Allowance 

Percentage change  

Total 466,412 429,908 -36,504 -7.8% 

6.4.2.3 Justification of changes in updated capex for PSP3 

The difference between the PSP3 capex allowance and the forecast PSP3 capex is due to: 

• Sewerage projects being delayed due to the requirement for more detailed 
investigations, additional planning to optimise options and ensure prudency and 
efficiency of spend, as well as extended periods to complete permitting and approvals 

• Delays in the delivery of TasWater’s drinking water quality projects caused by delays in 
project scope definition and, in one case, the inability to secure water extraction 
licences. 

Specifically, the main reason for the majority of the shortfall in capex is the delays to three 
compliance-based major projects planned for PSP3. These were the Bryn Estyn WTP upgrade, the 
Forth River major upgrade/replacement project and the Pardoe Sewer Improvement Plan. 

Bryn Estyn WTP upgrade 

The costings on initial designs for the Bryn Estyn WTP upgrade were well in excess of preliminary 
cost estimates. As such, additional value engineering and optimisation reviews were undertaken 
which required several additional months. The additional work to optimise the upgrade plans were 
of significant benefit and will result in a lower cost to deliver the project; however, it did cause a 
delay to the commencement of the project. The delay has contributed approximately $44.2 million 
towards the shortfall in compliance-based expenditure in PSP3. The project is now underway and is 
being delivered through TasWater’s CDO at what is considered a prudent and efficient level of 
expenditure.  

Forth River major upgrade/replacement project  

The detailed business case prepared for the Forth River major upgrade/replacement project 
determined that the scope of the project was not feasible due to the inability to secure the required 
water extraction licences to service future needs. This led to a revised business case for the North 
West Water Supply Upgrade with significant expenditure to occur in PSP4 rather than as originally 
planned in the PSP3 period. The delay resulted in a $95.8 million shortfall in compliance-based 
expenditure over PSP3.  

Pardoe Sewer Improvement Plan 

One of the key sewerage compliance projects planned for PSP3 was the Pardoe Sewer Improvement 
Plan, with a forecast expenditure of $24.7 million over the PSP3 period.  

Investigations to support the strategic business case for the Pardoe Sewer Improvement Plan found 
that the planned works were not prudent. The strategic business case found that the case for 
committing to any significant process upgrade to achieve existing licence compliance parameters 
was not compelling given that the existing license was soon to be renegotiated. Furthermore, the 
improvement works proposed in the PSP3 submission were not expected to provide the compliance 
benefit against current licence requirements. 

The combination of delays to the Bryn Estyn WTP upgrade, the Forth River major 
upgrade/replacement and the Pardoe Sewer Improvement Plan contributed 92 per cent of the 
compliance under-expenditure over the three-year period of PSP3. 

There were additional delays with expediting TasWater’s CWP during PSP3 because not enough 
knowledge about the requirements of the projects was available at the outset of PSP3. Furthermore, 
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a significant number of the projects required further investigations to prove the benefits of the 
project from a prudency and efficiency standpoint. 

The major customer benefit arising from the reduction in compliance expenditure was a significant 
increase in renewals expenditure. TasWater’s forecast PSP3 capex for renewal expenditure is 
$97.0 million, or 247 per cent, higher than the amount approved in the PSP3 submission.  

There is a large backlog of overdue infrastructure renewals and the delays in compliance-driven 
projects has provided an opportunity to renew assets that have exceeded the end of their life and 
present increased risk of service failures for customers. These renewals spanned most asset classes 
and services and have resulted in significant improvements in service reliability and water quality 
and reductions in the potential for high-impact untreated sewage and wastewater discharges to the 
environment.  

To optimise the prudency and efficiency of these investments, improved processes and systems 
were developed to facilitate the collection of additional data for analysis through predictive 
software. This, in turn, allowed for targeted renewal expenditure to critical assets (those that have 
the greatest impact on customers if they fail) and to infrastructure adjacent to sensitive receiving 
environments.  

As previously described, a large proportion of TasWater’s inherited infrastructure is ageing and in 
poor condition. Additional expenditure is therefore required to ensure that this infrastructure 
complies with modern standards and meets compliance and performance requirements. 

For each of the projects completed so far in PSP3, TasWater has developed business cases, on a 
project-by-project basis, which set out the need and justification for the actual and forecast 
expenditure for PSP3 capex. The following points explain the changes against the TER-approved 
PSP3 capex by service area at a high level.  

• Water (including dams) spend is forecast to be $57.2 million less than the allowance 
primarily due to a delay in major projects as detailed above and preferred options not 
being feasible. 

• Sewerage expenditure is forecast to be $4.3 million less than the TER allowance due to 
deferral of several major projects. These projects were delayed pending confirmation of 
customer outcomes being proven. To offset the delay of major projects, other projects 
that had been deemed a priority and were ready for delivery were progressed. 

• Dual function (including corporate infrastructure and systems) spending is forecast to 
be $25.0 million more than the TER allowance. Some of the major items owing to this 
increase include: 

• SCADA infrastructure and Operations Control Centre investment to remotely monitor 
assets to improve safety, compliance and customer outcomes 

• Increasing the fleet budget to reduce the average kilometres on fleet vehicles to 
improve safety for employees (noting that driving motor vehicles is TasWater’s highest 
rated risk) and to optimise operating and maintenance costs, and to eliminate vehicles 
with low Australasian New Car Assessment Program (ANCAP) ratings.  

Tables 6.12 and 6.13 provide the top 10 changes (top five new inclusions and top five deferrals35) 
that took place in PSP3 as part of the ongoing capital planning and delivery. Table 6.12 shows capex 
for five projects during PSP3 that did not form part of the approved PSP3 and therefore had no 
specific capital allowance. Conversely, Table 6.13 shows the substantial proportion of capex forecast 
for PSP3 that has been deferred. 

 

 
35 No capex within the PSP3 period. 
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Project/Program Title 
PSP3 
Actual/Forecast 

Status by the end of 
the PSP3 Period 

Henderson Dam raising 13,847 Construction 

Latrobe Sewerage System – network upgrade and augmentation 8,017 Construction 

Prince of Wales primary digester roof replacement 4,636 Completed 

King Island water infrastructure project (Grassy to Curry pipeline and 
Upper Grassy Dam rising main) 

4,411 Completed 

Booth Avenue sewage rising main renewal Stage 2 3,915 Construction 

Project / Program Title 
PSP3 allowance  Status by the end of 

the PSP3 Period 

Pardoe Sewer Improvement Plan 24,661 Planning 

Cambridge wet weather emergency storage and plant process 
improvements 

4,863 Planning 

Cambridge optimisation 3,151 Planning 

Geeveston optimisation 2,425 Planning 

Lake Isandula – increase spillway capacity 2,062 Planning 

6.4.2.4 Actual and forecast capex for PSP3 projects – water supply 

Table 6.14 presents key information on TasWater’s updated major water projects. 

Project Title Cost driver FY2018–
19 
(Actuals) 

FY2019–20 
(Actuals) 

FY2020–
21 
(Forecast) 

PSP3 Total Proportio
n of PSP3 
Total 

Bryn Estyn major 
upgrade/replace
ment 

Compliance 
4,250 5,557 29,153 38,960 9.06% 

Henderson Dam 
raising 

Compliance 
331 3,007 10,509 13,847 3.22% 

King Island WTP Compliance 9,748 2,324 112 12,184 2.83% 

Lake Mikany 
Dam upgrade 

Compliance 
601 1,963 9,048 11,612 2.70% 

RTWSP Stage 1 Compliance 10,121 433 0 10,554 2.45% 

King Island 
Grassy to Curry 
pipeline  

Compliance 
3,231 1,180 0 4,411 1.03% 

Swansea Dam 
upgrade 

Improvement 
3,695 0 0 3,695 0.86% 

Margate water 
main upgrade  

Growth 
2,839 854 0 3,693 0.86% 

Bushy Park 
waste stream 

Improvement 
0 0 3,655 3,655 0.85% 

Table 6.12: PSP3 Top 5 new inclusions ($’000s) 

Table 6.13: PSP3 Top 5 deferrals ($’000s) 

Table 6.14: Actual and forecast PSP3 capex – major projects – water supply including dams ($’000s) 
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Project Title Cost driver FY2018–
19 
(Actuals) 

FY2019–20 
(Actuals) 

FY2020–
21 
(Forecast) 

PSP3 Total Proportio
n of PSP3 
Total 

NW Burnie Cam 
pipeline 

Improvement 
1,680 678 0 2,358 0.55% 

6.4.2.5 Actual and forecast capex for PSP3 projects – sewerage 

Table 6.15 presents key information on updated major and other specified sewerage projects and 
programs. 

Project Title Cost driver 
FY2018–19 
(Actuals) 

FY2019–20 
(Actuals) 

FY2020–21 
(Forecast) 

PSP3 Total 
Proportion 
of PSP3 
Total 

Northern Midlands 
Sewerage 
Improvement Plan – 
Longford STP upgrade 

Compliance 473 8,970 17,706 27,149 6.32% 

Kingborough 
Sewerage Strategy - 
treatment and 
network 

Growth 14,700 8,867 0 23,567 5.48% 

Latrobe Sewerage 
System – network 
upgrade and 
augmentation 

Growth 214 1,500 6,303 8,017 1.86% 

Prince of Wales 
primary digester roof 
replacement 

Improvement 436 3,128 1,072 4,636 1.08% 

Booth Avenue sewage 
rising main renewal 
Stage 2 

Renewal 0 0 3,915 3,915 0.91% 

Blackstone Road 
sewage pump station 

Improvement 126 360 3,180 3,666 0.85% 

Ti Tree Bend STP 
biosolids handling 
and digester upgrade 
(Ti Tree Bend STP 
biosolids upgrade) 

Improvement 2,054 332 0 2,386 0.56% 

Wellington Street 
sewage pumping 
station (SPS) upgrade 

Improvement 0 82 2,021 2,103 0.49% 

Glen Dhu Combined 
Area – stormwater 
management 

Improvement 901 1,142 0 2,043 0.48% 

6.4.2.6 Actual and forecast capex for PSP3 projects – dual function 

Table 6.16 presents key information on TasWater’s updated major and other specified dual function 
projects and programs. 

Table 6.15: Actual and forecast PSP3 capex – major projects – sewerage ($’000s) 

Table 6.16: Actual and forecast PSP3 capex items – dual function ($’000s) 
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Project Title Cost driver 
FY2018–19 
(Actuals) 

FY2019–20 
(Actuals) 

FY2020–21 
(Forecast) 

PSP3 Total 
Proportion 
of PSP3 
Total 

Non-network other – 
fleet 

Renewal 5,869 5,932 6,797 18,598 4.33% 

SCADA program Improvement 4,503 4,404 3,857 12,764 2.97% 

Electrical program Renewal 3,845 3,427 4,593 11,865 2.76% 

Non-network IT Renewal 2,544 3,431 4,657 10,632 2.47% 

Minor projects 
program 

Improvement 
4,049 2,155 2,699 8,903 2.07% 

During PSP3, TasWater has been able to improve its project classifications through upgrades to its 
reporting systems and processes. This has allowed for some dual function activities to be more 
accurately classified as either water or sewerage. 

TasWater continues its relentless pursuit towards achieving ‘Zero Harm’ and providing the best 
possible service at the lowest possible cost. A large proportion of its dual function items will assist in 
delivering these results. 

6.4.3 Justification of PSP3 capex  

Since its formation, TasWater’s capex has had a strong focus on improved compliance of the water 
and sewerage system. This has resulted in the construction and upgrade of treatment infrastructure. 
Work is ongoing to increase network asset knowledge through condition, performance and criticality 
assessments. The outcomes of this work are an improved asset replacement prioritisation model 
which results in the prioritised replacement of assets at most risk of failing and negatively impacting 
customer service and amenity.  

Among other outcomes, TasWater’s capex program has: 

• Reduced potential public health risks in drinking water systems 

• Reduced the number of STP sites considered high risk to the environment  

• Reduced water main breaks, bursts and leaks 

• Addressed dams that present longer term risks to the public. 

6.4.4 PSP3 capex prudency 

The compliance projects completed in PSP3 were endorsed by the technical regulators and designed 
to achieve the outcomes expected by regulators and customers. In that context, these projects are 
considered mandatory and are prudent in nature, as they are aimed at meeting a specific 
compliance obligation. 

Throughout PSP3, TasWater has improved its asset management data, processes and decision-
making frameworks to enable it to proactively target renewal expenditure in the areas that matter 
most to customers, for example, high priority assets that, if they were to fail, would affect a large 
number of customers, or assets adjacent to sensitive receiving environments such as beaches, 
recreational sites and shellfish leases. 

Projects in PSP3 driven by growth in demand have been staged, where possible, to ensure a ‘just in 
time’ approach to meeting demand. This ensures that TasWater continues to meet customer service 
standards without over-investing in large infrastructure that may not be needed if expected growth 
does not eventuate in the longer term. 

TasWater continues to work on improvements in its network and treatment plants. These 
improvements are vital for customers as they are crucial in preventing non-compliances. These 
improvement works occur in the system, storages and at treatment plants. 
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6.4.5 PSP3 capex efficiency 

As part of its capital planning and asset management framework (see Section 6.1), TasWater 
assesses a range of solutions during the development of a business case for its projects. As part of 
the process, NPV assessment is completed for all feasible options. For each of the options, the NPV 
compares expenditure including capex and opex changes over 30 years. 

A two-stage business case process is used, with the intent of ensuring prudency and efficiency of 
capex, as well as efficiency in the planning phase of a project. To ensure efficiency in the planning 
process, TasWater targets an appropriate, high level of detail in an initial strategic business case to 
provide an indicative preferred solution, using available desktop-based information only. This allows 
it to progress site investigations and early design in a targeted and efficient manner in order to 
develop a preferred option that will be recommended in a detailed business case and progress to 
the project delivery phase. 

TasWater has two efficiency tests that are explicitly addressed in the strategic business case and 
then confirmed in the detailed business case: 

• Efficiency Test 1 – Is it the right strategic and tactical solution? After an initial 
shortlisting process, the strategic business case process adopts a cost, non-cost (using 
multi-criteria analysis) and risk-based approach to select an indicative preferred 
solution. The cost analysis incorporates capex, opex and an NPV assessment. For 
projects with a high cost risk, a Monte-Carlo analysis is used to inform cost comparison 
between options. 

• Efficiency Test 2 – Is it being procured and delivered at least cost? A likely preferred 
procurement methodology is typically selected in the planning phase to provide a basis 
for cost estimation. The CDO’s estimating team is consulted throughout this process. 
The preferred procurement methodology is confirmed as the project develops through 
value engineering and project optimisation. 

Having identified the most efficient option through the business case process, the procurement 
process is also designed to ensure the project is efficiently delivered. The planning and procurement 
model involves: 

• In-house planning staff, augmented by consulting expertise as required 

• Active consultation and benchmarking with other utilities around Australia through the 
WSAA to ensure TasWater is keeping pace with good practice in the industry 

• A capex prioritisation model consistent with best practice as identified by the WSAA, 
which is underpinned by a comprehensive risk management framework that quantifies 
the risks of not proceeding with a project 

• Rigorous analysis of all major projects through the development of a business case that 
is approved by TasWater’s Board of Directors 

• Design work, which is generally outsourced and competitively bid 

• Project work, the vast majority of which is undertaken by the private sector through an 
open tender procurement process and assessed on the basis of best value 

• Bundling of like-for-like projects into larger packages of work to increase scale, reduce 
cost, attract higher levels of expertise and gain access to better technologies and value  

• Grouping of projects, where appropriate, by their geographical system, asset class, 
driver, region and/or required skill set to achieve delivery synergies. 

‘Design and construct’ models of procurement and early contractor involvement are also used 
where it is determined that additional efficiencies can be derived over the more common approach 
of in-house design followed by contracting of construction works. 
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 Forecast capex in PSP4 

Table 6.17 shows TasWater’s capex forecasts for PSP3 and PSP4. Note the FY2021-22 period is an 
extension to the PSP3 period following an amendment to the WSI Act and advice from the TER that 
the PSP4 submission due date had been deferred from 30 June 2020 to 30 June 2021. 

Year FY2018–19 
(Actual) 

FY2019–20 
(Actual) 

FY2020–21 
(Forecast) 

FY2021–22 
(Forecast) 

FY2022–23 
(Forecast) 

FY2023–24 
(Forecast) 

FY2024-25 
(Forecast) 

FY2025-26 
(Forecast) 

Regulatory 
period 

PSP3 PSP4 

Capex  129,386 128,800 171,722 200,463 224,976 231,604 225,359 219,872 

Total 630,371 901,811 

Table 6.17 shows that, in PSP4, TasWater intends to invest $901.8 million in capex projects and 
programs, compared with actual and forecast PSP3 capex of $630.4 million (over the extended four-
year PSP3 period). The delivery of the increased spend in PSP4 will be facilitated by the CDO, which 
is now embedded. The CDO has been deliberately structured for the capital program to be 
accelerated to meet this commitment and, in doing so, achieve customer and compliance outcomes 
sooner and more reliably than would be the case with TasWater’s prior capital delivery model.  

Table 6.18 provides a summary of the forecast PSP4 capex by cost driver. The program management 
overheads assumed for delivering the accelerated capital program, have been split out but will be 
distributed across all projects. From FY2024–25, program management overheads will be directly 
incorporated in the projects and their rolled-up cost drivers. 

Looking to PSP4, the implementation of the CDO has significantly increased expertise and has 
improved processes in regard to detailed planning and investigation works. These new processes 
have provided more robust project planning, timing and cost estimation; however, they have also 
increased the required time to build business cases for the preferred option. Subsequently, this has 
caused delays in more complex and multidisciplinary projects such as the Bryn Estyn WTP upgrade, 
the North West Water Supply Strategy (formerly the Forth WTP upgrade project) and the Pardoe 
Sewer Improvement Plan, causing some planned expenditure to move from PSP3 to PSP4.  

Year FY2022–23 FY2023–
24 

FY2024–25 FY2025–26 
Total 

Compliance 144,253 136,744 155,364 133,085 569,446 

Growth 2,774 12,848 13,390 12,747 41,759 

Improvement 34,190 42,183 23,322 41,819 141,514 

Renewal 34,759 30,829 33,283 32,221 131,092 

Program management  9,000 9,000 0 0 18,000 

Capex Total 224,976 231,604 225,359 219,872 901,811 

Although a large proportion of capex is attributed to compliance, the majority of projects have 
secondary drivers. For example, when the construction of a new treatment plant is completed, 
whether water or sewage, it increases the current treatment capacity in keeping with projected 
growth over a 30-year period. It may also potentially remove a backlog of assets due for renewal, 
which would be categorised as renewal.  

Figure 6.4 shows the proportions of capex by cost driver. To improve accuracy, Figure 6.4 has 
incorporated the program management overheads into the projects. 

Table 6.17: PSP3 and PSP4 capex ($’000s) 

Table 6.18: PSP4 capex by cost driver ($’000s) 
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Figure 6.5 is a summary of actual and forecast capex against the TER’s PSP3 allowance (FY2019–
FY2021) and forecast expenditure through the extended year of PSP336 and PSP4 against the forecast 
outlined in financial projections supporting the MoU between TasWater and the Tasmanian 
Government (FY2022–FY2026). The forecast highlights that TasWater expect to exceed the PSP4 
capital targets compared to those committed to within the MoU with the Tasmanian Government. 

 
Figure 6.6 shows the total capex by activity stream over the PSP4 period and the heavy weighting of 
spend to WTP and STP activity streams. 

 
36 Note the FY2021-22 period is an extension to the PSP3 period following an amendment to the WSI Act and advice from the TER 
that the PSP4 submission due date had been deferred from 30 June 2020 to 30 June 2021. 

Figure 6.4: PSP4 capex by driver  

 

Figure 6.5: Comparison of approved PSP3 capex to actual and forecast PSP3 and PSP4 capex 
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The PSP4 planned capex is expected to improve regulatory compliance for wastewater systems 
considered high risk to the environment and dam safety, as detailed in Table 6.19. Further water 
improvements are also expected to be gained as detailed below. 

Customer outcome Measure of success 
End of PSP3 
Commitment 

Improvement 
through PSP4 

End of PSP4 
Commitment 

Your drinking water 
is clean and safe to 
drink 

Percentage of customers 
supplied by best practice risk 
mitigation systems 

10.7% 55.9% 66.6% 

You have a reliable 
source of water 

No. of dams above ANCOLD 
societal LoT 

2 2 0 

Number of dams that must be 
upgraded to satisfy the ALARP 
principle 

5 5 0 

Real losses: Water lost per km 
of water main, per day (kL) 

10.0 3.0 7.0 

Your sewage is 
treated and 
disposed of with 
minimal impact to 
the environment 
and its users 

Number of wastewater systems 
considered high risk to the 
environment37 

20 7 13 

6.5.1 Water supply – top 10 capex items forecast for PSP4 

Table 6.20 provides the top 10 capex items (i.e. project or program) for water supply for PSP4, 
including dams, WTPs and water networks. 

 
37 All EPA-regulated STP effluent discharges have undergone an environmental risk assessment for their impact on the receiving 
environment. The EPA informs prioritisation of projects based on risk to the environment. This KPI tracks the improvement of effluent 
quality through optimisation and infrastructure upgrades. 

Figure 6.6: Forecast PSP4 capex by activity stream 

 

Table 6.19: Summary of outcomes to be achieved in PSP4 
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ID 
Activity 
Stream 

Project/P
rogram 

Description 

Forecast capex    

FY2022–
23 

FY2023–
24 

FY2024–25 FY2025–26 PSP4 Total 

1 DWQ Project 

North West 
Water Supply 
upgrade – 
NWWS (Old 
Forth Leven) 

2,188 25,423 50,314 46,590 124,515 

2 DWQ Project 

Bryn Estyn 
major 
upgrade/repl
acement 

77,637 8,437 731 0 86,805 

3 Dams Project 

Ridgeway 
upgrade 
(Ridgeway 
dam safety – 
anchor 
replacement
s) 

1,334 12,723 8,585 2,501 25,143 

4 Dams Project 
Launceston 
water supply 
surety 

510 1,180 6,898 12,547 21,135 

5 DWQ Project 
RTWSP Stage 
4 – WP1  

3,499 12,540 4,439 0 20,478 

6 
Water 
networks 

Program 
Water main 
renewals 

3,385 3,805 3,620 5,481 16,291 

7 
Water 
networks 

Project 
Bridport 
water surety 

763 6,598 6,493 200 14,054 

8 Dams Project 
Pet Dam – 
safety 
upgrade) 

5,072 4,679 1,685 0 11,436 

9 
Water 
networks 

Program 
Metering 
program 

2,587 2,587 3,104 3,104 11,382 

10 DWQ Project 
UV Program 
stage 2  

7,877 1,200 0 0 9,077 

 

Table 6.20: PSP4 top 10 capex items for water supply and dam safety ($’000) 
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6.5.2 Sewerage – top 10 capex items forecast for PSP4 

Table 6.21 provides the PSP4 Top 10 Capex items (i.e. project or program) for sewerage services 
including STPs and sewerage networks. 

ID 
Activity 
Stream 

Project/ 
Program 

Description 

Forecast capex 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 
PSP4 
Total 

1 STPs Project 

Launceston 
Sewer 
Improvement 
Plan (LSIP) 

1,005 2,512 11,041 61,054 75,612 

2 STPs Project 
Macquarie Point 
STP relocation38 

4,679 34,862 16,555 3,253 59,349 

3 STPs Project 
Hobart Sewer 
Improvement 
Plan 

2,000 4,750 7,465 31,598 45,813 

4 STPs Project 
Pitt Water 
Sewerage 
Strategy 

956 1,000 21,958 9,201 33,115 

5 STPs Project 
Pardoe Sewer 
Improvement 
Plan 

1,380 3,123 21,889 1,528 27,920 

6 STPs Project TERHAP39 12,150 13,880 0 0 26,030 

7 
Sewer 
networks 

Project 
Davis Street, 
Smithton SPS 
upgrade 

4,091 7,269 2,000 0 13,360 

8 STPs Program 
STP Renewal 
Program (STP 
renewals) 

2,537 2,537 2,745 2,745 10,564 

9 
Sewer 
networks 

Program 
Sewer main 
renewals 

2,137 2,137 2,565 2,565 9,404 

10 
Sewer 
networks 

Program SPS renewals 1,987 2,158 2,263 2,384 8,792 

6.5.3 Dual function – top five capex items forecast for PSP4 

Table 6.22 provides the top 5 capex items (i.e. project or program) for dual function assets, including 
enabling activities, for PSP4. The fleet budget has been increased to align with the existing fleet age 
profile and forecast renewal rate required to ensure staff have access to safe and economical 
vehicles to perform their roles. 

 
38 Expenditure for the Macquarie Point STP relocation is TasWater’s contribution only with the additional external funding of $100.0 
million to be provided by the Tasmanian Government. 
39 Expenditure for the Tamar Estuary River Health Action Plan (TERHAP) excludes external funding provided by the Federal Government, 
the Tasmanian Government and City of Launceston totalling a further 96.0 million. 

Table 6.21: PSP4 Top 10 capex items for sewerage ($’000) 
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ID 
Activity 
Stream 

Project/Program Description 

Forecast capex 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

PSP4 
Total 

1 
Dual 
function 

Program 
Non-network 
other – Fleet 

3,613 3,775 3,342 3,642 14,372 

2 
Dual 
Function 

Program 
SCADA 
program 

2,816 3,379 3,166 3,891 13,252 

3 
Dual 
Function 

Program 
Non-network 
IT 

3,167 3,167 3,601 3,501 13,436 

4 
Dual 
Function 

Program 
Electrical 
program 

1,679 1,679 3,840 3,840 11,038 

5 
Dual 
Function 

Program 
IT business 
initiatives 

1,980 1,783 1,783 1,783 7,329 

The detailed capex forecast for PSP4 projects and programs has been provided to the TER as a 
Microsoft Excel file.  

6.5.4 PSP4 capex prudency 

Chapter 3 outlines the expectations of the technical regulators who oversee drinking water, 
environment and dam safety outcomes. The Drinking Water Quality Risk Management Plan, 
WWRMP and Dam Safety Management Plan separately provide details of commitments made to 
each of the technical regulators about projects and/or programs.  

Prudency drivers have been described earlier in this chapter. Most compliance projects include a 
component of other cost drivers, for example, renewal, improvement and/or growth. 

The LTSP 2021–2030 details the benefits of TasWater’s capex and the manner that it prioritises PSP4 
and future capex. The derivation of benefits under the LTSP 2021–2030 have been determined in 
line with the revised strategic framework, which links strategic objectives to tactical objectives, and 
through to key performance indicators (KPIs)/specific measures of success. Through this process – 
and as a result of previous detailed consultation with customers, stakeholders and regulators – 
TasWater has renewed its focus on delivering services in line with customer expectations. 

This has enabled TasWater to address the need for (prudency), and also the timing of, projects based 
on priorities established in consultation with customers and stakeholders. TasWater has, therefore, 
established a prudent order of expenditure based on required service standards and an outward-
focused engagement process. 

Renewal expenditure prudency is described further in the LTSP 2021–2030 documentation and 
supporting asset management strategies and plans. TasWater’s renewal expenditure is prioritised 
using a risk-based approach to deliver customer service outcomes. 

6.5.5 Drinking water 

Figure 6.7 shows the forecast percentage of customers serviced through best practice risk mitigation 
systems over the PSP4 period, which is reducing drinking water quality risk across the system. The 
targeted approach is about managing risks that may be present in each catchment that supplies 
drinking water systems and preventing future harm that will help maintain 100 per cent compliance 
with microbiological guidelines in the ADWG. 

Table 6.22: PSP4 Top 5 capex items for dual function ($’000) 
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6.5.6 Environment 

Figure 6.8 shows the risk reduction profile for Level 2 STPs categorised as high risk. 
 
 Figure 6.8: Forecast outcomes for STP risk reduction39 

 

6.5.7 Dam safety 

Risk-based principles are applied in the application of the dam safety improvement program. Dams 
that are assessed as above the LoT are required to be managed under this level. As such, the dam 
risks must be transitioned below the tolerable limit by either upgrade, operational intervention or 
decommissioning.  

 
40 Note the FY2021-22 period is an extension to the PSP3 period following an amendment to the WSI Act and advice from the TER 

that the PSP4 submission due date had been deferred from 30 June 2020 to 30 June 2021. 

Figure 6.7: Forecast outcomes for drinking water quality40  

 
 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 128 of 378 

Once the risk is below the LoT, the risk is then only regarded as being tolerable if it satisfies the 
ALARP principle. TasWater uses two metrics to monitor its improvement program: the dam’s risks 
that are above the LoT and how these risks are managed; and when ALARP will be achieved.  

 
 Figure 6.9: Forecast outcomes for dam safety41  

 

With the removal of a significant backlog of renewals in PSP3, TasWater is targeting further 
compliance improvement in PSP4 by reducing risk in its water and sewerage systems. 
Predominantly, a reduction in risks in the water systems and effluent discharge points is being 
targeted. In addition, TasWater is continuing to target service reliability both in its network and in its 
treatment plants. 

6.5.8 PSP4 capex efficiency model 

6.5.8.1 Prioritisation methods to ensure efficient outcomes 

To ensure capex efficiency is achieved, planned PSP4 expenditure has been prioritised using a cost 
and benefit framework and prioritisation model. TasWater continues to assess options during the 
development of its business cases using the preparation of NPVs, inclusive of capex and opex 
changes over 30 years, to select a preferred option. This method results in the selection of options 
that most efficiently achieve risk reduction goals and meet intended improvement outcomes. 

6.5.8.2 Efficient design, planning and delivery  

The CDO model for capital delivery using alliance partners (described in Section 6.1.3.1) was set up 
to confidently deliver TasWater’s accelerated capital program in the most reliable, efficient and 
value-adding manner available after extensive research and an evaluation process of possible 
delivery models. This included a reference exercise evaluating the learnings from other major 
Australian water utilities using an alliance-style delivery model. While many of the delivery models 
adopted by other water utilities in Australia are not labelled as alliances, such a delivery model is 
common throughout Australia’s water industry. 

Without the additional skills, processes and resources provided by the CDO, it would not be possible 
to accelerate TasWater’s capital program while simultaneously delivering projects in a manner that 

 
41 Note the FY2021-22 period is an extension to the PSP3 period following an amendment to the WSI Act and advice from the TER 

that the PSP4 submission due date had been deferred from 30 June 2020 to 30 June 2021. 
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is efficient and timely and provides optimal value for money. The alternative would have been a 
significant reduction in planned capex for the PSP4 period. This capex reduction would in turn result 
in delays to service improvements for customers, increased risk of critical failures from ageing assets 
and an inability to meet key stakeholder commitments. This inability would also mean that the goals 
set out in the MoU with the Tasmanian Government could not be met, thereby potentially putting at 
risk the equity injections provided by the Tasmanian Government. These equity injections are 
deliberately provided to facilitate the acceleration of improved services for customers without the 
need to increase the cost burden on customers associated with achieving the targeted 
improvements for the Tasmanian community. 

Other specific flow-on benefits of the CDO model include, but are not limited to: 

• Access to skills and capabilities on a timely and as-required basis that would not 
otherwise be available to TasWater at market-competitive rates  

• Opportunity to transfer knowledge and skills to TasWater permanent staff through the 
period of accelerated expenditure  

• Improved project management and related skills  

• Significant improvements in project estimating and program forecasting  

• Efficiency gains in the delivery processes 

• Increased opportunities for the local supplier, consulting and contracting market, 
particularly as the alliance partners cannot self-perform construction work 

• Improvements in construction health and safety, environmental performance and 
procurement methodologies  

In summary, capex efficiency is ensured in the following ways: 

• Capital cost estimates: cost estimates are subject to a challenge process involving 
independent professional estimating services with particular focus on 
projects/programs with high capex and relatively lower benefit.  

• Business case development: the business cases of projects and programs prioritised for 
PSP4 are a priority for development and are reviewed for robustness. Each business 
case for projects and programs with forecast expenditure in PSP4 will continue to be 
challenged further to ensure that, for each project: 

o the most efficient response has been adopted through a comprehensive and robust 
options analysis process 

o the current quantification of benefits is accurate and complete 

o the capex and opex estimates are sound, sufficiently detailed and reasonably accurate  

o the most appropriate and efficient delivery mechanism has been chosen 

o post-implementation reviews, which detail what was done well and the identification 
and adoption of improvements for future projects, are carried out 

o independent overhead and claim process audits are undertaken.  

In relation to the financial management and audit process, the CDO has adopted an open book 
approach with all financial information available for review. In addition to internal reviews before 
the claim certification and payment process each month, the CDO is subject to quarterly financial 
audits by a TasWater-appointed financial auditor who uses agreed-upon procedures to examine 
transactions included in monthly progress reports for validity and relevance to the Program Alliance 
Agreement.  

Quarterly audits of the alliance contractor's payment claims are undertaken to verify the accuracy of 
the claims made on TasWater, including testing that: 
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• the claims agree with purchase, invoice/payroll or other independent records 

• the transaction is a genuine direct cost 

• the appropriate internal controls have been operating as prescribed. 

6.5.9 Increased number of projects ready for delivery at PSP4 commencement 

TasWater has approximately 60 per cent of the four-year portfolio progressed sufficiently to be 
considered low risk. A low risk is established by either being a low complexity activity or in the 
Target Outturn Cost (TOC) or delivery phase. To provide further certainty, the first and second year 
of PSP4 have approximately 75 per cent of the portfolio deemed as low risk. This allows time to 
develop and progress other major projects for the latter years of PSP4. 

For most programs, three years of activities will be scoped and in various stages of project 
development enabling efficient bundling of works based on location or function.  

The increase in projects ready for implementation will enable timely and efficient inclusion of 
alternate projects in the event of delays while ensuring minimal disruption and impact on overall 
efficiency.  

The increase in projects ready for implementation will ensure that the volume of reactive projects 
requiring planning and construction is minimised, providing efficient levelling of resources across all 
project phases. 

This will also enable improved communication to contractors on upcoming work and ensure that 
contractors can plan and resource efficiently to meet the program of works. 

6.5.10 Key assumptions and risks in the PSP4 capex forecast 

The capital cost estimates for projects in PSP4 are predominantly based on a deterministic best 
estimate for the preferred option, with unit rates for all known project elements benchmarked 
against recent market rates for similar projects. 

The cost estimates include an allowance for known risk and a contingency for unknown risks of:  

• 30 per cent when the estimate is based on a concept design  

• 20 per cent if a preliminary design is available  

• 10 per cent if market testing has occurred. 

There is a risk that project costs are either higher or lower than estimates in the PSP4 submission. 
This is particularly true for large projects that are relatively early in the planning and design process 
(e.g. North West Water Supply Upgrade – NWWS) and for those cost estimates that tend to be more 
conservative given the greater degree of uncertainty and risk at this point in the project lifecycle. 

Nonetheless, the capex forecast for PSP4 is governed by TasWater’s decision to limit customer price 
impacts over the period to as low as reasonably practicable while leveraging the benefits of 
previously agreed reductions in dividends to Owner Councils and the injection of equity funding by 
the Tasmanian Government. In the event that the overall capital program is delivered for less than 
the PSP4 forecast, TasWater will bring forward projects from future periods to ensure desired LTSP 
2021–2030 customer outcomes and commitments made to the Tasmanian Government are 
delivered as early as possible without impacting future customer prices. 

6.5.11 Impacts on the opex budget 

The capital program will have a significant impact on the ongoing operating budget over the PSP4 
period. In summary, due to planned major project completions, it is anticipated that an increase of 
$7.26 million annually in operational costs will be required to maintain and manage the asset base 
by the end of PSP4. A comprehensive analysis can be found in Chapter 7. 
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 Summary of capex for PSP3 and PSP4 

Figure 6.6 provides the composition of PSP3 and PSP4 capex by activity and shows the following: 

• TasWater is planning to increase its expenditure on STPs and subsequent risk reduction 
through PSP4 

• Drinking water quality improvements will have increased expenditure in the extended 
year of PSP3 (FY2021–22) and the first year of PSP4 (FY2022–23) 

• A continued increase in drinking water quality improvements, with further work to 
guarantee water quality and to prevent any non-compliant events. 

Dual function projects will have consistent expenditure to: 

• Improve risk mitigation and uplift cybersecurity maturity 

• Improve productivity and efficiency 

• Become more predictive, proactive and automated 

• Invest in information as an asset to improve decision-making 

• Improve customer and stakeholder experiences to deliver better outcomes and 
satisfaction  

• Continue to simplify, integrate, consolidate and modernise technology towards one 
TasWater. 
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7 Operating expenditure 

 

Since it began operations on 1 July 2013, TasWater has maintained a strong focus on 
ensuring that opex remains at prudent and efficient levels that enable it to deliver its 
services and provide value for money to its customers. 

Consistent with this focus, the objective in determining the proposed level of opex for the 
PSP4 period has been to meet the expectations of customers, regulators and other key 
stakeholders while also ensuring: 

• Prudency – spending on the right initiatives, at the right time for the right 
outcomes 

• Efficiency – best and most cost-effective initiatives to deliver the outcomes. 

The proposed opex spend outlined in this chapter reflects the expenditure considered 
necessary to maintain the delivery of clean and safe drinking water, improve environmental 
and compliance outcomes, adequately resource the acceleration of the capital program and 
deliver improved outcomes to customers. 

This includes targeted investment in improving systems, processes and tools as well as the 
adoption of new digital technologies where appropriate to support delivery of objectives in 
an efficient and agile way. It also includes an annual allocation for initiatives that are 
necessary to deliver the broader strategic objectives outlined in the LTSP, the Corporate Plan 
and the primary and enabling strategies. 

To better understand TasWater’s opex compared to interstate and New Zealand 
counterparts, TasWater participated in opex benchmarking studies in FY2014–15, FY2017–18 
and FY2019–20 through the WSAA. These studies enabled TasWater to consider its opex 
against its peers across a number of categories, taking into account the effect of 
‘normalisers’ such as the size of the customer base and the number of assets owned. 

Tasmania’s rugged topography, the wide dispersion of assets and the lack of economies of 
scale associated with previous distributed ownership and other factors make it difficult to 
directly compare performance to other Australian water utilities in a number of areas. 
However, it is clear from the studies that TasWater’s opex in some areas is heavily influenced 
by the profile and geographical dispersion of its customer base and assets as well as the 
relatively higher number of assets (e.g. treatment plants and dams) per customer. 

Key Points 

• TasWater’s opex is heavily influenced in some areas by unique characteristics such as the 
profile and geographical dispersion of its customer base and assets and the number of 
systems it operates when compared with its industry peers. 

• Strategic initiatives are targeted investments required to deliver on TasWater’s strategic 
objectives in addition to that required for business as usual activities. They are designed to 
lift information, system and processes to enable asset and customer performance to meet 
contemporary expections 

• Opex of $206.4 million is proposed in FY2022–23, increasing to $227.8 million by FY2025–
26. 

• This reflects an average annual increase of approximately 3.0 per cent compared to the 
assumed base year of FY2020–21. 

• Cumulative productivity savings of $8.8 million are forecast over the PSP4 period, which is 
based on early analysis of national benchmarking with industry peers. 
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Notwithstanding TasWater’s unique challenges, the FY2019–20 study highlighted some 
further opportunities to realise productivity savings over and above the $28.6 million in 
savings that have been achieved since 2013 through its Productivity Improvement Program. 
The proposed opex spend therefore includes forecast cumulative productivity savings of 
$8.8 million over the PSP4 period. 

 Comparison to PSP3 

As shown in Figure 7.1, opex over the PSP3 period exceeded the approved TER allowance in 
FY2018–19 and FY2019–20 by $4.5 million and $5.0 million, respectively.  

The main categories that have seen an increase include costs relating to the cost of new 
service connections, insurance, information systems and facility management. The drivers 
behind the increase above the TER allowance are discussed in detail in Section 7.2.3 and in 
Table 7.2. 

It is important to note that this additional expenditure was absorbed by TasWater and not 
passed on to customers through increased prices.  

The forecast costs over the PSP4 period have increased over and above the PSP3 Consumer 
Price Index (CPI) allowance. The primary driver of the increase in operational costs has been 
the targeted investment (predominantly strategic initiatives) required to deliver on strategic 
objectives in addition to that required for business as usual activities. Further details of this 
investment are in Section 7.16.3.  

 Setting the base year and forecasting 

7.2.1 Methodology 

To determine the proposed opex spend for the PSP4 period, FY2020–21 has been used as the 
opex base year. The determination of the base year has been informed, in part, by actual 
opex in FY2019–20, recognising that this was the latest full year of audited opex that was 
available at the time of this submission. 

To establish the base year costs for each opex category, TasWater has:  

• Started from the FY2019–20 opex actuals 

Figure 7.1: Comparison of PSP3 actual to forecast opex and projections for PSP4 
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• Removed any additional opex costs relating to COVID-19 

• Removed any one-off or non-annual opex that was incurred in FY2019–20 

• Included any non-annual opex, or opex that was not incurred in FY2019–20 but 
is expected to be incurred going forward 

• Reduced opex to reflect productivity savings achieved during FY2019–20 

• Increased costs that increase with demand, as demand is forecast to increase  

• Modified opex to reflect new or upgraded assets as a result of the CWP 

• Applied an escalation factor to each category separately. 

This methodology is consistent with the approach adopted for PSP3 and is considered to be 
an appropriate and rigorous methodology to determine the proposed opex spend for PSP4. 

7.2.2 Proposed FY2020–21 base year 

The FY2020–21 base year provides for total regulated and non-regulated operating costs of 
$196.4 million, 4.1 per cent higher than FY2019–20 actuals. The adjustments to the FY2019–
20 actual opex results, which are required to establish the FY2020–21 opex base year, are 
summarised in Figure 7.2 and Table 7.1. 

 
 Figure 7.2: Movement in base year between FY2019–20 actuals and base year FY2020–21 
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Table 7.1: Establishing the FY2020–21 base year ($’000s) 

Opex category 
FY2019–
20 
Actuals 

Non-
recurrent 
Cost 
Adjustments 

Productivity 
Savings 

Change 
in 
Demand 

Opex 
from 
New 
Capex 

Escalation 
Factor 

FY2020–
21 Base 
Year 

Salaries 83,223 1,345 – 309 – 2,546 87,423 

Materials 
and services 38,474 –864 – 283 200 686 38,779 

Chemicals 8,832 – – 110 35 179 9,156 

Electricity 15,020 –2,199 – 156 – –86 12,891 

Royalties 2,734 – – – – – 2,734 

Facility 
management 8,771 – – 5 – 140 8,916 

Information 
systems 6,397 – – 4 1,034 98 7,533 

Administration  4,841 – – 3 – 78 4,922 

Motor vehicle 3,318 – – 8 – 55 3,381 

Water sampling 2,572 – – 2 – 41 2,615 

Consultancy 5,427 1,112 – 7 – 141 6,687 

Regulatory costs 2,701 –405 – – – – 2,296 

Customer 
collection 2,794 – – 28 – 46 2,868 

Insurance 2,333 62 – – – 216 2,611 

Governance 963 15 – 1 – 15 994 

Community 
relations 225 445 – – – 11 681 

Unspecified – – –3,562 – – – –3,562 

Strategic 
Investment – 5,467 – – – – 5,467 

Total 188,625 4,978 –3,562 916 1,269 4,166 196,392 

Additional commentary on the opex movements in establishing the FY2020–21 base year 
and across the PSP4 period is provided throughout this chapter. 

7.2.3 Change in base year between PSP3 and PSP4 

The movement in expenditure between the PSP3 and PSP4 base year for FY2020–21 is 
summarised in Figure 7.3 
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Figure 7.3: Movement in base year (FY2020–21) between PSP3 and PSP4 

 

The base year has increased by $6.0 million (3.1 per cent) compared to the PSP3 estimate for 
FY2020–21. The increase in the base year is due to a combination of uncontrollable and 
controllable changes in expenditure. A controllable cost is activity and prices that can be 
influenced, with the opposite true for uncontrollable costs. 

Controllable costs have increased by $3.1 million between the approved PSP3 estimate for 
FY2020–21 and the PSP4 forecast for FY2020–21. The increase reflects spend associated with 
meeting regulatory obligations and delivering on commitments in TasWater’s Corporate 
Plan. It is primarily driven by strategic investment spend of $5.5 million, an increase in the 
spend on desludging of lagoons of $1.1 million, facility maintenance management of 
$1.8 million and information system and digital transformation of $2.6 million. These 
increases are partially offset by decreases in the spend on salaries of $3.1 million and 
chemicals of $2.1 million and increased productivity savings of $2.7 million. 

Overall, uncontrollable costs have increased by $2.9 million predominantly due to increases 
in new customer connection costs of $3.9 million and insurance of $0.8 million. These 
increases have been partially offset by lower regulatory costs of $1.1 million and a reduction 
in cost escalations of $0.8 million.  
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The movement in expenditure greater than $0.2 million or over 10 per cent, between the 
PSP3 and PSP4 base year for FY2020–21, is explained in more detail in Table 7.2. 

Opex category 
FY2020–21 
PSP3 
Approved 

FY2020–21  
PSP4  
Submission 

Difference Explanation of variance 

Salaries 89,994 87,423 –2,571 

The reduction in wages from PSP3 to PSP4 of 
$2.6 million can be explained by several factors, 
including the inadvertent omission of a capitalised 
salary offset for FY2020–21 in PSP3 of $10.5 
million.  

This is partially offset by an increase in actual 
salary costs from PSP3 to PSP4 of $7.9 million 
(excluding the impact of capitalised salaries). 

The increase in actual costs is primarily due to an 
increase in full-time equivalents (FTEs) equating to 
$4.8 million. The majority of the FTE growth has 
occurred in FY2020–21 as a result of increased 
health and safety focus, ICT and digital strategy 
investments, the data installation project to 
ensure data accuracy for customer billing, 
resourcing to meet significant increase in DAs, 
support for the new service connection model and 
new graduates. Further details are provided in 
Table 7.6 and 7.7).  

Average salary costs per FTE have increased by 
$3,544 which has led to a further $3.1 million in 
salary costs. The main reason for the increase in 
cost per employee is the change in the level of 
skills required to meet TasWater’s strategic 
objectives around customer outcomes, 
compliance obligations, digitisation and optimising 
asset performance. 

Materials & 
services 

33,507 38,779 5,272 

An increase in new service connections 
contributed $3.8 million of the adverse variance. 
This was due to both a higher volume of new 
service connections being established and a higher 
average unit cost per connection being incurred. 

Additional costs of $0.5 million were incurred for 
preventative maintenance to clean out digesters 
at STPs, aimed at minimising customer 
interruptions. 

There were also higher sludge disposal costs of 
$1.1 million due to heightened levels of 
contaminated material. 

Chemicals 11,306 9,156 –2,150 

Additional savings – driven by TasWater’s 
Productivity Improvement Program – were 
realised in the management of chemical expenses. 
The cost per unit of fluorosilicic acid and a 
reduction in the use of odour control chemicals 
were the primary drivers. 

Power 13,966 12,891 –1,075 

The reduction in costs is mainly due to lower 
energy prices. The lower prices have been 
achieved via the strategic procurement of 
electricity contracts when the market was 
favourable, as well as via tariff optimisation 
reviews. This reduction has been partially offset by 
higher energy volumes compared with the 

Table 7.2: Comparison of PSP4 to PSP3: opex in base year (FY2020–21) ($’000s) 
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Opex category 
FY2020–21 
PSP3 
Approved 

FY2020–21  
PSP4  
Submission 

Difference Explanation of variance 

forecast in PSP3 due to the RTWSP and treatment 
plant upgrades, such as Blackmans Bay. 

Royalties 2,797 2,734 –63  

Facility 
management 

7,155 8,916 1,761 

Savings of $0.5 million from a new statewide 
contract for ground maintenance services were 
assumed in PSP3. While the tender resulted in 
improved unit pricing, TasWater did not realise 
the assumed cost savings due to an uplift in the 
number of sites being maintained (761 versus 420) 
within the approved contract. The increase in the 
number of sites being maintained was due to a 
heightened focus on ground maintenance to 
reduce the risk of bushfires impacting on critical 
assets and the safety of customers. 

There has also been an increase of $0.5 million in 
cost to maintain TasWater facilities. This is largely 
due to the increase in the number of sites 
requiring maintenance after projects were 
delivered under the CWP, including the RTWSP. 
This increase in cost can be partially offset against 
the favourable difference in the unspecified 
category below in this table. The value in 
unspecified cost category reflects the additional 
opex that will be required from capex projects  
which was forecast in PSP3 but not allocated to a 
specific cost category. 

Land tax and council rates have increased over the 
projected escalation rates in PSP3 due to 
revaluations of properties across the state in 
FY2018–19. This has increased costs by 
approximately $0.2 million. 

Property lease costs are above PSP3 by 
$0.6 million after a new lease was entered into in 
November 2016 for office accommodation in 
Devonport. In addition, the market rent review of 
leases resulted in an increase of $0.1 million above 
the assumed CPI level. 

The change in the lease accounting standard from 
July 2019 has increased lease expense by a further 
$0.2 million. The new accounting standard 
requires that the discounted future lease 
payments be capitalised and brought to account 
over the life of the lease. The unfavourable cost 
variance is expected to unwind over the life of the 
leases. 

Information 
systems 

4,803 7,533 2,730 

The higher than forecast expenses were driven by 
the implementation of additional systems and 
services to optimise and mature ICT capability and 
business efficiency and effectiveness 
($2.4 million). This included the implementation of 
software systems to improve customer service and 
allow for more effective financial analysis, asset 
risk management and business continuity. There 
has also been an increase in services due to 
growth. The FY2019–20 WSAA benchmarking 
results placed TasWater in quartile 1 for 
expenditure, potentially indicating an 
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Opex category 
FY2020–21 
PSP3 
Approved 

FY2020–21  
PSP4  
Submission 

Difference Explanation of variance 

underinvestment in previous years compared to 
other water and sewerage corporations.  

Higher than expected market-driven increases to 
existing software licensing, maintenance and 
support, increased costs by a further $0.3 million. 

In addition, there was an approved allocation of 
$2.7 million for unspecified increases in opex as a 
result of capital projects. Additional opex of 
$1.9 million has been incurred as a result of 
information systems projects. 

Administration  4,846 4,922 76  

Motor vehicle 4,186 3,381 –805 

An uplift of $0.4 million was included in PSP3 to 
reflect the higher anticipated maintenance and 
repair costs associated with TasWater’s ageing 
fleet. Subsequent to this, there has been an 
acceleration in the renewal of the vehicle fleet, 
primarily to eliminate the backlog of older vehicles 
that had lower safety ratings. This investment has 
avoided the uplift in maintenance and repair costs 
that was forecast in PSP3. 

In addition, further investment in 
videoconferencing technology and a change in 
travel policy has reduced the amount of intra-
state travel undertaken. This has not only reduced 
motor vehicle expenses but, importantly, has also 
lowered TasWater’s risk profile given less time is 
spent in vehicles on the road. 

Water sampling 2,691 2,615 –76  

Consultancy 5,951 6,687 736 

To be able to effectively deliver the accelerated 
CWP, additional non-capitalisable planning and 
investigation consultancy costs are required. This 
will assist in building the pipeline of upcoming 
projects to facilitate the delivery of an on-time and 
on-budget capital program. 

Regulatory costs 3,538 2,296 –1,242 

In PSP3, $0.6 million of fees were forecast to be 
paid to office of the TER for its review of the PSP4 
submission. Due to COVID-19, the timing of the 
PSP review was deferred by a year and, as such, 
this cost will now be incurred in FY2021–22 rather 
than FY2020–21. 

In addition, the TER has advised that its 
component of TasWater’s operating licence was 
incorrectly charged in FY2019–20. This resulted in 
a $0.4 million favourable adjustment to 
TasWater’s FY2020–21 result. 

Customer 
collection 

2,875 2,868 –7  

Insurance 1,673 2,611 938 

Insurance costs based on information collated by 
the Australian Prudential Regulation Authority 
(APRA) over the past 5 years indicate that the cost 
of insurance across major personal and 
commercial classes has increased by 7.4%. PSP3 
forecast approximately 2.5% increase in premium 
costs. 
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Opex category 
FY2020–21 
PSP3 
Approved 

FY2020–21  
PSP4  
Submission 

Difference Explanation of variance 

Governance 1,174 994 –180 
Board-related travel costs have decreased as a 
result of improved videoconferencing facilities and 
TasWater’s new ways of working. 

Community 
relations 

814 681 –133 

In PSP3, expenditure on community engagement 
was included to inform customers of upcoming 
capex programs. A higher proportion of these 
costs were able to be capitalised against capital 
projects than had originally been anticipated. 

Unspecified 2,720 – –2,720 

During PSP3, $2.720 million was earmarked as 
additional operational costs that were to result 
from increases in capital spend. At the time, the 
specific opex categories were not specified.  

As described above, during the PSP3 period, 
additional operational costs were incurred in 
facilities management as a result of an increase in 
the number of maintainable TasWater sites as a 
result of the CWP, including the RTWSP 
($0.5 million). Investments in IT-related 
infrastructure have resulted in $1.9 million of 
additional operating costs. 

The favourable variance in the unspecified cost 
category partially offsets the increase in costs 
under PSP3 for Facilities and Information systems. 

TER efficiency –3,562 –3,562 – 

Efficiency savings of $2.673 million in FY2020–21, 
plus an additional $0.889 million productivity 
saving, were achieved in PSP3, being 0.5% of the 
FY2015–16 actuals.  

Strategic 
investment 

– 5,467 5,467 

Since PSP3 was developed, a number of primary 
and enabling strategies have been developed to 
guide realisation of TasWater’s long-term strategic 
outcomes. As such, funding for strategic initiatives 
was not contemplated as part of PSP3 but is being 
proposed as part of PSP4. 

Total 190,434 196,392 5,958  

 Total proposed opex for PSP4 

Figure 7.4 and Table 7.3 summarise the changes in forecast opex from FY2019–20 (the full 
year of actual costs, which informs the FY2020–21 base year) across six years to arrive at 
forecast opex for FY2025–26 (the final year of PSP4). 
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Opex category 

FY2019
–20 
Actual 

FY2020
–21 
PSP4 
base 

FY2021
–22 

FY2022
–23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

PSP3 PSP3 PSP3 PSP4 PSP4 PSP4 PSP4 

Salaries 83,223 87,423 93,342 97,926 101,172 104,118 107,798 

Materials & 
services 38,474 38,779 32,770 34,352 35,005 37,041 38,099 

Chemicals 8,832 9,156 9,527 10,237 11,389 12,509 13,301 

Electricity 15,020 12,891 12,177 14,339 15,936 17,988 20,091 

Royalties 2,734 2,734 2,768 2,810 2,859 2,916 2,982 

Facility 
management 8,771 8,916 8,980 9,129 9,293 9,482 9,700 

Information 
systems 6,397 7,533 8,703 9,670 10,537 10,836 11,120 

Administration  4,841 4,922 4,985 5,068 5,159 5,264 5,385 

Motor vehicle 3,318 3,381 3,407 3,448 3,474 3,501 3,528 

Water sampling 2,572 2,615 2,648 2,692 2,741 2,797 2,860 

Consultancy 5,427 6,687 6,578 6,608 6,726 7,380 7,114 

Regulatory costs 2,701 2,296 3,216 2,360 2,401 2,449 3,554 

Customer collection 2,794 2,868 2,921 3,037 3,109 3,192 3,284 

Insurance 2,333 2,611 2,804 3,011 3,234 3,473 3,730 

Governance 963 994 1,039 1,026 1,077 1,066 1,091 

Community 
relations 225 681 690 702 713 728 745 

Strategic 
investment – 5,467 7,000 8,000 8,000 8,000 8,000 

TER efficiency 
factor/productivity – –3,562 –5,816 –8,016 –10,216 –12,416 –14,616 

Figure 7.4: Change in opex (FY201920 to FY2025–26) PSP4 submission 

 

Table 7.3: Total opex ($’000s) 
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Opex category 

FY2019
–20 
Actual 

FY2020
–21 
PSP4 
base 

FY2021
–22 

FY2022
–23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

PSP3 PSP3 PSP3 PSP4 PSP4 PSP4 PSP4 

Total expenses 188,625 196,392 197,739 206,399 212,609 220,324 227,766 

Unregulated exp –5,715 –5,964 –6,074 –6,333 –6,545 –6,792 –7,044 

Total regulated exp 182,910 190,428 191,665 200,066 206,064 213,532 220,722 

 Opex in PSP4 submission 

Using the FY2020–21 base year as a starting point and adjusting for escalation, non-recurrent 
cost adjustments, productivity improvements, change in demand and opex resulting from 
new capital, it is proposed that the opex increase from $196.4 million in the FY2020–21 base 
year to $227.8 million by the end of PSP4. This reflects an average annual increase of 
approximately 3.0 per cent. 

The opex movements in establishing the proposed opex spend are explained in more detail 
below by each discrete category. 

 Escalation factors 

The total cost and revenue forecasts are presented in nominal terms in Chapter 8. Nominal 
cash flows are developed by applying an annual escalation rate to real cash flows. The 
escalation rate is intended to reflect actual or likely forecast cost changes, both increases 
and decreases depending on the cost category, that can reasonably be expected to impact 
the costs. This escalation represents the change in opex that arises without any other 
adjustments to the opex forecast such as one-off changes, the impact of capex, change in 
demand and so forth. 

Where possible, TasWater bases its forecast escalation rates for each opex cost category on 
relevant third-party public sources such as the ABS, APRA, the Australian Energy Regulator 
(AER) and other regulated entities. A summary of the proposed escalation rates by opex cost 
category is presented in Table 7.4. 
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Table 7.4: Proposed escalation rates 

Opex category Index 
FY2020–
21 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Salaries42 

Enterprise 
agreement, Wage 
Price Index, 
Consumer Price 
Index 

2.80%43 1.25% 1.50% 1.75% 2.00% 2.25% 

Materials & 
services 

PPI engineering 
construction 

1.80% 1.83% 1.86% 1.89% 1.92% 1.95% 

Chemicals 
PPI chemical 
manufacturing 

2.00% 2.40% 2.40% 2.40% 2.40% 2.40% 

Electricity 

AER TasNetworks 
decisions, Hydro 
Tasmania forward 
contract prices 

–0.67% –6.69% 0.05% 5.75% 8.50% 8.93% 

Royalties CPI 0.00%44 1.25% 1.50% 1.75% 2.00% 2.25% 

Facility 
management 

CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Information 
systems 

ABS IT index/CPI  1.32% 1.32% 1.37% 1.42% 1.47% 1.57% 

Administration  CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Motor vehicle 
CPI transport 
group 

1.66% 0.60% 0.60% 0.60% 0.60% 0.60% 

Water sampling CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Consultancy 
Professional 
services index 

2.15% 0.80% 0.95% 1.70% 2.20% 2.50% 

Regulatory 
costs 

CPI 0.00%43 1.25% 1.50% 1.75% 2.00% 2.25% 

Customer 
collection 

CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Insurance APRA 9.10% 7.40% 7.40% 7.40% 7.40% 7.40% 

Governance CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Community 
relations 

CPI 1.60% 1.25% 1.50% 1.75% 2.00% 2.25% 

Weighted average 1.80% 1.20% 1.76% 2.30% 2.63% 2.83% 

The average cost escalation in PSP4 has decreased from 2.4 per cent (PSP3) to an average 
rate of 2.1 per cent. The decrease in escalation between PSP3 and PSP4 is mainly due to 
lower escalation projections across all of the major indices, reflecting the contraction in 
global economic activity from the COVID-19 pandemic. The further evolution of the 
pandemic and medical developments is unknown and could impact proposed escalation 
rates. 

 Non-recurring costs 

Non-recurring costs are expenses that are only expected to be incurred once or at most 
periodically, rather than on a regular annual basis. Some of TasWater’s FY2019–20 costs are 

 
42 A number of indices will be referenced to inform upcoming enterprise agreement negotiations with the most likely outcome a 
flat annual increase apportioned over the agreement period. In addition to the disclosed escalation rates, TasWater has allowed 
for further increases to total salary costs to provide for performance-based adjustments. 
43 Indexation rate is as provided in the 2018 General Enterprise Agreement and 2018 Senior Enterprise Agreement, with both 
expiring on 30 June 2021. 
44 In FY2020–21, prices were not adjusted for CPI following the Government’s decision to freeze prices as part of its COVID-19 
support program.  



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 144 of 378 

not expected to be incurred again, while some new future costs are anticipated. Accordingly, 
to derive the FY2020–21 base year figure, adjustments to the FY2019–20 actual result have 
been made as follows:  

• Remove one-off, or non-recurrent costs from the base year 

• Add costs that were not forecast to occur in FY2019–20, which are expected to 
be incurred in future years. 

Table 7.5 presents annual movements from the FY2019–20 actuals. 

Opex category 
FY2020
–21 

FY2021
–22 

FY2022
–23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

Total 

Salaries 1,345 2,894 550 53 –295 22 4,569 

Materials & 
services –864 

–6,766 40 –643 110 –500 –8,623 

Chemicals – – – – – – – 

Electricity –2,199 – – – – – –2,199 

Royalties – – – – – – – 

Facility 
management – 

–50 – – – – –50 

Information 
systems – 

– – – – – – 

Administration  – – – – – – – 

Motor vehicle – – – – – – – 

Water sampling – – – – – – – 

Consultancy 1,112 –162 –50 – 460 –410 950 

Regulatory costs –405 880 –880 – – 963 558 

Customer 
collection – 

– – – – – – 

Insurance 62 – – – – – 62 

Governance 15 30 –30 30 –30 – 15 

Community 
relations 445 

– – – – – 445 

Strategic 
Investment 5,467 

1,533 1,000 – – – 8,000 

Total 4,978 –1,641 630 –560 245 75 3,727 

Movements above $0.2 million are explained below. 

7.6.1 Salaries 

TasWater has undertaken strategic workforce planning process to inform its resourcing 
requirements over the PSP4 period and beyond. It is a formalised process for systematic 
identification and analysis of what an organisation is going to need in terms of the size, type, 
and quality of workforce to achieve its objectives. It determines the mix of experience, 
knowledge and skills that is required and sequences the steps to get the right number of the 
right people in the right place at the right time. 

There are several fundamental outcomes that flow from a successful process: 

• Succession planning framework 

• Three-to-five-year wage cost accuracy 

• Training needs analysis which is the process of identifying the gap in employee 
capability and related training needs. 

Table 7.5: Annual movements ($’000s) 
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TasWater has undertaken a robust process that allowed all three of the above outcomes to 
be achieved. 

At the beginning of 2020, Mercer Consulting was engaged to facilitate a strategic workforce 
planning exercise that concluded in June 2020. This has helped inform the longer-term view 
of TasWater’s workforce composition and confirmed the strategies already in place, i.e. the 
transition to retirement program (Envisage), graduate and trainee programs and the ICT 
strategy. The Envisage program continues to be progressed using proactive and supportive 
engagement with those employees qualifying. 

The key external factors that have been identified as potentially impacting on TasWater over 
the PSP4 period are:  

• Pandemic – This will shift the way people work with more decentralised work 
patterns and greater reliance on digital skills, but will not necessarily alter the 
size or composition of the workforce. 

• Cost of Living – The pandemic-induced recession will place greater emphasis on 
economic hardship for customers. It will also impact on the retirement plans of 
employees as superannuation balances will be impacted and cause some 
employees to work longer. This has been factored into TasWater’s forecasts, 
with lower numbers of separations and an offsetting reduction in the number of 
trainees employed. 

• Empowered customers – Customers will expect greater service, flexible and 
digital access to services, and more control. This will result in greater demand 
for technology solutions and increased access to data. Customers will become 
more attuned to environmental impacts and have higher expectations in regard 
to a range of issues related to goods and services, including environmental 
impact, safety, labour standards, data security and other privacy. The key 
workforce impacts are expected to occur in the digital area with some 
reductions in customer-facing roles in the Contact Centre and Communications 
team.  

• Population growth – Tasmania is likely to see modest population growth as net 
migration into the state, predominantly from mainland Australia, increases 
driven by climate change and pandemic concerns. 

• Artificial intelligence and robotics – There will be a greater use of remote 
sensing and monitoring devices which will have a positive impact on the 
monitoring of asset performance and better reliability. Machine learning will 
drive automation of low-level manual processes and data analytics. 

Overall, the resourcing outlook for TasWater is one of workforce renewal, particularly in the 
areas where the ageing workforce is most predominant, being the operational field 
workforce. This is driving initiatives to support these employees to transition through to 
retirement, while at the same time ensuring appropriate pathways are in place to bring in 
new employees through traineeships and graduate programs. This will drive an increase in 
resourcing over the four-year outlook to ensure there is capacity to transfer knowledge via 
an established process. 

In addition to workforce renewal, it is anticipated that there will be a transition through the 
PSP4 period away from the current outsourced model for electrical/SCADA maintenance. 
The change in the model will bring six FTE resources in-house, which will assist with 
managing the long-term retention of critical capabilities and infrastructure. The additional 
resources are forecast to cost $0.7 million in FY2021–22. These costs will be offset by a 
decrease in contractor costs (refer to Section 7.6.2.5). 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 146 of 378 

Digital technologies will continue to play an important part in our workforce composition 
and transition as the visibility of assets are improved through Internet of Things and SCADA. 
This will impact on planned maintenance activities and deliver better customer and 
environmental outcomes through reduced asset failures. Customers will also demand better 
digital access, although there will continue to be a proportion of the customer base that will 
require traditional methods of interaction, thus having a limited impact on FTE numbers 
through the PSP4 period. 

7.6.1.1 Reduction in travel expenses 

The salaries opex category includes employee wages and other employee-related costs, 
including travel costs. Travel-related expenses are $300,000 per annum lower than the base 
rear. This reflects TasWater’s new ways of working and the leveraging of its investment in 
new technology, making remote communication faster, easier and more cost-effective. 

7.6.1.2 Movement in FTE  

At the end of FY2019–20, there were 861 FTEs (not including the eight roles funded from 
strategic initiatives), increasing by a net 46 FTEs (5.3 per cent) by the end of FY2025–26.  

Table 7.6 outlines the movements in FTE by opex category for each year. 

Opex category 
FY2020
–21 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Total 

Opening FTE 861.0 895.0 923.0 929.0 928.0 924.0  

Operational 
necessities45  

7.0 12.0a 2.0 3.0 –2.0 –3.0 19.0 

Investment46  5.0 11.0b – – 1.0  17.0 

Envisage program47 –3.0 –5.0 2.0 –5.0 –6.0 1.0 –16.0 

Graduate program 5.0 2.0 2.0 1.0 3.0 3.0 16.0 

Data installation 
project48 

7.0 – – – – –18.0c –11.0 

ICT Strategy/Digital 
Strategy 

13.0 8.0 – – – – 21.0 

Net change in FTE 34.0 28.0 6.0 –1.0 –4.0 –17.0 46.0 

Total 895.0 923.0 929.0 928.0 924.0 907.0  
Notes on data: 
a The increase in FTEs in FY2021–22 includes the insourcing of six SCADA and electrical technicians and two water operators, the 
addition of one lab technician and one environmental scientist required to perform essential activities and two new roles after a 
change to the capital delivery structure. 
b The increase in FTEs in FY2021–22 includes three health and safety officers to improve field safety performance, six roles 
(service delivery operators, engineers and maintenance planners) to provide subject matter expertise in the capital delivery 
process so as to enhance the efficiency of the CWP and its outcomes, a procurement officer to improve contract management 
capability and a water system optimisation engineer to enhance environmental capability.  
c The reduction in resources relates to the forecast completion of the data installation project in June 2026. 

The total cost of the additional 34 FTEs in FY2020–21, inclusive of on-costs, is $3.3 million. 
However, as 17 of these FTEs will be working on capital-related activities, the impact to the 
operational costs is limited to $1.6 million. The increase in salary costs has been further 

 
45 The ‘operational necessities’ category encompasses roles required to perform essential activities due to an increase in 
customer demand, roles addressing unacceptable risks or insourcing of previously outsourced activities due to risk or efficiency 
gains. 
46 The ‘investment’ category encompasses roles aimed at building new capability and improvements (excluding ICT 
strategy/digital transformation roles that are disclosed separately). 
47 The ‘Envisage program’ assists in transitioning mature-age workers to flexible work arrangements and ultimately retirement. 
48 The ‘data installation project’ was established to ensure that key on-site installation data is correct to provide for accurate 
customer billing. 

Table 7.6: Movement in FTE from FY2020–21 to FY2025–26  
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offset by a $0.3 million reduction in travel-related expenses. As such, the expected increase 
in salaries and other employee-related costs is $1.3 million.  

Note the financial impact from FTE savings on the completion of the data installation project 
will not take effect until FY2026–27 as the project is not scheduled to wind up until 30 June 
2026. The reduction in operational costs from FY2026–27 is estimated to be $1.8 million per 
annum. 

Table 7.7 provides a summary of new roles beginning in FY2020–21 and Table 7.8 is a 
summary of roles ceasing in FY2020–21. 

Role/Project Opex category FTE Justification 

Safety Improvement Plan Investment 5.0 

The health and safety of employees and 
contractors is a key strategic risk and focus 
area. The Strategic Workforce Plan (SWP) 
identified safety management capability as 
critically important with a gap between 
current strength and required strength. The 
Safety Improvement Plan provides the 
roadmap to improve this capability and 
performance. 

These resources will support the contractor 
management initiative in the Safety 
Improvement Plan. Four new roles will be 
attached to the Procurement Department 
and one in the Safety Department. 

The Safety Improvement Plan supports the 
Health and Safety Strategy which defines the 
initiatives and activities required to enable 
continual performance improvement in risk 
mitigation and injury prevention. 
Contractors present a significant commercial 
and health and safety risk to the business 
that requires the business to develop and 
implement an integrated Contractor 
Management System (CMS) to effectively 
manage these risks. 

Contractors play, and will continue to play, a 
significant and ongoing role in TasWater. 
This means the task of managing contractors 
in our business is, and will remain, complex. 
The implementation of the CMS will 
facilitate the effective delivery of contracted 
services while ensuring procurement and 
health and safety processes are consistent 
with the wider TasWater objectives set out 
in the Corporate Plan. 

Implementation of the 
ICT/Digital strategy 

ICT/Digital 
Strategy  

10.0 

The SWP identified digital technology 
investment as a key priority in terms of 
systems and capability to improve workflows 
and meet the needs of customers. The SWP 
supports the ICT Strategy which provides 
details on how the investment will be 
applied and delivered. 

These positions are in line with the 
implementation plan in the ICT Strategy and 
are expected to have a high level of 
capitalisation. 

Table 7.7: New roles in FY2020–21 
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Role/Project Opex category FTE Justification 

Installation Data Review 
Project 

Installation Data 
Project 

7.0 

The Data Installation Project was established 
to ensure that the water and sewerage 
services provided to an installation are 
correctly billed to the customer and there is 
equity of charges across the customer base. 
The project began in FY2019–20 and 
additional resourcing will be employed in 
April 2021 and will remain in place until the 
project has been completed (currently 
estimated to be June 2026). 

Development Services – 
Service Connections contract 
management 

Operational 
necessity 

5.0 

In June 2020, the management responsibility 
of the accredited contractors for service 
connections was transferred from the CDO 
to TasWater. This is the first stage of the new 
Service Connections operating model, 
enabling risks to be managed and cost 
minimised through an orderly, agile and 
incremental completion of the plan to move 
to the new operating model. The costs for 
two of these positions will be capitalised. 

Biogas environmental project 
Operational 
necessity 

2.0 

The positions will support the management 
of TasWater’s biogas systems to reduce the 
risk of potential explosion and ensure long-
term compliance with gas safety standards. 

Graduate Program 
Graduate 
Program 

5.0 

The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. The first intake of five graduates 
will occur in March 2021. They will work in 
the CDO and the cost of these roles will be 
predominantly capitalised. 

Virtual Workplace Program 
ICT /Digital 
Strategy 

3.0 

The SWP identified digital technology 
investment as a key priority in terms of 
systems and capability to improve workflows 
and meet the needs of customers. The SWP 
supports the ICT Strategy, which provides 
the detail on how this investment will be 
applied and delivered. 

These positions are in line with the 
implementation plan in the ICT Strategy.  

The program is to establish an online virtual 
workplace for employees to collaborate, 
innovate, communicate and efficiently share 
knowledge. 

Total  37.0  

Role/Project Opex category FTE Justification 

Transition to Retirement 
Strategy (Envisage program) 

Envisage Program –3.0 The SWP identified and quantified the 
mature-age workforce demographic 
which, in turn, highlighted the need for a 
plan to effectively transition mature-age 
workers to flexible alternatives for work 
arrangements and retirement. Based 
upon this work, TasWater estimates 
these workforce departures. 

Table 7.8: Roles ceasing in FY2020–21 
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Role/Project Opex category FTE Justification 

Total  –3  

The combination of newly created roles and roles ceasing, has resulted in a net FTE increase 
from 861 FTEs (excluding positions funded from strategic initiatives) to 895 FTEs during 
FY2020–21. A further addition of 28 FTEs is forecast for the PSP3 extension year, resulting in 
923 FTEs as at the end of FY2021–22. 

During PSP4, FTEs are anticipated to decrease from 923 at the start of FY2022–23 to 907 at 
the end of FY2025–26. 

Table 7.9 shows the net movement in FTE for the PSP3 extension year and each year of PSP4 
(excluding positions funded from strategic initiatives) and Table 7.10 shows the changes in 
salaries costs for these years.  

PSP 
year 

Role Justification FTE 
Move
ment 
in FTE 

Total 
FTE 

FY2021–
22 

Electrical/SCADA 
technicians 

Roles insourced to reduce externally 
employed key dependency and to reduce 
costs. 

6.0 

28.0 923.0 

Graduates The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. 

2.0 

Health and safety 
roles – service 
delivery 

Roles are required to reduce risk and 
improve safety performance. 

3.0 

Service delivery 
capital works 
representation  

Roles are required to assist in delivering the 
CWP efficiently. These roles are capitalisable 
and have no impact on operational 
expenditure. 

2.0 

Water operators Insourced water operators to replace 
previously outsourced operations from the 
RTWSP as a result of a review identifying 
ongoing savings from insourcing. 

2.0 

Engineers 
/maintenance 
planner 

Roles are required to assist in providing 
technical support to major proposed 
developments and master plans; assist 
decision-making on long-term CWP. 

4.0 

Procurement 
officer 

Improve contractor management to ensure 
obligations are met, reduce commercial and 
safety risk and improve decision-making. 

1.0 

Environmental 
scientist 

Required for environmental compliance to 
meet the expectations of customers and 
regulators, risk reduction and improve 
decision-making. 

1.0  

Engineer water 
system 
optimisation 
(graduate) 

Required for environmental compliance to 
meet the expectations of customers and 
regulators, reduce risk reduction and 
improve decision-making. 

1.0 

Laboratory 
technician 

Required for environmental compliance to 
meet the expectations of customers and 
regulators, risk reduction and improve 
decision-making. 

1.0 

Table 7.9: Movement in FTE over the PSP4 period 
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PSP 
year 

Role Justification FTE 
Move
ment 
in FTE 

Total 
FTE 

IT specialists and 
project 
management 
staff 

Required for digital transformation to meet 
changing customer expectations, reduce 
risk, improve decision-making and reduce 
long-term costs. 

8.0 

General 
manager/executi
ve assistant 

TasWater has undertaken a review of how it 
approaches asset planning and capital 
delivery. As a result, the asset planning and 
capital delivery function has been separated 
into two divisions.  

2.0 

Water and 
sewerage officers 

The SWP identified and quantified 
TasWater’s mature-age workforce 
demographic, which highlighted the need 
for a plan to effectively transition mature-
age workers to flexible alternatives for work 
arrangements and retirement. Based upon 
this work, TasWater estimates these 
workforce departures. 

–5.0 

FY2022–23 

Water operator 
trainees 

To assist with workforce renewal as 
employees, transition to retirement. 

7.0 

6.0 929.0 

Graduates 

The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. It is anticipated that there will be 
five new graduates and three reductions 
from the previous intake. 

2.0 

Electrical/SCADA 
technicians 

The SWP identified SCADA telemetry 
knowledge and skills as a key capability for 
the business to meet its strategic objectives. 

2.0 

Operators – 
service delivery 
(transition to 
retirement 
strategy) 

The SWP identified and quantified 
TasWater’s mature-age workforce 
demographic, which highlighted the need 
for a plan to effectively transition mature-
age workers to flexible alternatives for work 
arrangements and retirement. Based upon 
this work, TasWater estimate, these 
workforce departures. 

–5.0 

FY2023–
24 

Electrical/SCADA 
technicians 

The SWP identified SCADA telemetry 
knowledge and skills as a key capability for 
the business to meet its strategic objectives. 

3.0 

–1.0 928.0 

Graduates 

The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. It is anticipated that there will be 
five new graduates and four reductions from 
the previous intake. 

1.0 

Operators – 
service delivery 
(transition to 
retirement 
strategy) 

The SWP identified and quantified 
TasWater’s mature-age workforce 
demographic, which highlighted the need 
for a plan to effectively transition mature-
age workers to flexible alternatives for work 
arrangements and retirement. Based upon 
this work, TasWater estimate, these 
workforce departures. 

–5.0 
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PSP 
year 

Role Justification FTE 
Move
ment 
in FTE 

Total 
FTE 

FY2024–
25 

Graduates The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. It is anticipated that there will be 
five new graduates and two reductions from 
the previous intake. 

3.0 

–4.0 924.0 

Operators – 
service delivery 
(transition to 
retirement 
strategy) 

The SWP identified and quantified 
TasWater’s mature-age workforce 
demographic, which highlighted the need 
for a plan to effectively transition mature-
age workers to flexible alternatives for work 
arrangements and retirement. Based upon 
this work, TasWater estimates these 
workforce departures. 

–6.0 

HR specialist The building capability project focused on 
promoting an agile workforce to meet the 
future needs of the business. This was 
originally funded from strategic initiatives 
up to FY2023–24, with one role to be 
included in business-as-usual costs from 
FY2024–25. 

1.0 

Customer-facing 
roles 

The SWP identified a change in the way 
customers will interact with TasWater and 
will expect to interact digitally. As such, it is 
anticipated this will have an impact on the 
number of customer-facing roles. 

–2.0 

FY2025–
26 

Water operator 
trainees 

To assist with workforce renewal as 
employees, transition to retirement. 

7.0 

–17.0 907.0 

Graduates The SWP identified workforce renewal as a 
key priority in terms of building capability by 
providing the required skill sets for the 
future of TasWater to meet its strategic 
objectives. It is anticipated that there will be 
five new Graduates and two reductions 
from the previous intake. 

3.0 

Installation Data 
Review 

The data installation project was established 
to ensure that the water and sewerage 
services provided to an installation are 
correctly billed to the customer. The project 
began in 2019. The project is expected to be 
completed by June 2026, with resourcing 
levels to revert to business-as-usual levels at 
this time. The financial impact of the roles 
ceasing will begin from July 2026. 

-18.049 

Operators – 
service delivery 
(transition to 
retirement 
strategy) 

The SWP identified and quantified 
TasWater’s mature-age workforce 
demographic, which highlighted the need 
for a plan to effectively transition mature-
age workers to flexible alternatives for work 
arrangements and retirement. Based upon 
this work, TasWater estimates these 
workforce departures. 

–6.0 

 
49 The reduction in opex from the decrease in 18 FTE following the completion of the data installation project will not take effect 
until FY2026–27. The reduction from FY2026–27 is estimated to be $1.8 million. 
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PSP 
year 

Role Justification FTE 
Move
ment 
in FTE 

Total 
FTE 

Customer-facing 
roles 

The SWP identified a change in the way 
customers will interact with TasWater and 
will expect to interact digitally. As such, it is 
anticipated this will have an impact on the 
number of customer-facing roles. 

–3.0 

Salaries do not include contractors from the CDO as these costs are incorporated in 
consultancy expenses. 

Opex driver 
FY2020–
21 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Additional FTE from FY2019–20 
actuals (number) 

34.0 62.0 68.0 67.0 63.0 46.0 

Operational cost impact ($’000s) 1,645 4,539 5,089 5,142 4,847 4,8694 

Reduction in travel costs ($’000s) –300 –300 –300 –300 –300 –300 

Total ($’000s) 1,345 4,239 4,789 4,842 4,547 4,569 

Movement each year ($’000s) 1,345 2,894 550 53 –295 22 

7.6.2 Materials and services 

The cost for materials and services has increased by 26.0 per cent (average annual increase 
of 8.1 per cent) between FY2016–17 and FY2019–20. This increase is mainly driven by the 
costs of establishing new customer connections. Table 7.11 shows the forecast movement in 
materials and services costs against each opex driver. 

Opex driver FY2020–21 FY2021–22 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Connections – –5,412 –5,622 –5,765 –5,905 –5,905 

Regional Towns Water Supply Program 
(RTWSP) 

– –640 –640 –640 –640 –640 

Margaret Street SPS 250 – 250 – 250 – 

Biosolids disposal required for the 
upgrade of the Ti Tree Bend STP 

–1,364 –1,364 –1,364 –1,364 –1,364 –1,364 

Biosolids disposal to allow for the 
decommissioning of the Ti Tree Bend STP 
sludge lagoons 

250 250 250 – – – 

Biosolids disposal required after upgrade 
of the Longford STP 

– 250 250 250 250 – 

Contractor costs – electrical/SCADA  
technicians 

– –714 –714 –714 –714 –714 

Total –864 –7,630 –7,590 –8,233 –8,123 –8,623 

Movement each year –864 –6,766 40 –643 110 –500 

7.6.2.1 Connections 

The approach to new connections was reviewed in July 2019 with a view to developing a 
more cost-effective, customer focused model that includes the ability for customers to 
directly engage authorised providers to perform connection works. 

Under the new operating model, customers would have a new connection approved by 
TasWater through the usual assessment process and would then negotiate the timing and 
price for the works directly with a broad panel of authorised providers of customer 

Table 7.10: Change in salaries costs 

Table 7.11: Change in materials and services costs ($’000s) 
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connections. The panel of authorised providers would be required to meet specified 
standards in terms of work health and safety systems, customer service, workmanship and 
data provision. 

It is currently forecast that TasWater will begin gradually transitioning to the new operating 
model during FY2021–22, with the model being fully implemented from 1 July 2022, being 
the first year of PSP4. From 1 July 2022, all customer connections will be through direct 
engagement with an authorised provider under the new operating model, except for those 
which qualify as a standard connection under TasWater’s Connection Policy (see Appendix 6). 
Customers can arrange standard connections directly with TasWater at the quoted 
regulatory price or can choose to engage directly with an authorised provider at a price to be 
negotiated with the selected contractor. 

The net decrease in TasWater’s forecast connection costs over the PSP4 period is 
summarised in Table 7.11 above. 

7.6.2.2 Regional Towns Water Supply Program (RTWSP) 

As part of TasWater’s commitment to providing safe and reliable drinking water, the RTWSP 
Stage 2 removed PHAs for several towns across Tasmania. This involved the construction of 
eight new WTPs, with six being almost identical in size and design. The WTPs were 
completed using a design-and-construct methodology, with an operations and maintenance 
component beginning after practical completion. There were several reasons for outsourcing 
the operations for the initial period after the design and construction, including ensuring 
there were sustainable workloads across the regional service delivery teams when all 
regional town WTPs were completed, and ensuring all TasWater staff had adequate training 
and experience in operating membrane technology plants. 

TasWater has recently reviewed the outsourced model and made the decision to transition 
these services into TasWater operations from 1 July 2021. This decision is no reflection on 
the current operator, who has performed to a high standard and has communicated well 
with TasWater. The reasons for the decision included: 

• Efficiency – TasWater has existing staff closer to the plants than the outsourced 
provider and, in all cases, has staff operating other parts of the water and 
sewerage cycle directly in these towns. The overall cost saving is estimated at 
$0.4 million per annum, comprising a $0.7 million reduction in contractor cost 
partially offset by an additional $0.1 million for a specialist support arrangement 
and $0.2 million for two additional staff. 

• Safety – With TasWater operating these plants, there will be less travel required 
which will lower the risk profile of these operations. 

• Core business – Operating these plants is core business for TasWater with no 
known human resource or other technological reasons to continue to outsource 
the operations. 

• Community – TasWater will take full control of all aspects of the water and 
sewerage cycle in these towns, demonstrating to the community that it is a safe, 
capable and reliable organisation. 

7.6.2.3 Margaret Street SPS periodic pump rotation 

The maintenance practices for the Margaret Street SPS were reviewed after a gap was 
identified in an audit of the local council flood mitigation assets around the Launceston CBD. 
The primary focus of the review was to look at the council’s assets (i.e. flood levees). The 
review identified that the rotation and major inspection of the flood-lifting pumps at the 
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Margaret Street SPS did not have set preventative maintenance programs and this could 
pose a risk of failure in the system. 

To ensure the effective operation of the flood protection system, the position of each pump 
will need to be rotated every two years. As part of the preventative maintenance program, 
the pumps being rotated out will be inspected and repaired as required. Due to the 
complexity and nature of this SPS, the estimated cost of the repairs every two years is 
$0.250 million. 

7.6.2.4 Biosolids 

The following areas are expected to incur non-recurring additional opex: 

• Ti Tree Bend STP biosolids disposal to allow for the decommissioning of sludge 
lagoons 

• Longford STP biosolids disposal to facilitate capital upgrades. 

The Ti Tree Bend biosolids disposal costs of $1.4 million in FY2019–20 were incurred as part 
of a major capital upgrade to the biosolids handling and dewatering equipment at the Ti Tree 
Bend STP and have been removed from the FY2020–21 base year. After the upgrade, 
TasWater is now proceeding with the decommissioning of the Ti Tree Bend sludge lagoons, 
including removal of all onsite sludge. The annual costs of this activity are forecast to be 
$0.250 million through to the end of FY2022–23. 

In addition, desludging of legacy biosolids at the Longford STP will need to occur after the 
completion of the construction of the new Longford STP. The removal of the biosolids is 
expected to begin in FY2021–22 and be complete by FY2024–25. The annual costs of removal 
over this period are forecast to be $0.250 million. 

The estimated cost of removal for these two sites is based on estimated volumes and 
previous costs for similar disposal, with the costs potentially varying based on the 
contamination levels. 

7.6.2.5 Contractor costs (SCADA electrical instrument technician) 

The cost of insourcing SCADA maintenance technicians (refer to Section 7.6.1) will be offset 
by a decrease of $0.7 million in contractor costs. 

7.6.3 Electricity 

The overall unit rate for electricity decreased from FY2019–20 from an average of 
15.89c/kWh to 13.57c/kWh, representing an estimated one-off adjustment of $2.2 million 
based on electricity use of 94,797MWh. The lower prices in the existing forward contracts 
expire between June 2023 and December 2024. These rates are forecast to increase up to an 
average rate of 14.60c/kWh. However, these rates remain below the FY2019–20 actual 
average rate of 15.89c/kWh. TasWater will explore opportunities to re-negotiate prices in 
the market before the expiry of the existing contracts. 

7.6.4 Consultancy 

Table 7.12 shows the changes in consultancy costs against each opex driver for the PSP3 
extension year and each year of PSP4. 
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Table 7.12: Change in consultancy costs ($’000s) 

Opex driver 
FY2020–
21 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

CDO 900 900 900 900 900 900 

Price and service plan support 212 50 – – 460 50 

Total 1,112 950 900 900 1,360 950 

Movement each year 1,112 –162 –50 – 460 –410 

7.6.4.1 Capital Delivery Office 

After the 2017 review of the capital works program, several key improvement opportunities 
were identified that led to the decision to establish the CDO. One of the key findings of the 
review was that there were insufficient resources to fully support the master planning and 
optioneering for the delivery of the capital works program outlined in PSP3 and the LTSP – 
refer to Chapter 6 for more detail on the CDO.  

To be able to deliver the accelerated CWP effectively, an additional $0.9 million is required 
each year for opex incurred in the preliminary, planning and investigation stage of the capital 
project framework. These costs are not able to be capitalised under the Australian 
Accounting Standards.  

The additional preliminary, planning and investigation works will lead to more rigorous 
decision-making on packaging work, thereby increasing efficiency and effectiveness and 
assisting in the delivery of the CWP on time and on budget. 

7.6.4.2 Price and service plan support 

TasWater has used external consulting expertise to support its Price and Service Plan 
proposal and will incur further consultancy costs for the price investigation process. The total 
cost of the support to develop the current pricing proposal is $0.4 million ($0.2 million in 
FY2019–20 and $0.2 million in FY2020–21). A further $0.1 million will be incurred to support 
the price investigation process. 

It is anticipated that similar levels of rigour and customer engagement will be required for 
PSP5 and, given this, a $0.5 million provision has been made to support its submission. 

7.6.5 Regulatory costs 

The TER has advised its component of TasWater’s operating licence has been reduced. Based 
on current information, the FY2018–19 fee has been used as an indication of the ongoing fee 
level. This has resulted in a reduction in FY2020–21 of $0.4 million. 

There are spikes in TasWater’s regulatory costs resulting from the Price and Service Plan 
investigations. The investigations are scheduled to occur in FY2021–22 and FY2025–26 and 
are estimated to cost approximately $0.9 million each year based on past investigations. 

Table 7.13 shows the forecast change in regulatory costs against each opex driver for 
FY2020/21 the PSP3 extension year and each year of PSP4. 

Opex driver 
FY2020–
21 

FY2021–
22 

FY2022–
23 

FY2023–24 FY2024–25 FY2025–26 

Licence reduction  –405 –405 –405 –405 –405 –405 

Price and Service Plan 
Investigations 

– 880 – – – 963 

Total –405 475 –405 –405 –405 558 

Movement each year –405 880 –880 – – 963 

Table 7.13: Change in regulatory costs ($’000s) 
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7.6.6 Community relations 

The Customer Service Code requires that TasWater support and inform customers regarding 
water conservation and water restrictions to maintain a secure water supply. 

Specifically, the Customer Service Code, Section 14.4 requires that “The regulated entity 
must provide information to customers about how it is meeting its responsibilities in relation 
to sustainable use of Tasmania’s water resources and how customers may conserve water”. 

In FY2019–20, compliance with this requirement was funded outside of the business-as-usual 
budget and was therefore removed from the FY2019–20 actuals (refer to Section 7.2.2).  

Given the changing climate, and given the requirement of the Customer Service Code, a 
$0.4 million annual adjustment is required to ensure that customers remain informed in 
relation to the importance of water conservation. The additional funding will allow TasWater 
to build upon its work in FY2019–20 by running a series of statewide communications 
activities to raise awareness of the value of water and encourage year-round water 
conservation. 

7.6.7 Strategic investment 

At the heart of the strategic framework is the LTSP. As outlined in Chapter 1, TasWater’s 
inaugural LTSP 2018–2037 identified the key strategic outcomes TasWater intends to deliver 
to customers and the resulting balance between prices, service standards and the time to 
reach full compliance. These outcomes were those that customers, regulators and 
stakeholders told TasWater were most important to them during the consultation that 
occurred as part of the development of the LTSP 2018–2037 and they have not materially 
changed in the refreshed LTSP 2021–2030.  

Since the LTSP 2018–2037 was published, a number of primary and enabling strategies have 
been developed. These strategies provide the framework for how TasWater will deliver on its 
key strategic objectives over the short-to-medium term, including identifying areas where 
investment must be made.  

Like any business, TasWater needs to make targeted investments to deliver strategic 
objectives, over and above what is required for business-as-usual activities. Accordingly, the 
proposed opex for the PSP4 period includes a transparent funding allocation in each year to 
fund strategic investments considered necessary to deliver strategic objectives to meet the 
expectations of customers, regulators and stakeholders. 

As this investment will directly contribute to the achievement of the strategic outcomes that 
are most important to customers, it is considered appropriate that these costs are 
recoverable from the customer base via TasWater’s prices. If the funding is not recovered, 
TasWater would be required to either fund this investment from business-as-usual opex 
(potentially impacting current service standards) or not fund this investment and put at risk 
delivery of the outcomes identified in the LTSP. 

Table 7.14 shows the proposed change in strategic investment for FY2020-21, the PSP3 
extension year and each year of PSP4. The proposed $8.0 million per annum investment 
from FY2022–23, represents 3.5 per cent (on average) of the total annual opex over the 
period. This is considered a prudent level of investment that achieves an appropriate balance 
between meeting business-as-usual commitments and delivering key strategic objectives. 

Over the period of PSP4, the major focus areas for strategic initiative funding are expected to 
include initiatives that: 

• Improve customer outcomes and improve customer satisfaction 

• Deliver productivity savings through the Productivity Improvement Program 
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• Adopt new digital technologies, where appropriate, to support an efficient and 
agile delivery of services to customers 

• Contribute to the acceleration of the CWP 

• Improve water security in Tasmania and improve resilience to the changing 
climate 

• Quantify and begin to reduce TasWater’s impact on the environment 

• Address any short-term risks to meeting regulatory requirements or achieving 
compliance outcomes. 

To ensure this funding allocation provides value for money to customers, it will be subject to 
a rigorous prioritisation process each year. The prioritisation process will be overseen by the 
TasWater Board and is aimed at ensuring that funding is provided to those investments that 
will have the greatest impact on achieving strategic objectives at the lowest possible cost. 
Investments that receive funding will also be subject to quarterly reviews to ensure the 
expected benefits are being realised. 

Opex driver FY2020–21 FY2021–22 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Strategic investment  5,467 7,000 8,000 8,000 8,000 8,000 

Movement each year 5,467 1,533 1,000 – – – 

 Forecast productivity savings  

As shown in Table 7.15, annual productivity savings of $2.2 million are forecast over the PSP4 
period. These savings are in addition to the $28.6 million of savings that have been achieved 
since TasWater was established in 2013.  

The forecast savings over the PSP4 period equate to 1.1 to 1.2 per cent of total controllable 
regulatory costs each year (i.e. those costs that TasWater has some capacity to influence). 

Opex category 

PSP3 PSP4 

FY2019–
20 

FY2020–
21 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Forecast productivity savings –4,133 –3,562 –2,254 –2,200 –2,200 –2,200 –2,200 
Regulated expenditure 182,910 190,428 191,665 200,066 206,064 213,532 220,722 

Less uncontrollable 
regulatory costs –2,701 –2,296 –3,216 –2,360 –2,401 –2,449 –3,554 

Total controllable regulatory 
costs 180,209 188,132 188,449 197,706 203,663 211,083 217,168 

Savings as a percentage of 
total controllable regulatory 
costs 

2.3% 1.9% 1.2% 1.1% 1.1% 1.0% 1.0% 

In FY2019–20, TasWater’s actual productivity savings exceeded the PSP3 forecast by 
$1.0 million. The main area of savings was from labour productivity efficiency. 

To inform the delivery of the forecast savings, TasWater has engaged Deloitte Financial 
Advisory Pty Ltd to assist in identifying and prioritising the productivity priorities and 
initiatives for the next five years (FY2020–21 to FY2025–26), using the FY2019–20 WSAA 
Opex Benchmarking study as a key input. Development of this five-year roadmap will 
include: 

Table 7.14 Change in strategic investment 

Table 7.15: Productivity savings ($’000s) 
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• Validating the results of industry benchmarking against current performance, 
particularly in those areas where performance is lower than the median when 
compared to relevant peers 

• Investigating and identifying root causes of low performing benchmarks 

• Identifying and quantifying high-level target areas for future productivity 
initiatives that are considered likely to realise achievable and sustainable savings 
for TasWater 

• Identifying areas where sustainable savings are unlikely to be achieved due to 
specific characteristics of TasWater or its operations  

• Discovering how other Australian utilities have optimised their operations. 

For comparison of TasWater’s forecast productivity savings targets, the cumulative efficiency 
dividend forecasts of five other Australian utilities, as well as the average dividend applied by 
15 Victorian utilities in their fourth regulatory period (from 2018), were considered. As 
shown in Figure 7.5, TasWater’s forecast cumulative productivity savings over the next five 
years is only slightly below the average for the interstate utilities considered.  

 Change in demand 

As demand for services increases, some opex costs will also increase. In line with the PSP4 
Guideline, TasWater has considered the costs that vary with water use (variable costs) and 
the costs that are fixed regardless of the volume of water treated and delivered (fixed costs).  

Table 7.16 provides a breakdown of fixed and variable costs and the associated explanation. 

Opex 
category 

Variable 
(%) 

Fixed 
(%) 

Explanation 

Salaries 30% 70% 

Over half of TasWater’s staff costs relate to operations and 
maintenance. To some extent, the number of staff required will 
vary with the demand for water and sewerage services. For 
example, if less water is pumped, then pump maintenance may 
occur less frequently or if small treatment plants are consolidated 

Figure 7.5: Cumulative efficiency dividend 

 

Table 7.16: Fixed and variable cost analysis 
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Opex 
category 

Variable 
(%) 

Fixed 
(%) 

Explanation 

into fewer large treatment plants there may need to be fewer 
staff. 

Materials and 
services 

60% 40% 
As above, a change in demand will have an impact on the cost of 
operations and maintenance and will lead to a portion of these 
costs decreasing if demand decreases materially. 

Chemicals 100% 0% 
Our chemicals are all used for the purpose of treating water and 
sewage. There is a direct correlation between the demand for 
services and chemical use. 

Power 85% 15% 

Most electricity is used to pump water and sewage. The amount 
of electricity used for this purpose is strongly related to the 
demand for water and sewerage services. However, a portion of 
the electricity cost is fixed, for example, the portion that relates 
to the access charge does not change with use. 

Royalties 0% 100% 

Royalty costs have been estimated based on a maximum cap 
given TasWater has reached the cap in recent years. Accordingly, 
royalty costs will not increase further due to an increase in 
demand. 

Facility 
management 

5% 95% 
Our facilities need to be managed irrespective of water use. 
However, the costs of managing facilities used primarily by staff 
may vary to a limited extent as the number of staff changes. 

Information 
systems 

5% 95% 
These costs do not vary with water use but will change marginally 
with a change in staff numbers. The growth in the organisation is 
driven by customer growth. 

Administration  5% 95% 
These costs do not vary with water use but will change marginally 
with a change in staff numbers. 

Motor vehicle 20% 80% 
These costs do not vary directly with water use but will change as 
the size and scope of the organisation changes due to customer 
growth. 

Water 
sampling 

5% 95% 
The water sampling regime is a mandated requirement that 
needs to be undertaken regardless of water use. 

Consultancy 10% 90% 
These costs do not vary directly with water use but will change as 
the size and scope of the organisation changes. 

Regulatory 
costs 

0% 100% 
The regulatory regime (and therefore the cost of complying) does 
not depend on demand. 

Customer 
collection 

80% 20% 
The cost of collecting revenue from customers will increase as the 
number of customers increases. 

Insurance 0% 100% 
These costs relate to the value of insurable assets, which does 
not vary with water use over the regulatory period. 

Governance 10% 90% 
These costs do not vary directly with water use, but will change 
as the size and scope of the organisation changes, including to a 
limited extent with staff numbers. 

Community 
relations 

5% 95% 
Community consultation is a core part of TasWater’s business 
and occurs irrespective of demand, except to the extent that new 
projects are required to meet new demand. 

Weighted 
average 

44% 56% 
Base year opex dollars were used to establish weighting. This may 
inform fixed and variable charges. 

The additional opex requirements are based on the changes in demand outlined in Chapter 
5. From FY2020–21 to FY2025–26 the increase in demand is projected to see opex grow by 
$5.7 million.  

Table 7.17 sets out the breakdown of demand against each opex category.  

Table 7.17: Change in costs due to demand changes in PSP4 submission ($’000s) 
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Opex category 
FY2020
–21 

FY2021
–22 

FY2022
–23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

Total 

Salaries 309 212 805 221 218 225 1,990 

Materials & services 283 135 566 155 197 173 1,509 

Chemicals 110 69 292 108 116 107 802 

Electricity 156 85 421 127 131 128 1,048 

Royalties – – – – – – – 

Facility 
management 5 

3 14 4 4 3 33 

Information 
systems 4 

4 14 6 5 5 38 

Administration  3 2 7 2 2 2 18 

Motor vehicle 8 5 20 5 6 6 50 

Water sampling 2 1 4 1 1 1 10 

Consultancy 7 5 19 5 8 3 47 

Regulatory costs – – – – – – – 

Customer collection 28 18 69 18 18 19 170 

Insurance – – – – – – – 

Governance 1 1 3 1 1 1 8 

Community 
relations – 

– 1 – – – 1 

Total 916 540 2,235 653 707 673 5,724 

 Capex changes  

As new capital projects are commissioned, there is often a change in opex. At this stage of 
TasWater’s journey as a water utility, the introduction of new assets often results in an 
increase in costs to operate and maintain the new equipment, especially where increased 
levels of compliance or a reduction in risk is the driver of the capital investment. For 
example, a new STP may have more treatment assets/additional process stages (incurring 
more electricity and chemical costs), or a higher level of compliance may require additional 
use of machinery to manage and dispose of biosolids. 

There are a number of ways in which TasWater explores the reduction of opex throughout its 
CWP. These include: 

• Looking for opportunities to rationalise assets that result in a reduction of 
overheads 

• Incorporating metrics in the prioritisation methodology that take into account a 
reduction in operational costs 

• Using an NPV assessment over a 30-year period to assist in determining the 
preferred option for a project 

• Adopting a full life-cycle approach for asset management (refer to Chapter 6) 

• Increasing the investment in plant automation and digital solutions to more 
efficiently and effectively operate and manage assets, improve customer 
journeys and increase effectiveness. 

Currently the capital works program is designed to increase compliance and reduce risk in 
TasWater’s systems. A large proportion of projects therefore bring about increases to the 
level of compliance and, consequently, generally result in higher ongoing opex. The 
additional opex requirement is based on the planned CWP outlined in Chapter 6. 

Future opex changes resulting from forecast capex projects are shown in Table 7.18. 
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Table 7.18: Opex changes resulting from forecast capex ($’000s) 

Project title 
FY2020–
21  

FY2021–
22  

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

King Island WTP upgrade 235 235 235 235 235 235 

Bushy Park WTP waste stream 
improvement – 280 280 280 280 280 

New Branxholm reservoir  – 20 20 20 20 20 

Longford STP upgrade – –50 90251 902 902 902 

Latrobe sewerage system – 
network upgrade – – 3 3 3 3 

Bryn Estyn major WTP upgrade – – 1,748 3,244 3,244 3,244 

UV program – Stage1  – – – 200 200 200 

Queenstown STP remediation – – – 20 20 20 

Lake Mikany Dam upgrade    –20 –20 –20 

Decommissioning of Rosebery 
raw water pump station – – – –20 –20 –20 

Upper Reservoir Dam upgrade – – – –20 –20 –20 

Turriff Lodge STP upgrade – – – 80 80 80 

Hamilton STP relocation – – – 135 135 135 

Cygnet outfall – – – – 7 7 

Rosny STP optimisation – – – – 85 85 

Geeveston outfall – – – – 10 10 

Tamar Estuary River Health 
Action Plan – – – – 850 850 

Flagstaff Gully Dam risk 
reduction – – – – –20 –20 

Lower Reservoir Dam upgrade – – – – –20 –20 

Stubbs Point and Johnson 
Beach SPS network upgrade – – – – 250 250 

Scottsdale STP optimisation – – – – 77 77 

Sheffield STP upgrade – – – – 256 256 

Wynyard STP upgrade – – – – 190 190 

Tasman Highway Orford – 
trunk main – – – – 25 25 

UV program – Stage 2 – – – – 240 240 

Westbury STP upgrade and 
reuse – – – – 150 150 

Smithton STP upgrade – – – – – –175 

Pioneer water supply system – – – – – 135 

Bicheno STP recycled water 
scheme expansion – – – – – 35 

Pet Dam safety upgrade – – – – – –25 

Burnie STP optimisation – – – – – 25 

Davis Street SPS upgrade – – – – – 35 

RTWSP Stage 4 (Bothwell, 
Dover, St Marys, Oatlands) – – – – – 120 

 
50 The Longford STP is scheduled to be commissioned in October 2021. For FY2021–22, the additional opex will be funded from 
strategic initiative funding and allocated to business as usual in FY2022–23. 
51 The $0.9 million includes 2 FTEs to operate Longford STP. 
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Project title 
FY2020–
21  

FY2021–
22  

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Blackman Bay River Dam No 2 
upgrade – – – – – –20 

Ulverstone STP upgrade – – – – – 260 

Macquarie Point STP 
relocation – – – – – 861 

Total 235 535 3,188 5,059 7,159 8,410 

IT investments 1,034 2,073 2,873 3,559 3,689 3,789 

Total increased opex resulting 
from capex 1,269 2,608 6,061 8,618 10,848 12,199 

TasWater has analysed the capital infrastructure projects that are to be commissioned 
during PSP4 and estimates that total opex needs to increase by $12.2 million per annum by 
the final year of PSP4, despite opex savings from some projects. 

The remaining capex projects are expected to have negligible impact (increasing or 
decreasing) on opex and have not been included in the table above or the opex forecast for 
PSP4. 

 Service standards  

Chapter 4 outlines TasWater’s proposed service standards for PSP4, including service targets. 
These are informed by customer feedback, previous performance over PSP3 and TasWater’s 
capacity to respond over the PSP4 period. 

The significant improvements in the proposed service standards stem partly from capital 
investment and partly from operational spend on strategic initiatives. 

 Cost allocation 

7.11.1 PSP3 

In PSP3, unregulated expenditure of $7.3 million was excluded from the regulatory cost build 
up. Direct unregulated expenditure such as power, chemicals and maintenance costs were 
budgeted against individual unregulated assets, where possible. In addition to these direct 
costs, a share of salaries and administration costs was allocated to unregulated expenditure 
based on the proportion of total revenue. 

Regulated opex was allocated between water and sewerage. Where possible, costs were 
allocated directly between water and sewerage assets. Where direct allocation was not 
possible, an allocation of 53/47 (water/sewerage) was used. This reflected the ratio of water 
to sewerage revenue. The resulting allocation is set out in Table 7.19. 

Table 7.19: PSP3 cost allocation 

Opex category Water Sewerage 

Chemicals, power and royalties 51% 49% 

Materials and services 40% 60% 

Water sampling 51% 49% 

Salaries and related personnel expenditure 53% 47% 

Governance 50% 50% 

Information systems 53% 47% 

Customer collection expenses 51% 49% 

Consultancy 75% 25% 

Administration  53% 47% 
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Opex category Water Sewerage 

Community relations 42% 58% 

Facility management 41% 59% 

Insurance 54% 46% 

Motor vehicle 53% 47% 

Total 51% 49% 

7.11.2 PSP4 direct attribution 

TasWater’s preference is to directly attribute costs to either water or sewerage and to either 
regulated or unregulated categories. This can be done when an expense relates to a 
particular asset. For example, for operational staff there is a record of work orders that 
relate to either a water or sewerage asset. 

The TER requires TasWater to generate regulatory accounts. The most recent was for 
FY2019–20, with directly attributed costs as shown in Table 7.20. 

 Regulated Unregulated   

Opex category Water Sewerage Water Sewerage 
Total 
Allocated 

Total 
Unallocated 

Salaries 11,087 11,201 – 45 22,333 60,890 

Materials and 
services 

17,797 19,118 – 347 37,262 1,212 

Chemicals 4,801 4,031 – – 8,832 – 

Electricity 8,112 6,618 – – 14,730 291 

Royalties 2,734 – – – 2,734 – 

Facility 
management 

2,452 2,261 – 40 4,753 4,018 

Information 
systems 

– – – – – 6,397 

Administration  – – – – – 4,841 

Motor vehicle – – – – – 3,318 

Water sampling 893 678 – – 1,571 1,001 

Consultancy – – – – – 5,427 

Regulatory costs 120 664 – – 784 1,916 

Customer 
collection 

– – – – – 2,794 

Insurance – – – – – 2,333 

Governance – – – – – 963 

Community 
relations 

– – – – – 225 

Total 47,996 44,571 – 432 92,999 95,626 

As shown in Table 7.20, approximately 49.3 per cent of total opex was directly attributed. 
This requires the remaining 50.7 per cent to be allocated between water and sewerage and 
regulated and unregulated. 

Table 7.20: FY2019–20 direct opex allocation ($’000s) 
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7.11.3 Unregulated cost allocation 

Some of TasWater’s activities fall outside the PSP4 regulatory process. Accordingly, these 
costs should be removed from the regulated cost base to ensure that regulated customers 
do not pay for costs that only benefit unregulated customers. 

However, quarantining these costs can be difficult as a portion will relate to shared overhead 
costs. The revenue for unregulated services can be used as a proxy for delivery costs of these 
services as the unregulated prices are set to recover costs or are continuing to move towards 
cost recovery. The revenue collected is shown in Table 7.21. 

Reuse and/or recycled water schemes vary between unregulated services and least cost 
sewage disposal solutions. Reuse is considered on a case-by-case basis when developing 
possible solutions for addressing non-compliant systems or treatment plants. In keeping with 
the EPA requirement, TasWater undertakes an assessment for all STP improvement plans. In 
undertaking this assessment, TasWater seeks to identify opportunities to divert water from 
treated effluent for beneficial purposes including irrigation of agricultural, forestry or public 
land. The sensitivity of receiving environments is an important consideration; however, the 
underlying premise is to identify the least-cost solution for customers. 

TasWater holds various contracts for supply of irrigation water and will progressively move 
toward full cost recovery over time (or least-cost customer solutions in some reuse cases). 

Table 7.21: Unregulated revenue ($’000s) 

Revenue item Revenue collected 

Trade waste – volumetric. Cat. 3 and 4 9,076 

Trade waste – fixed Cat. 3 and 4 606 

Irrigation – volumetric 1,314 

Irrigation – fixed 104 

Tankered waste 1,116 

Rent 505 

Total 12,721 

The $12.7 million of unregulated revenue shown in Table 7.21 makes up approximately 
3.6 per cent of total revenue. This calculation has been used as the basis for allocating opex 
(excluding depreciation) to unregulated costs which is approximately $5.7 million. 

Therefore, there is $89.9 million (costs to be allocated $95.6 million less unregulated costs of 
$5.7 million) in regulated costs to allocate between water and sewerage.  

7.11.4 Water and sewerage regulated cost allocation 

It is not possible to directly attribute a cost to either water or sewerage for all expenses. For 
example, many corporate staff support the needs of the entire business and it is not practical 
or possible for staff to itemise the proportion of their time spent on water or sewerage. 
Likewise, overhead costs support the entire business. 

Where a large portion of an opex category is directly attributed, it is considered that the 
balance of the opex category should be allocated using the direct costs split. For example, if 
48 per cent of direct salary costs are attributed to regulated water, 48 per cent of the 
unallocated portion will also be allocated to regulated water. 

Table 7.22 provides an overview of how TasWater has allocated the $89.9 million in non-
directly attributable regulated costs between water and sewerage. It identifies for each opex 
category what has been determined to best reflect the driver of the costs. 

Table 7.22: Opex allocation method 
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Opex category 
Unallocated 
amount 
($’000) 

Expense 
allocation 
method 

Reason Water % 
Sewerage 
% 

Salaries and 
related 

57,968 Direct staff 

The balance of these costs is allocated based 
on the direct cost split. This reflects that 
related expenditure, such as training, annual 
leave and staff allowances, will closely match 
the direct expenditure. 

For staff not directly attributed, it is 
considered their work supports direct 
activities and should be allocated on the 
same basis as direct salary costs. 

50% 50% 

Materials and 
services 

58 Direct materials 
Most material and services costs are directly 
attributed. Those that are not should be 
allocated using the direct cost breakdown. 

48% 52% 

Electricity 140 
Direct 
electricity 

Most power costs are directly attributed. 
Those that are not should be allocated using 
the direct cost breakdown. 

55% 45% 

Facility 
management 

3,665 
Direct facility 
management 

Many facilities service both water and 
sewerage assets, so only approximately 
30 per cent of facility management costs can 
be directly attributed. The balance of the 
costs are allocated based on directly 
attributed facility management costs. 

52% 48% 

Information 
systems 

6,167 
Direct staff 
costs 

Overhead costs cannot be directly attributed. 
Information system costs will relate to the 
number of staff and should be allocated 
using direct staff costs. 

50% 50% 

Administration  4,667 
Direct staff 
costs 

Overhead costs cannot be directly attributed. 
Administration costs will relate to the 
number of staff and should be allocated 
using direct staff costs. 

50% 50% 

Motor vehicle 3,198 
Direct staff 
costs 

The use of motor vehicles is generally for 
field staff to undertake operations and 
maintenance. Their use will be in proportion 
to the nature of the work being undertaken. 
Therefore, the costs are allocated based on 
directly attributed staff costs. 

50% 50% 

Water sampling 909 
Direct water 
sampling 

Most water sampling costs are directly 
attributed. Those that are not should be 
allocated using the direct cost breakdown. 

57% 43% 

Consultancy 5,231 
47% water 

53% sewerage 

The nature of the consultancy costs varies 
considerably but should be based on a 47:53 
spilt based on forecast expenditure. 

47% 53% 

Regulatory costs 1,820 
50% water 

50% sewerage 

This cost relates to TasWater’s annual 
operating licence cost. In the absence of 
information to allocate costs directly 
between water and sewerage, the operating 
licence costs have been based on 50:50 split. 

50% 50% 

Customer 
collection 

2,694 Revenue split 

The costs of recovering revenue will vary but 
should be based on the amount of revenue 
collected which for water and sewerage is 
51:49. 

51% 49% 

Insurance 2,249 RAB split 
The cost of insurance should be allocated 
based on the replacement value of the 
underlying assets. 

39% 61% 
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Opex category 
Unallocated 
amount 
($’000) 

Expense 
allocation 
method 

Reason Water % 
Sewerage 
% 

Governance 928 
Total direct 
costs 

These costs relate to the entire business and 
should be allocated based on total costs. 

50% 50% 

Community 
relations 

217 
Total direct 
costs 

Community relations expenses generally 
relate to the entire business and should be 
allocated based on total costs. 

52% 48% 

Total 89,911   50% 50% 

As a result of direct attribution and allocation process, 50.0 per cent (PSP3 51.2 per cent) of 
regulated costs relate to water and 50.0 per cent (PSP3 48.8 per cent) relate to sewerage. 
Relative to PSP3, there is a 1.2 per cent decrease in the portion allocated to water. 

TasWater expects that its allocation will continue to improve in future years as greater 
activity-level cost data is collected through the improved asset management information 
system. 

 Total regulated expenditure 

Table 7.23 shows the total regulated expenditure for PSP4. It is based on the total forecast 
opex in the PSP4 submission (Section 7.3 above), the results of the direct attribution and the 
allocation process. 

Opex category 

PSP3 PSP4 

FY2020–
21 PSP4 
base 
year 

FY2021–
22 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Salaries 84,355 90,066 94,489 97,620 100,463 104,014 

Materials and services 37,615 31,786 33,321 33,954 35,929 36,956 

Chemicals 9,156 9,527 10,237 11,389 12,510 13,301 

Electricity 12,763 12,053 14,197 15,779 17,807 19,891 

Royalties 2,734 2,769 2,810 2,859 2,916 2,982 

Facility management 8,558 8,619 8,762 8,919 9,101 9,309 

Information systems 7,262 8,390 9,322 10,158 10,446 10,720 

Administration 4,745 4,806 4,885 4,973 5,075 5,191 

Motor vehicle 3,259 3,284 3,324 3,349 3,375 3,401 

Water sampling 2,520 2,553 2,595 2,641 2,696 2,757 

Consultancy 6,446 6,342 6,370 6,484 7,114 6,858 

Regulatory costs 2,213 3,101 2,275 2,314 2,361 3,426 

Customer collection 2,764 2,816 2,927 2,997 3,077 3,166 

Insurance 2,517 2,703 2,903 3,118 3,348 3,596 

Governance 959 1,001 989 1,038 1,028 1,052 

Community relations 657 665 676 688 702 718 

Strategic investments 5,467 7,000 8,000 8,000 8,000 8,000 

TER’s efficiency factor –3,562 –5,816 –8,016 –10,216 –12,416 –14,616 

Total 190,428 191,665 200,066 206,064 213,532 220,722 

 

Table 7.23: Total regulated opex ($’000s) 
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8 Regulated revenue requirement  

 

TasWater needs to recover revenue to fund the regulated services that it provides to its customers. 
The revenue requirement has been developed using the post-tax building block method. The 
revenue requirement for each period reflects the following costs: 

• Opex 

• Return on capital: regulatory depreciation 

• Tax allowance  

• Return on capital: cost of capital – comprising the cost of the debt and equity that 
together make up the total amount of capital invested in the regulated business 

• Offset for inflationary gain. 

Each of these components is discussed below. 

 Operating expenditure 

Detailed opex forecasts are shown in Chapter 7. Table 8.1 summarises the actual and forecast opex 
for PSP3 and PSP4. It is split between water and sewerage, and fixed and variable components, 
consistent with the TER’s PSP4 Guideline. Opex classified as costs for unregulated services has been 
deducted from the totals below. 

Year FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025-26 
Forecast 

Water opex 

Fixed 54,929 55,932 59,360 60,745 62,070 62,935 63,950 65,103 

Variable 37,389  36,810  37,082 36,209 39,946 42,082 44,774 47,107 

Total 92,318  92,742  96,442 96,954 102,016 105,017 108,724 112,210 

Sewerage opex 

Fixed 53,456 54,517 58,015 59,530 60,681 61,544 62,590 63,920 

Variable 34,713 35,651 35,971 35,181 37,369 39,503 42,218 44,592 

Total 88,169 90,168 93,986 94,711 98,050 101,047 104,808 108,512 

Total opex 

Fixed 108,385 110,449 117,375 120,275 122,751 124,479 126,540 129,023 

Table 8.1: PSP4 opex requirement ($’000 nominal) 

Key points 

• The TER specifies the building block approach, which is considered best practice economic 
regulation, to determine the revenue requirement for PSP4. 

• The building blocks consist of the full recovery, within statutory limits, of the main 
regulated costs, namely, efficient opex, regulatory depreciation and the return on capital. 

• The total revenue requirement in PSP4, if costs were to be fully recovered at the statutory 
limit is in excess of $1.74 billion over the PSP4 period. 

• However, customers have indicated that affordability is a key issue for them and that 
compliance improvements need to be balanced with the impact of price increases. 

• TasWater agreed with its shareholders to limit price increases to a maximum of 
3.50 per cent per annum until 30 June 2025. This has been supported by equity injections 
from the government and external funding for projects that would not otherwise be 
deemed prudent and efficient under the regulatory model. 
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Year FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025-26 
Forecast 

Variable 72,102  72,461  73,053 71,390 77,315 81,585 86,992 91,699 

Total 180,487  182,910  190,428 191,665 200,066 206,064 213,532 220,722 

 Regulated asset base (RAB) 

The RAB represents the asset value that a business can earn a return on (return on capital), and the 
value that is returned to the business over the economic life of the assets as regulatory depreciation 
(return on capital). TasWater is required to establish, maintain and roll forward two separate RABs:  

RABEXISTING – assets transferred to the previous regulated entities before 1 July 2011  

RABNEW – “new” assets purchased or constructed by the previous regulated entities and the current 
regulated entity after 1 July 2009. 

The RAB for existing assets will therefore gradually decline over time due to regulatory depreciation 
and disposals reducing the value of those assets, while the RAB for new assets will increase with 
expenditure on capital projects. 

Each RAB is split between water and sewerage assets. 

8.2.1 Opening RAB 

The opening RAB value in each financial year is equal to the closing balance from the previous 
financial year. The RAB roll-forward requires the calculation of the RAB on 1 July 2022. This is 
calculated by using the: 

• Closing RAB from the second year of PSP3 (rolled actual values at 30 June 2020) 

• Plus forecast capex 

• Minus forecast contributions 

• Minus forecast regulatory depreciation 

• Minus forecast asset disposals 

• Plus forecast inflationary change. 

As shown in Table 8.2, the PSP3 RAB forecast uses actual RAB values as at 30 June 2020 and updated 
forecasts for the remainder of PSP3 to roll forward the opening PSP3 RAB and establish a closing 
PSP3 RAB. The closing PSP3 RAB becomes the opening PSP4 RAB. 

RAB FY2018–19 
Actual 

FY2019–20 
Actual 

FY2020-21 
Forecast 

FY2021–22 
Forecast 

Opening RAB 3,182,625  3,298,564  3,380,703 3,498,023 

Capex 135,931  126,895  171,722  200,463  

Disposals -5,098 -6,158 -6,843 -547  

Depreciation – Existing -53,844 -53,376 -52,902 -52,127 

Depreciation – New -23,138 -33,598 -44,218  -47,941  

Contributions  -4,747 -4,401 -4,530  -677 

Inflationary gain 66,835 52,777  54,091 43,725  

Closing RAB 3,298,564  3,380,703 3,498,023  3,640,919 

On this basis, the 30 June 2022 closing RAB value is $3.678 billion and becomes the opening value for 
PSP4. This opening RAB balance is detailed below in Table 8.3 between the categories of new and 
existing, and water and sewerage. 

Table 8.2: Updated PSP3 RAB roll forward ($’000) 
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Table 8.3: Opening RAB for FY2022–23 ($’000s) 

RAB 1 July 2022  

Water – existing 1,187,438  

Water – new 863,359 

Sewerage – existing 1,045,818 

Sewerage – new 544,304  

Total 3,640,919 

8.2.2 Roll-forward RAB 

During PSP4, the forecast RAB is rolled forward in the same way. The roll-forward of the total RAB is 
shown in Table 8.4 and the amounts rolled forward are detailed in Table 8.5 between the categories 
of new and existing, and water and sewerage. 

RAB FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Opening RAB  3,641,046   3,817,178   3,929,551   3,993,508  

Capex  224,976   231,604   225,359   219,872  

Disposals -63  -2,905  -11,519  -3,350  

Depreciation – existing -51,683  -51,414  -51,289  -50,881  

Depreciation – New -51,078  -57,414  -63,948  -73,940  

Contributions  -637  -74,299  -113,237  -10,361  

Inflationary gain  54,616   66,801   78,591   89,854  

Closing RAB  3,817,178   3,929,551   3,993,508   4,164,703  

RAB 1 July 
2022 

1 July 2023 
1 July 
2024 

1 July 
2025 

Water – existing  1,187,438   1,177,769   1,168,534   1,164,486  

Water – new  863,486   997,425   1,093,146   1,188,980  

Sewerage – existing  1,045,818   1,037,241   1,031,330   1,016,806  

Sewerage – new  544,304   604,742   636,540   623,237  

Total  3,641,046   3,817,178   3,929,551   3,993,508  

8.2.2.1 Contributions 

Capital contributions are assets contributed by third parties, and include: 

• Developer charges 

• Customer connection charges 

• Government grants and contributions  

• The value of gifted assets. 

Third party capital contributions are taken off the value of the RAB when the asset is commissioned. 

Developer charges 

TasWater collected $0.1 million in developer charges in FY2019–20, which is forecast to remain 
relatively stable until the transition to the proposed shared infrastructure contribution charge during 
PSP4, as shown in Table 8.6. 

Currently, where there is no system capacity and an upgrade is required, developers tend to defer or 
avoid the development as they will incur the full cost of the capacity upgrade, while close followers 
contribute nothing. The proposed framework will help to remove the current first-mover 

Table 8.4: Forecast RAB roll forward for PSP ($’000) 

Table 8.5: Opening RABs for PSP4 ($’000s) 
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disadvantage by sharing more equitably the cost of capacity upgrades via the introduction of a 
shared infrastructure contribution charge. It is proposed that the new framework would begin from 
1 July 2023, so as to provide developers with a one-year period to build in the charge to 
development assessments and costings. 

As noted in Chapter 2, the engagement with stakeholders indicated that 56 per cent of respondents 
believe the proposed developer charges framework will address the concerns raised by the 
stakeholders in the initial consultation on the subject. A further 16 per cent believe the proposed 
approach addresses the identified concerns and issues to a moderate extent. 

FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

408  142 142 90 92 9,846 9,983  10,123 

Customer connection charges  

TasWater collected $4.3 million in customer connection charges in FY2019–20, and FY2020–21 is 
forecast to remain at a similar level. 

The existing approach to new connections was reviewed in November 2019 with a view to 
developing a more customer-focused and efficient model that enables customers to directly engage 
with the authorised providers performing connection works. The review concluded that it is possible 
to implement a new operating model whereby customers deal directly with, and make payments 
directly to, a panel of authorised providers. 

The exception to the new operating model is those connections which qualify as a standard 
connection under TasWater’s Connection Policy (see Appendix 6). Customers can arrange standard 
connections directly with TasWater at the quoted regulatory price or can choose to engage directly 
with an authorised provider at a price to be negotiated with the selected contractor. 

Under the new operating model, customers would have a new connection approved through the 
normal assessment process and would then be able to negotiate timing and price for the works 
directly with a member of the authorised providers panel. The panel of authorised providers would 
be required to meet specified standards in terms of work, health and safety systems, customer 
service, workmanship and data provision. 

With customers engaging directly with authorised providers and making payment directly to them, 
TasWater’s revenue is forecast to reduce by approximately $3.7 million from FY2021–22 and its 
expenditure for customer connection activity is forecast to reduce by $5.4 million. The revenue 
projected from FY2021–22, as shown in Table 8.7, relates to standard customer connections where 
TasWater is directly engaged by the customer to complete the work rather than the customer 
accessing the panel. 

FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

4,340 4,259 4,387 590  544  452  353  238  

Government grants and contributions 

During the remainder of the PSP3 period and throughout PSP4, TasWater forecasts that it will 
receive external funding for the Macquarie Point STP relocation and the TERHAP. TasWater’s 
contribution to these capital projects has been included in its CWP (Chapter 6). 

Table 8.6: Developer charges ($’000 nominal) 

Table 8.7: Customer connection charges ($’000 nominal) 
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Preliminary planning, investigation and design activities have begun relating to the future relocation 
and decommissioning of the Macquarie Point STP. The total value of the project is forecast to be 
$160.0 million (capex of $130.9 million and operating costs of $29.1 million). 

The Tasmanian Government will contribute $100.0 million towards the cost of the relocation and 
upgrade project. The $100 million contribution includes $70.9 million for the capital component, and 
$29.152 million for operating expenses associated with the project.  

The capital revenue will be recognised on commissioning of the works and will offset the RAB in 
FY2024–25, noting that this timeline is subject to the finalisation and approval of a grant deed 
between TasWater and the Tasmanian Government.  

To ensure TasWater’s contribution to the relocation of the Macquarie Point STP is prudent and 
efficient, it undertook cost-benefit analysis including an NPV assessment to ensure the cost of 
undertaking the project over the agreed timeline was balanced with the benefits customers will 
experience. 

The capital works for TERHAP are due to begin in FY2021–22 and be completed by 30 June 2024. The 
total cost of the project is forecast at $129.9 million with external funding totalling $96.0 million. 
This is to be received from the federal and Tasmanian governments ($85.0 million) and from the City 
of Launceston ($11.0 million). The grant funds will be recognised on commissioning of the works and 
will offset the RAB. This is expected to occur over two years, $64.0 million in FY2023–24 and 
$32.0 million in FY2024–25, as shown in Table 8.8. 

Table 8.8: Government grants and contributions ($’000 nominal)  

Projects FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

Water – – – – – – – – 

Sewerage – – – – – 64,000 102,900 – 

Total – – – – – 64,000 102,900 – 

Gifted assets 

Assets are typically gifted when a developer transfers water and sewerage assets for a new estate to 
TasWater to be used to service those customers. As TasWater did not pay for the assets, it is 
appropriate that they be excluded from the RAB. 

Over the past two years, an average of $29.9 million of gifted assets was received. This revenue 
stream has been forecast to continue materially in line with historical averages. However, as this is a 
development-driven activity outside TasWater’s control, forecasting includes a high degree of 
uncertainty with the annual amount varying materially year to year. 

FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

29,227 30,656 28,600 28,912 29,201 29,493 29,788 30,086 

8.2.3 Regulatory depreciation 

As required in the TER’s PSP4 Guideline, depreciation expense has been calculated, as shown in 
Table 8.10, for: 

 
52 The $29.1 million operating costs relate to preliminary works $3.5 million and $25.6 million in decommissioning and asset write-off 
costs. 

Table 8.9: Gifted assets ($’000s) 
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• Existing assets based on a straight-line method using a weighted average value of 
TasWater’s existing assets over each financial year period  

• New assets based on a line-by-line approach as determined in TasWater’s regulatory 
asset register. 

For projects that began on or after 1 July 2018, depreciation expense will not begin until the project 
is completed and the asset is commissioned for use. However, for projects that began before 1 July 
2018, depreciation expense is recognised as capex is undertaken and before commissioning.  

Description FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021-22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

Water – 
existing 

28,704  28,431  28,165 27,724 27,480 27,351 27,179 27,151 

Water – new  12,523   18,410   24,996   27,352   30,283   33,251   34,930   36,343  

Sewerage – 
existing 

25,141 24,946 24,738 24,401 24,203 24,063 24,110 23,730 

Sewerage – 
new 

10,657 15,200 19,154 20,474 20,794 24,162 29,019 37,597 

Total  77,025   86,987   97,052   99,951   102,761   108,828   115,237   124,821  

8.2.4 Asset disposals and write-offs 

TasWater has identified the assets that have been, and are planned to be, disposed of in future 
financial years. These values shown in Table 8.11 are deducted from the RAB in the year of disposal.  

Asset type FY2018–
19 
Actual 

FY2019–
20 
Actual 

FY2020–
21 
Forecast 

FY2021–
22 
Forecast 

FY2022–
23 
Forecast 

FY2023–
24 
Forecast 

FY2024–
25 
Forecast 

FY2025–
26 
Forecast 

Water – existing 2,991  3,193 4,295 539  –  2,495  241  281  

Water – new 705 792 329  8 –  410 238 317 

Sewerage – 
existing 

939  1,549 2,161 –  62 –  11,04053  2,202  

Sewerage – 
new 

463  624  58 –  1  –  –  550 

Total disposals 5,098 6,158 6,843 547 63  2,905 11,519  3,350 

8.2.5 Tax allowance 

From 1 January 2019, TasWater was withdrawn from the National I Tax Equivalent Regime after the 
passing of the Water and Sewerage Legislation (Corporate Governance and Pricing) Amendment Act 
2018. As such, TasWater is no longer required to pay income tax. To determine the most appropriate 
way to address this change in this submission, MJA was engaged to provide guidance. Appendix 12 
provides the detailed review undertaken by MJA. 

In summary, the advice received states that because TasWater is not subject to income tax, it is 
appropriate that the benchmark efficient private business that it is compared to would be one that 
does not pay income tax. The result would be that no tax allowance is provided in the revenue 
building block and instead would be zero for each year of the PSP4 period, which is consistent with 
the expected income tax expense records of TasWater. 

 
53 The disposals in FY2024–25 include $11.0 million for the Macquarie Point STP. 

Table 8.10: Regulatory depreciation ($’000s) 

Table 8.11: Asset disposals and write-offs ($’000s) 
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The investigations did not identify another water utility exempt from income tax and using this 
approach. However, a similar approach has been adopted by the Essential Services Commission (Vic) 
for regional water utilities in Victoria that have accumulated tax losses that result in no income tax 
being paid by these entities. 

 Return on capital 

In developing the proposed return on capital for the PSP4 period, TasWater engaged MJA to advise 
on the appropriate methodologies for setting key cost of capital parameters. 

The following provides an overview of the approach adopted for PSP3 and the rationale for the 
recommended approach for PSP4 for each of the key weighted average cost of capital (WACC) 
parameters to apply to new and existing assets. Appendix 12 provides the detailed review 
undertaken by MJA.  

8.3.1 Cost of debt 

8.3.1.1 Approach for PSP3 

The TER, in its final determination for PSP3 estimated a cost of debt using a combination of ‘on the 
day’ and ‘historical data’. This included: 

• The risk-free rate calculated using a midpoint between the ‘40-day trading average’ and 
a ‘daily average of the previous nine to one years’ of the ten-year Commonwealth 
Government securities 

• The debt risk premium calculated using an average of the ‘40-day trading average’ and a 
‘daily average of the last nine to one years’ of ten-year Commonwealth Government 
securities 

• A debt issuance cost of 0.1 per cent. 

8.3.1.2 Proposed approach for PSP4 

The assessment by MJA of the optimal weightings of ‘on the day’ and ‘trailing average’ approaches 
to the total cost of debt analysis used an NPV = 0 test to determine the preferred approach. The 
results of this assessment showed that the ‘trailing average’ approach: 

• Produces a better fit to the actual costs of debt incurred by a firm (NPV = 0 test) 
compared with the ‘on the day’ approach 

• Reduces volatility in output prices to consumers 

• Is preferred even if the current low interest rates are expected to continue at this level 
for 10 years after which they gradually revert to their historical average. 

Based on analysis undertaken by MJA, TasWater proposes to set the total cost of debt for the PSP4 
period using a ‘trailing average’ approach. 

A ‘trailing average’ approach to the cost of debt is used by a number of other regulators, including: 

• The Australian Energy Regulator – The AER applies a 10-year ‘trailing average’ to energy 
businesses on the basis that they would seek to issue long-term debt where possible to 
match the lives of their assets in order to minimise refinancing risk.54 

• Essential Services Commission (Vic) – The ESC applies a 10-year ‘trailing average’ 
approach to estimate the benchmark cost of debt for all water businesses. The ESC 
considers this approach better aligns the regulatory allowance to actual cost of debt for 
an efficient business.55  

 
54 AER, Rate of Return Instrument – Explanatory Statement, December 2018, p.299. 
55 ESC, Water Pricing Framework and Approach – Implementing PREMO from 2018, October 2016, p.27. 
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• Essential Services Commission (SA) – ESCOSA applies a 10-year ‘trailing average’ to 
estimate SA Water’s costs of debt. This is on the basis that the ‘trailing average’ 
approach aims to reflect the actual debt management approaches of an efficient 
benchmark entity.56 

• The Independent Competition and Regulatory Commission – The ICRC introduced a 
‘trailing average’ approach in its 2018–23 determination for Icon Water. This was on the 
basis that it is broadly consistent with evolving regulatory practice and will likely result 
in a less volatile price path for consumers.57 

For the purposes of estimating a ‘trailing average’ for the total cost of debt (including the risk-free 
rate and debt risk premium), TasWater has used a similar approach to the AER. This approach takes a 
10-year average of BBB RBA data using only the RBA monthly data, where one-third weight is placed 
on the yield for A bonds and two-thirds weight on the yield for BBB bonds to estimate the yield on 
BBB+ bonds. 

Following the AER’s methodology,58 the yields reported by the RBA (being the sum of the 10-year 
swap rate plus the margin over swap of the same term to maturity for bonds that have a residual 
maturity of approximately 10 years) are adjusted using linear interpolation so that the margin over 
swap is for bonds of exactly 10 years residual maturity. This results in cost of debt of 4.85 per cent, 
when calculating a 10-year ‘trailing average’ to the end of April 2021. 

TasWater also proposes to include a debt issuance cost of 0.1 per cent in the total cost of debt. This 
is consistent with the PSP3 WACC and the AER’s current approach to setting the cost of debt.  

8.3.2 Equity beta 

8.3.2.1 PSP3 approach 

For the PSP3 period, the equity beta was set by the TER at 0.65. This was based on its review of: 

• Four Australian energy network businesses that were still listed in 2016 (0.57)  

• Industry panel data, which included an average estimate over a five-year period for 16 
listed water and sewerage companies in the United States and the United Kingdom 

• Equity betas set for other Australian water businesses.  

8.3.2.2 PSP4 proposed approach 

Data from the industry panel used in the PSP3 estimate was only based on five years of data. 
Estimates based on such a short period of time can be highly unreliable. MJA recommended that a 
reliable use of estimates for relevant foreign companies is provided by the AER’s 2018 Rate of Return 
Instrument, which extends over a 23-year period from 1995–2018. This data includes: 

• All regulated energy network businesses yielding an estimate of 0.57 

• Fifty-six US energy network businesses yielding an estimate of 0.78.59  

MJA concluded that, as neither estimate is superior to the other, the best approach in setting an 
equity beta for TasWater is to equally weight them, which gives an equity beta of 0.68. 

Based on this analysis, an equity beta of 0.68 is proposed for PSP4. 

 
56 ESCOSA, SA Water Regulatory Determination – Final Determination: Statement of Reasons, June 2020, p.216. 
57 ICRC, Final Report – Regulated water and sewerage services prices 2018–23, May 2018, p.98. 
58 AER, Return on Debt Illustrative Model Review (www.aer.gov.au/networks-pipelines/guidelines-schemes-models-reviews/return-on-
debt-illustrative-model-review). 
59 AER, Rate of Return Instrument – Explanatory Statement, December 2018, Section 7.12. 
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8.3.3 Market risk premium 

8.3.3.1 PSP3 approach 

The TER set the market risk premium (MRP) for PSP3, to be incorporated into the cost of equity 
applied to new assets, at 6.5 per cent. This was based on the AER’s 2013 Rate of Return Guideline. 

8.3.3.2 PSP4 proposed approach 

In determining its MRP estimate, the AER draws upon four methodologies: historical averaging of 
Australian excess returns, the dividend growth model, surveys and historical average excess returns 
for other developed markets. However, the AER places primary weight on the first method, leading 
to its estimate of 6.1 per cent.  

MJA noted that, given the size of the standard deviations of this estimate, it is not very reliable in 
isolation. This means that, had the estimation exercise been repeated with independent data from 
the same underlying distribution, there would be a significant chance of an outcome materially 
different to 6.1 per cent. For example, assuming normality in the distribution for the estimate, there 
would be a 31 per cent chance of getting a result less than 4.5 per cent (half of a standard deviation 
below the point estimate) and a 31 per cent chance of getting a result more than 7.7 per cent (half of 
a standard deviation above the point estimate).  

MJA therefore recommended using the same methodology as the AER but applying equal weighting 
across the four methods used by the AER, which results in a median of 6.4 per cent. MJA also noted 
that because the MRP cannot be observed, and can only be estimated, all values adopted are 
rounded to some degree. 

The degree of rounding should reflect the degree of precision in the estimate. Thus, if the 
95 per cent confidence interval on the estimate of 6.4 per cent was 6.3 per cent to 6.5 per cent, 
using 6.4 per cent would be appropriate. However, the 95 per cent confidence interval on the 
estimate of 6.4 per cent is much wider than this, which supports rounding to the nearest 
0.5 per cent. On this basis, it is proposed that the MRP be rounded up to the nearest 0.5 per cent, 
resulting in an MRP of 6.5 per cent being incorporated into the cost of equity for new assets. 

An MRP of 6.5 per cent is also consistent with the rate adopted in PSP3, and by other regulators 
including the ICRC’s 2018 price determination for Icon Water, and the Queensland Competition 
Authority’s 2020–24 pricing recommendations for SunWater and SEQWater. 

8.3.4 Risk-free rate – cost of equity 

8.3.4.1 PSP3 approach 

The TER set the risk-free rate for the cost of equity for PSP3 consistent with the approach used for 
the cost of debt outlined above. 

8.3.4.2 PSP4 proposed approach 

MJA recommended that the risk-free rate be estimated using an ‘on the day’ approach rather than a 
‘trailing average’ that was applied in PSP3. This is based on the cost of equity being entirely forward-
looking and, therefore, that it should be based on the most current data. 

This is also consistent with the current approach used by the AER which takes an ‘on the day’ 
approach for estimating the risk-free rate. The AER requires estimates from energy businesses to be: 

• Within three to seven months of the beginning of the regulatory period  

• Between 20 and 60 consecutive business days in the period between the nominated 
start and end date.60  

 
60 AER, Rate of Return Instrument – Explanatory Statement, December 2018, p.125. 
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It is therefore proposed to calculate a nominal risk-free rate for the cost of equity taking an average 
40 days trading data using the RBA’s 10-year Commonwealth Government Securities – RBA Table F3 
series – FCMYGBAG10D. 

Based on the latest data to the end of April 2021, TasWater proposes to include a risk-free rate of 
1.67 per cent into the cost of equity. 

8.3.5  Tax adjustment in the WACC for existing assets 

8.3.5.1 PSP3 approach 

The TER set the WACC for existing assets using a corporate tax rate of 30 per cent and a gamma at 
0.4 based on the AER’s 2013 Rate of Return Instrument. 

8.3.5.2 PSP4 proposed approach 

Given TasWater is proposing its tax allowance be zero for the PSP4 period, for the purpose of 
calculating the WACC on existing assets it is proposed that the corporate tax rate and gamma values 
be set at zero. This results in the post-tax cost of equity being 3 per cent for the purposes of setting 
the WACC.61 

8.3.6 Proposed WACC for existing assets 

Based on the above assessment, Table 8.12 outlines the proposed WACC to apply to existing assets 
for the PSP4 period. Table 8.13 shows the return on capital for existing assets based on this 
proposed WACC.  

Parameter PSP4 Explanation 

Debt % 60.00% This is based on an assumed gearing ratio typically used by regulated 
entities and economic regulators for the WACC calculation 

Equity % 40.00% All assets are funded through either debt or equity; therefore, the  
Equity % = 1 minus Debt % 

Corporate tax rate 0.00% Refer to Section 8.2  

Cost of debt 4.85% Cost of debt has been calculated using a 10-year trailing average, in 
accordance with Section 8.3. Debt issuance 0.10% 

Total cost of debt 4.95% = Cost of debt + Debt issuance 
= 4.85% + 0.10% 

Gamma 0.00  

Cost of equity 3.00% The WSI Act mandates that TasWater receive a 3 per cent return on 
equity. This is a pre-tax value and is converted to a post-tax value in 
the formulae below. 

Proposed WACC for 
existing assets 

4.17% 
= Total cost of debt x Debt % + cost of equity x Equity % x (1- 
Corporate tax rate) x (1- Gamma) 
= 4.95% x 60.00% + 3.00% x40.00% x (1-0.00%) x (1-0.00%) 

Parameter FY2022–23 FY2023–24 FY2024–25 FY2025–26 

RAB for existing assets 2,224,133 2,207,438  2,190,578 2,179,149  

WACC 4.17% 4.17% 4.17% 4.17% 

Return on capital 92,746  92,050 91,347 90,870 

 
61 AER, Rate of Return Instrument – Explanatory Statement, December 2018, p.307. 

Table 8.12: WACC parameters for existing assets 

Table 8.13: Return on capital for existing assets ($’000s) 
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8.3.7 Proposed WACC for new assets 

Based on the above assessment, Table 8.14 outlines the proposed WACC to apply to new assets for 
the PSP4 period. Table 8.15 shows the return on capital for new assets based on this proposed 
WACC. 

Parameter PSP4 Explanation 

Debt % 60.00% This is based on an assumed gearing ratio typically used by 
regulated entities and economic regulators for the WACC 
calculation. 

Equity % 40.00% All assets are funded through either debt or equity. 
Therefore, the  
Equity % = 1 minus Debt % 

Risk-free rate (RFR) 1.67% Refer to Section 8.3.4 for the basis of the RFR calculation. 

Cost of debt 4.85% 

Debt issuance 0.10%  

Total cost of debt 4.95% = Cost of debt + Debt issuance 
= 4.85% + 0.10% 

Market risk 
premium (MRP) 

6.50% TasWater’s owners earn a return on the equity invested in 
the business. This provides the necessary incentives to invest 
in prudent and efficient infrastructure. The return is 
calculated to reflect commercial risk-adjusted returns 
earned by a similar business. 

Equity beta 0.68% 

Cost of equity 6.02% = RFR + MRP x equity beta 
= 1.67% + 6.50% x 0.68% 

Proposed WACC for 
new assets 

5.41% 

= Cost of debt x level of debt % + cost of equity x level of 
equity % 

= 5.07% x 60.00% + 6.02% x 40.00% 

Parameter FY2022–23 FY2023–24 FY2024–25 FY2025–26 

RAB for new assets  1,504,979   1,665,927   1,770,951   1,899,956  

WACC 5.41% 5.41% 5.41% 5.41% 

Return on capital  81,363   90,064   95,742   102,716  

 Inflationary gain 

All calculations are presented in nominal terms, including the RAB roll-forward. In rolling forward the 
RAB, TasWater has included an inflationary gain that is the opening RAB multiplied by CPI. This 
means that the RAB continues to reflect contemporary asset replacement costs. When rolling 
forward the past RAB, actual CPI is used, while forecast CPI is used for rolling forward the RAB into 
the future. To ensure TasWater does not benefit from the inflationary gain to the RAB and the 
nominal rate of return, the inflationary gain on the RAB is deducted from the revenue requirement 
calculation. 

This approach is consistent with the approach used by other regulators when a nominal WACC is 
used. As noted by the Queensland Competition Authority (QCA): 

“The QCA's approach is to index the RAB value by the CPI inflation rate and use a nominal WACC to 
calculate the return on capital. An adjustment is then made to eliminate the double counting of 
inflation that would otherwise occur from the use of an asset value indexed for inflation and a 
nominal rate of return that also includes compensation for inflation.”62 

 
62 Queensland Competition Authority, Financial Capital Maintenance and Price Smoothing, February 2014. 

Table 8.14: WACC parameters for new assets 

Table 8.15: Return on capital for new assets ($’000s) 
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Table 8.16 shows the inflationary gain for PSP4 calculated using this approach. 

Parameter FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Opening RAB $’000s  3,641,046   3,817,178   3,929,551   3,993,508  

Indexation  1.50% 1.75% 2.00% 2.25% 

Inflationary gain offset 
$’000s 

 54,616   66,801   78,591   89,854  

 Treatment of assets used to provide unregulated services 

Assets associated with providing unregulated services are excluded from the RAB. 

Unregulated services include: 

• Providing water for irrigation: 

• Reusing water discharged from an STP for irrigation  

• Providing stormwater services via a combined sewerage/stormwater system. 

The costs associated with unregulated activities have been identified and removed. 

 Notional revenue requirement for full cost recovery 

Based on the above analysis, TasWater has calculated that the notional revenue requirement over 
the PSP4 period is 1.74 billion as set out in Table 8.17. 

Component FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Opex 200,066 206,064 213,532 220,722 

Depreciation  102,761   108,828   115,237   124,821  

Return on capital  174,109   182,114   187,088   193,586  

Inflationary gain63  (54,616)  (66,801)  (78,591)  (89,854) 

Tax  -     -     -     -    

Total 422319.4 430205.8 437266.3 449275.1 
  

 
63 The adjustment for inflationary gain is to offset the increase in the RAB caused by inflation. The annual inflationary gain is calculated by 
multiplying the opening RAB by the historical or forecast CPI/indexation. This ensures the RAB is maintained in current dollars. To ensure 
no double counting, the inflationary gain is subtracted from the annual revenue requirement. 

Table 8.16: Inflationary gain offset for PSP4 

Table 8.17: Notional revenue requirement for full cost recovery ($’000s) 
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9 Prices and customer impacts 

 

The TER needs to be satisfied that TasWater will have sufficient revenue to meet its obligations and 
deliver the agreed standards of customer service, while taking into account the impact of price 
changes on customers. 

The TER is required to ensure that any tariff reforms are consistent with the pricing principles under 
the WSI Act or represent a transition towards achieving those principles. The WSI Act specifies a 
transition period for the application of the pricing principles beginning on 1 July 2012 and ending on 
1 July 2020. The completion of the transition period was impacted by two years of price freezes;64 
however, the vast majority of customers (98 per cent) are on the target tariff. The TER and the 
Tasmanian Government have been kept informed of progress and the background to these delays.  

In accordance with the WSI Act, the price for the provision of a regulated service must: 

• Provide a regulated entity reasonable opportunity to recover the efficient costs it incurs 
in providing those services or complying with its regulatory obligations 

• Provide for efficient and cost-reflective pricing 

• Provide effective incentives to promote economic efficiency, reduce costs or otherwise 
improve productivity 

• Allow a regulated entity to receive a return on assets used in providing the regulated 
service 

• Reflect, to the extent that it is commercially and technically reasonable, the costs that 
are directly attributable to a particular customer or class of customers. 

Historically, to mitigate the impact of price increase on customers, TasWater has not recovered all of 
its costs for the supply of water and sewerage services. For ongoing sustainability, it is important 
that prices move towards full cost recovery over time. However, customers have indicated that 
affordability remains a key issue for them in PSP4 and that there is a need to balance the impact of 
price rises with improvement in compliance outcomes over the period. 

 
64 Price freezes occurred in FY2019–20 (part of the MoU commitment to the Tasmanian Government) and in FY2020–21 (COVID-19 price 
freeze). 

Key Points 

• During consultations for PSP4, customers suggested that TasWater should continue to 
focus on improving compliance outcomes (water quality, environment, dam safety) and 
improving some standards of service reliability. 

• To achieve these outcomes, customers supported modest price increases, with 
affordability to remain a key issue for many customers who recognise the need for trade-
offs between outcomes. 

• If costs were to be fully recovered, price increases would average 6.1 per cent per annum 
over PSP4 and a typical bill would increase by an additional $34.40 per annum above the 
3.50 per cent increases proposed. 

• Based on customer input and in keeping with TasWater’s agreement with its shareholders, 
price increases will be limited to 3.50 per cent per annum in PSP4. 

• Improved outcomes will be delivered within this price and revenue constraint, an 
approach that is endorsed by the technical regulators (DoH, EPA and DPIPWE). 

• The requirement to transition all customers to the same price for the same service by 1 
July 2020 is now proposed to be extended to the end of PSP4. This is due to the impact of 
no price increases for two out of the last three years. 

• . 
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To ensure TasWater can sustainably meet customer expectations and its regulatory obligations over 
the long term it will be necessary to move to full cost recovery following the PSP4 period. It is 
acknowledged that TasWater will need to gain approval from the TER in establishing the price path 
to full cost recovery.  

Based on customer feedback and in line with the agreement with its shareholders, TasWater will 
limit the targeted fixed and variable price increases to 3.50 per cent per annum in PSP4, rather than 
an average 6.1 per cent per annum if costs were to be fully recovered. 

 Approach to pricing 

The proposed prices aim to meet the following pricing principles: 

• Reflect costs  

• Efficiency 

• Promote productivity 

• Allow a return on the assets used to provide regulated services 

• ‘Two-part’ in nature for water services: allocating a part to fixed costs, such as plant and 
pipes, and a part to variable costs, such as the cost of chemicals used for the purpose of 
treating water. 

Regulated services include the supply of water and sewerage, commercial trade waste processing 
(categories 0, 1 and 2) and miscellaneous services. 

Our method to calculate cost-reflective prices is to:  

• Identify total costs to be recovered expressed as the notional allowable revenue (refer 
to Chapter 8) 

• Calculate the prices required to recover these costs.  

Under the terms of the MoU with the Tasmanian Government, which have been incorporated into 
the Shareholders’ Letter of Expectations, price increases are to be limited to no more than 
3.50 per cent per year until 30 June 2025. Due to the declaration of the COVID-19 pandemic, prices 
were frozen for FY2020–21. This is below the level of cost-reflectivity, as detailed in sections 9.4 and 
9.6 below.  

To achieve cost-reflective prices by the end of the PSP4 period, where forecast revenue matches the 
notional allowable revenue by FY2025–26, an average price increase of 6.1 per cent per annum over 
the PSP4 period would be required. Table 9.1 illustrates the gap between cost-reflective prices and 
the proposed prices for FY2022–23 for water and sewerage. 

Service 
Cost-reflective 
by FY2025–26 
(6.1%) 

Proposed 
(3.50%) 

Water service 20mm ($) 376.61 367.39 

Water variable price ($/kL) 1.17 1.14 

Sewerage – 1 ET ($) 722.73 705.04 

Table 9.2 compares the average residential customer bill (water consumption of 193.5 kL) when 
applying the proposed average annual price increase of 3.50 per cent, with an average annual price 
increase of 6.1 per cent over the PSP4 period. The average annual bill would be $149.39 higher in 
FY2025–26 under a 6.1 per cent annual price increase.  

Table 9.1: Comparing proposed prices with cost reflective prices 

Table 9.2: Average annual residential customer bill (193.5kL water consumption) over the PSP4 period – 3.50 per cent 
compared with 6.1 per cent annual price increase 
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 FY2021–22 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Average annual bill – 
proposed 3.50% price 
increase ($) 1,248.85  1,292.56 1,337.80 1,384.62 1,433.08 

Average annual bill – 6.1% 
price increase ($) 1,248.85 

1325.00 1405.80 1491.52 1582.47 

Difference ($) –  32.44   68.00   106.90   149.39  

 Pricing zones 

Under TasWater’s existing postage stamp pricing approach, customers pay the same prices 
regardless of where they live in Tasmania, or where their business is located in Tasmania. The 
alternative, nodal pricing, would set prices based on costs of supply in each region. Postage stamp 
pricing has been retained in this pricing submission as: 

• The concept of paying the same price for the same service is viewed by customers as 
equitable for essential services such as water and sewerage  

• Uniform pricing is simple to understand, particularly given the many different prices 
that applied when services were supplied by Tasmanian councils 

• Customers have paid postage stamp prices since 2015 – change would be likely to 
create customer confusion and administrative burden 

• The enhanced efficiency that can result from nodal pricing cannot occur until prices are 
cost-reflective 

• Operating TasWater’s business as a single network minimises costs for all customers 

• Costing for regions would take time, incur cost, and be uncertain – without compelling 
benefits, customers do not support this investment. 

 Customer classes 

Customer classes for regulated services are:  

• Full service (water) customers 

• Full service (sewerage) customers 

• Limited water quality customers 

• Limited water supply customers  

• Combined limited water quality and limited water supply customers 

• Fire service customers 

• Commercial trade waste customers – categorised as 0, 1, 2 (with subcategories) 

• Septic Tank Effluent Disposal (STED) scheme customers. 

The trade waste pricing framework has been modified since PSP3. Trade waste prices are described 
in Section 9.10. 

 Water supply prices 

9.4.1 Cost-reflective water prices 

TasWater has developed prices that reflect the costs of providing water services – referred to as 
cost-reflective prices. Table 9.3 shows TasWater’s prudent and efficient costs of providing its water 
service, including the recovery and return on water assets and net of revenue from other water-
related miscellaneous services. 

Table 9.3: Water revenue requirements ($’000s) 
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 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Fixed revenue requirement  188,686   190,902   191,156   190,547  

Revenue from other charges  (1,590)  (1,655)  (1,721)  (1,778) 

Net fixed revenue requirement  187,097   189,247   189,435   188,769  

Variable revenue requirement  39,946   42,082   44,774   47,107  

Total net revenue requirement  227,043   231,329   234,209   235,876  

9.4.2 Cost-reflective water prices – fixed 

It is proposed that fixed costs be allocated between customers based on connections (or serviceable 
land) and connection sizes. As all connections share (or potentially share) in the benefits of the water 
infrastructure, cost-reflective prices represent the share of the fixed costs of acquiring and 
maintaining water infrastructure that each connection (or potential connection) can enjoy (or 
potentially enjoy). 

TasWater proposes to allocate fixed prices based on connection size, as the size of the connection 
directly affects the cost of the network infrastructure. Larger water mains and more pumping 
capacity are required to service the water flows able to be drawn by larger connection sizes. 

Water connection sizes also give an indication of the different water use potentials of different 
customers. The different water use potentials are a factor contributing to the design of water 
storages. 

 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water – fixed revenue requirements ($’000s)  187,097   189,247   189,435   188,769  

Number of equivalent 20mm connections 255,685 257,836 260,010 262,210 

Water – fixed price per 20mm equivalent 
($/20mm connection) 

 731.75   733.98   728.57   719.92  

TasWater proposes to use the same method of allocating the fixed water costs to different 
connection sizes as used in PSP3. The PSP3 method for allocating costs to a connection size is to use 
the ratio of the cross-sectional area of a connection pipe relative to the cross-sectional area of a 
20mm connection pipe as a multiplier for arriving at the price per connection size. Table 9.6 shows 
the connection multipliers for the different connection sizes available to customers and the 
corresponding cost-reflective tariff.  

9.4.3 Cost-reflective water prices – variable 

Variable prices are charged on the basis of metered water use. Therefore, the variable tariff is the 
net variable water costs divided by forecast demand. The variable price is the same regardless of 
connection size as the variable costs do not vary with connection size. 

 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water – variable revenue requirements 
($’000s) 

 39,946   42,082   44,774   47,107  

Water demand (kL) 63,473,576 63,773,831 64,077,196 64,383,706 

Water – variable price ($/kL) 0.63  0.66  0.70  0.73  

9.4.3.1 Target water prices 

In keeping with financial projections supporting TasWater’s MoU with the Tasmanian Government, 
which has now been incorporated in the Shareholders’ Letter of Expectation it is proposed to cap 
price increases over the PSP4 period at 3.50 per cent per annum rather than implement cost-

Table 9.4: Calculation of cost-reflective prices – fixed 

Table 9.5: Calculation of cost-reflective prices – variable 
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reflective pricing. As required by the WSI Act, TasWater is proposing to maintain a two-part tariff 
with a fixed and a variable price. 

9.4.3.2 Water prices – fixed 

The fixed component of TasWater’s water price is shown in Table 9.6. All connections greater than 
20mm are derived by applying a multiplier to the 20mm connection price. This accounts for the cost 
of providing extra system capacity needed to supply water to connections of a larger size. 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  367.39  380.25  393.55  407.33  

25 1.56  574.04  594.13  614.93  636.45  

30 2.25  826.62  855.55  885.50  916.49  

32 2.56  940.51  973.43  1,007.50  1,042.76  

40 4.00  1,469.55  1,520.98  1,574.22  1,629.32  

50 6.25  2,296.17  2,376.54  2,459.72  2,545.81  

65 10.56  3,880.53  4,016.35  4,156.92  4,302.41  

75 14.06  5,166.38  5,347.21  5,534.36  5,728.06  

80 16.00  5,878.20  6,083.93  6,296.87  6,517.26  

100 25.00  9,184.68  9,506.15  9,838.86  10,183.22  

150 56.25  20,665.54  21,388.83  22,137.44  22,912.25  

200 100.00  36,738.73  38,024.59  39,355.45  40,732.89  

250 156.25  57,404.27  59,413.42  61,492.89  63,645.14  

Limited water supply customers do not receive the minimum pressure and flow that is guaranteed to 
customers under TasWater’s serviced land definition (Chapter 4). These customers pay 90 per cent 
of the above fixed component to reflect the lower pressure and flow service levels. 

Target revenue from fixed water prices and demand forecasts as outlined in Appendix 10, are shown 
in Table 9.7. 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  72,834  76,027  79,363  82,847  

25 1.56  4,165  4,348  4,538  4,737  

30 2.25  16  17  17  18  

32 2.56  948  989  1,032  1,077  

40 4.00  1,918  2,002  2,089  2,181  

50 6.25  3,758  3,922  4,092  4,271  

65 10.56  241  252  263  275  

75 14.06  79  83  86  90  

80 16.00  697  728  760  794  

100 25.00  6,768  7,060  7,365  7,684  

150 56.25  2,017  2,103  2,192  2,286  

200 100.00  321  333  344  356  

250 156.25  172  178  184  191  

Limited 
supply 

 
494  512  529  548  

Total   94,430   98,552   102,858   107,354  

Table 9.6: Water prices – fixed ($) 

Table 9.7: Water prices – fixed target revenue ($‘000s) 
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9.4.3.3 Water prices – variable  

The variable component of the water price covers the cost to pump and treat water for delivery to 
customer properties. The legislative framework outlines how the variable component is to be 
determined: 

• Under Section 68 of the WSI Act (2008), the regulated entity must have a reasonable 
opportunity to recover the efficient costs of providing its regulated services  

• Under regulation 16 of the Water and Sewerage Industry (Pricing and Related Matters) 
Regulations 2011, the variable price per unit of water TasWater charges must be no less 
than the cost of delivering that water  

• Under regulation 16, variable charges can be increased beyond the cost of delivering 
water if: 

o Water supplies that can be accessed are limited 

o The infrastructure does not have the capacity to deliver the water  

o Scarcity requires that demand for water be reduced.  

The proposed variable water prices are shown in Table 9.8. 

Parameter FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water variable price ($/kL) 1.14  1.18  1.22  1.26  

Limited water quality price ($/kL) 0.91  0.94  0.97  1.01  

Limited water quality customers pay 80 per cent of the variable water price to compensate for 
measures they need to take as result of not receiving TasWater’s standard water quality, such as 
boiling water for drinking purposes. 

Target revenue, based on demand forecasts included in Appendix 10, from variable water prices by 
connection size is shown in Table 9.9. 

Connection size 
(mm) 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 44,273 46,092  47,987  49,962  

25 3,106  3,233  3,365  3,502  

30 4  4  5  5  

32 759  790  822  855  

40 1,431  1,489  1,549  1,612  

50 4,060  4,224  4,395  4,573  

65 314  327  340  354  

75 32  34  35  36  

80 647  674  702  731  

100 5,604  5,832  6,069  6,316  

150 3,875  4,029  4,189  4,355  

200 3,257  3,361  3,469  3,580  

250 4,260  4,397  4,538  4,683  

Limited water 
quality 

469  485  500  516  

Total 72,091 74,971  77,965  81,080  

Table 9.8: Water prices – variable ($) 

Table 9.9: Target revenue from variable water prices by connection size ($‘000s) 
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Approximately 18 per cent of TasWater’s water costs are variable, and it recovers approximately 
30 per cent of its water revenue through the variable component of its price. TasWater 
acknowledges that, theoretically, the benefits of aligning with the variable price include: 

• An efficient price signal whereby customers face a price signal that reflects the cost of 
TasWater supplying the water – this will theoretically result in an optimally efficient 
level of water use 

• Lower demand risk as any variation in actual demand relative to forecast will impact on 
costs and revenue in an offsetting manner. 

However, for PSP4, TasWater considers it appropriate to retain the existing split between fixed and 
variable water prices noting that its estimate of variable costs is based only on short-run variable 
costs. Regulators typically allow variable prices based on long-run marginal costs (LRMCs), which are 
normally higher. LRMCs include a portion of the costs of future system augmentation needed to 
meet increasing demand. As a significant proportion of TasWater’s proposed capex over 20 years has 
a growth driver, a higher variable charge can be expected to result in lower water use growth and 
defer some capex. 

Also, during consultation for PSP3, TasWater’s customers expressed a desire for the variable charge 
to be a higher proportion of the total bill relative to the fixed charge. Any reduction in the variable 
charge would be counter to customer preferences. 

Research presented in the section below on water scarcity supports alternative strategies to reduce 
water demand to that of increasing the variable price of water.  

9.4.3.4 Water scarcity 

During the summer of 2019–20, water scarcity measures were applied in several areas. They resulted 
from: 

• Several years’ deficit in rainfall in key supply catchments 

• Higher average temperatures leading to increased peak summer demand 

• Infrastructure constraints. 

Locations affected included Greater Hobart, Launceston, Ulverstone, the East Coast and Midlands.  

Information from the Bureau of Meteorology and other sources shows that climate change is shifting 
the timing, level and intensity of rainfall and lengthening hot weather periods. These changes lead to 
increased demand in warmer seasons and require new investment and operational practices to 
adapt to the change. 

As described in Chapter 2, customers prefer TasWater to increase variable water prices so that they 
are greater in proportion to fixed prices. They consider this will enable TasWater to use price 
signalling to enhance water conservation.  

Despite customer preferences for increased variable water prices in proportion to fixed prices, the 
following Australian research indicates that the relationship between water prices and consumption 
is inelastic:  

• The ACT Independent Competition and Regulatory Commission65 found that a 
250 per cent increase in water use prices would be needed to reduce water 
consumption by 35 per cent (their target reduction for Stage 3 water restrictions) 

• A joint study by Sydney Water and the University of Sydney66 found that a 10 per cent 
increase in water use prices (from $1.20 to $1.32 per kL) would reduce demand by 
around 0.5 per cent immediately, then by a further 0.6 per cent (to 1.1 per cent in total) 

 
65 ICRC, Report 1 of 2016: Technical Paper 1 – Price elasticity of water demand in the ACT, February 2016. 
66 Sydney Water, The residential price elasticity of demand for water, February 2011. 
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over the subsequent 12 months (Sydney Water conservation programs aimed for a 
10 per cent reduction in demand) 

• The Productivity Commission noted67 that demand is relatively price inelastic and that 
other demand management measures, such as restricting or water saving devices have 
greater effect. 

Responding to the complex issues underlying water scarcity requires that an integrated and 
considered approach be adopted based on sound data and analysis. TasWater has developed a suite 
of responses that include:  

• Demand management through a combination of behaviour-change programs, 
partnerships with large water users, water conservation and substitution measures 

• Improved modelling and monitoring to better understand rainfall, temperature and 
water demand 

• Working with the Tasmanian Government to improve its water allocation regime, so it 
can be more flexible and responsive to changing flows from water sources 

• Measures such as groundwater extraction, mobile water treatment and water cartage 

• Smart infrastructure investment for greater interconnection and water storage, 
particularly in run-of-river systems. 

The above proposed demand management responses give more flexibility when water supply is 
insufficient and cause less distortion than increasing variable water prices. Therefore, TasWater aims 
to retain the same balance of fixed and variable prices even in conditions of water scarcity and to 
focus more on other alternative demand management responses. 

9.4.3.5 Fire service charges  

Fire service charges recover the cost of supplying customers with water for fire sprinklers and/or fire 
hydrants that meet Australian Building Code requirements. They include a mix of fixed and 
miscellaneous price components. 

TasWater has an annual charge for providing capacity to operate fire sprinklers and/or fire hydrants 
for those customers that receive these services. The approach to determining the fire service charge 
is unchanged from PSP3 and is set at 25 per cent of the fixed water price for the relevant connection 
size. 

In response to customer feedback about the size of the fire service prices for private fire hydrants, 
the components and charging methods for this service were reviewed, benchmarking with four 
comparable utilities: South East Water, City West Water, Barwon Water and Yarra Valley Water.  

In common with TasWater, these utilities charge less than full water service prices for fire services 
and include a ‘capacity’ component in their fire service charges. Capacity is the ability for a water 
utility to maintain its network to supply water at the high pressure and flow needed for firefighting. 
TasWater sets capacity charges as a proportion of the fixed annual charge for the 100mm diameter 
pipes that are needed for firefighting.  

Fire service charges from the benchmarked utilities range from 14 per cent to over 100 per cent of 
full water price: Yarra Valley Water (14 per cent) is the only compared utility charging lower than 
TasWater (25 per cent). 

In some cases, the benchmarked utilities also charge for metered water used for testing and fire 
training. Where they don’t have the ability to meter, they build in a charge for estimated water 
consumption into their price. 

 
67 Productivity Commission, Australia’s Urban Water Sector: Productivity Commission Inquiry Report Volume 1, August 2011. 
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Given the benchmarking, TasWater considers its fire service charge, at 25 per cent of the fixed rate, 
is reasonable, covering its costs in the following areas: 

• Network infrastructure 

• Water used for fire testing and training purposes 

• Monitoring non-fire use for compliance purposes 

• Five-yearly auditing of public hydrants 

• Maintenance of hydrants and the pipes connecting to them. 

Unlike TasWater, the other utilities manage compliance through extra charges in the form of 
‘sealing/re-sealing’ fees for illegal use of fire services for non-fire purposes. TasWater does not 
intend to apply similar charges as they are already built into its proportion of the fixed rate. 
Proposed fire service charges by connection size are shown in Table 9.10. 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  91.85  95.06  98.39  101.83  

25 1.56  143.51  148.53  153.73  159.11  

30 2.25  206.66  213.89  221.37  229.12  

32 2.56  235.13  243.36  251.87  260.69  

40 4.00  367.39  380.25  393.55  407.33  

50 6.25  574.04  594.13  614.93  636.45  

65 10.56  970.13  1,004.09  1,039.23  1,075.60  

75 14.06  1,291.60  1,336.80  1,383.59  1,432.02  

80 16.00  1,469.55  1,520.98  1,574.22  1,629.32  

100 25.00  2,296.17  2,376.54  2,459.72  2,545.81  

150 56.25  5,166.38  5,347.21  5,534.36  5,728.06  

200 100.00  9,184.68  9,506.15  9,838.86  10,183.22  

250 156.25  14,351.07  14,853.35  15,373.22  15,911.28  

Target revenue from fixed fire service prices are shown in Table 9.11. Forecast revenue for fire 
service charges is based on demand forecasts in Appendix 10. 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  197 184 172 61 

25 1.56  8 9 9 10 

30 2.25  –  –  –  –  

32 2.56  2 2 2  3 

40 4.00  12 12  13  14  

50 6  29  32  35  38  

65 11 25  29 33  37  

75 14  7  9  12  14 

80 16  70  81  92 102  

100 25  2,357  2,579  2,801  3,026  

150 56  1,058  1,169  1,281  1,393  

200 100  48 50 52  55 

250 156  –  –  –  –  

Table 9.10: Water prices – fire service charges ($) 

Table 9.11: Water prices – fire service charges target revenue ($‘000s) 
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Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Total  3,813  4,156  4,502  4,852  

9.4.4 Water prices – service charges for unconnected properties within serviced land 

In line with TasWater’s Service Charges Policy (Appendix 6) a charge is levied on properties that are 
within water serviced land area but are not connected to the network. This represents the fixed 
20mm water price and is designed to share more broadly the cost of TasWater’s infrastructure in 
areas that may use its services between properties that currently use the infrastructure and those 
that may do so in the future. If this was not the case, connected properties would carry the burden 
of those that are not currently connected but for whom provision is made in the fixed infrastructure.  

As part of PSP3, TasWater quantified the additional cost at $15.00 per year that currently connected 
customers would have to pay if unconnected customers did not pay the cost they currently do. 
When customers were surveyed on the topic, 59 per cent supported the continuation of a service 
charge for unconnected customers within serviced land.  

TasWater therefore does not propose to change the policy on service charges for unconnected 
properties in serviced land as set out in the Service Charges Policy. On that basis, Table 9.12 shows 
the service charge for those properties and the target revenue over PSP4. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water service charge 367.39  380.25  393.55  407.33  

Revenue 1,803 1,880 1,961 2,045 

 Sewerage prices 

9.5.1 Sewerage pricing: equivalent tenement (ET) 

It is not practical or cost-effective to install sewage meters on each property, so TasWater estimates 
the load and, therefore, the cost to attribute to each property. Utilities around Australia estimate 
the loads that properties place on their networks in different ways. TasWater uses an ET method to 
calculate sewerage prices. The same method also determines the system capacity needed to provide 
for new developments and influences how water and sewerage systems are designed.  

For sewage purposes, one ET is the estimated load of sewage from an average residential house in 
dry weather flow conditions. It is a proportion of a water ET, on the basis that a proportion of ‘water 
in’ will appear as ‘water out’. ET sewage rates for different land uses are calculated as a factor of this 
load.  

For example, where the use of a property has the potential to result in sewage flows four times as 
much as that of one residential property, it will be assessed as four ETs and will pay four times the 
sewerage charge of a residential property.  

9.5.2 Sewerage assessment process 

TasWater’s ET approach is based on Section 64 of the Determination of Equivalent Tenements 
Guideline of the NSW Water Directorate. The Guideline is supplemented where there are gaps or to 
account for Tasmanian conditions. Supplements are the WSAA Sewerage Code of Australia: Part 1 
and the TasWater Supplement to the WSAA Gravity Sewerage Code of Australia. 

To develop the Guideline, the NSW Water Directorate worked with large, medium and small water 
authorities in NSW to agree ET categories and units for non-residential land uses. ET rates for land 
use are based on evidence of: 

Table 9.12: Water service charges for unconnected properties in serviced land ($) and target revenue ($’000) 
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• Hunter Water values for water ETs (based on a comprehensive database of local water 
use)  

• Average values that were similar across NSW water authorities. 

Water ETs are based on actual average water use. An assumed discharge factor is applied to arrive at 
a sewage ET. For one sewage ET, the assumed areas of water use in a house are set out below: 

• Kitchen – 15 per cent 

• Laundry – 25 per cent 

• Toilet – 30 per cent  

• Bathroom – 30 per cent. 

The ETs from the Guideline have been adjusted for Tasmanian conditions, to reduce administrative 
complexity, increase fairness or to respond to customer concerns. A table of these adjustments is set 
out in Appendix 15, which include the ET rates for non-residential property. Trade waste attracts 
separate trade waste prices.  

ET assessments start at a minimum of one ET, except for unconnected properties within serviced 
land, which are assessed at 60 per cent of a full ET. Connected properties are charged a minimum of 
one ET. 

To calculate the number of ETs, the property type is first determined using combined data sources 
such as site visits, local knowledge, Google maps, direct customer contact and council data. For 
residential properties one ET is attributed. 

For non-residential properties, the following steps are undertaken: 

• Ascertain the ET units: such as number of beds or rooms, number of staff and students, 
gross floor area and/or applicable amenities 

• Determine unit price, based on property type, as a proportion of one ET 

• Apply unit price to the ET number to get a total price. 

• As above, 0.6 ET is attributed to properties within serviced land not connected to 
TasWater’s infrastructure. 

9.5.3 Investigation of alternative sewerage charging approaches  

It is recognised that the ET charging method is often not well understood by customers. A number of 
changes have been made over time (caravan parks were assigned an alternative discharge method of 
calculation in PSP2 – allowing charges to be based on estimated wastewater flows as a factor of 
metered water use; the same method was adopted for offices in PSP3) but the challenge remains.  

The PSP3 consultation found nearly 60 per cent of businesses supported changing sewerage charging 
to an individually calculated methodology such as a volumetric discharge factor, while one-third 
preferred retaining the existing ET method. TasWater committed in PSP3 to reviewing whether 
alternative approaches used in other jurisdictions may be suitable.  

Jacobs Australia (Jacobs) were engaged for PSP4 to assist in reviewing sewerage charging approaches 
in other jurisdictions, including fixed flat charges, consumption-only charges, and a mixture of 
consumption and fixed charges based on property values. To inform this work, issues raised by 
customers were identified, either directly or through the staff who have ongoing contact with them. 

The charging approaches in other jurisdictions informed the development of potential options. These 
options involved a trade-off between simplicity and cost-reflectivity. They included: 

• A single fixed charge for all customers – This would be simple to calculate and 
administer, but it does not distinguish between customers with smaller, less 
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concentrated discharges imposing lower costs and those with larger, more concentrated 
discharges, who would be subsidised by the others. 

• A range of fixed charges for different customer types, similar to the ET method – This 
allows some differentiation according to flow and sewage quality, but a large list of 
types is difficult to administer and not responsive to change in use over time 

• A combination of fixed and variable charges, similar to the way TasWater charges for 
water – This allows for flow-based pricing, but different categories would be required 
for non-residential customers to reflect flow composition. 

Jacobs asked customers to rate the criteria to evaluate the options. Customers rated affordability 
and fairness as most important, followed by simplicity and cost-reflectivity.  

To assess affordability and fairness, the bill impact of changing to various methods was considered. A 
fixed charge plus a discharge factor based on ‘water in’, resulted in significantly varied annual bill 
impacts: 

• For an average residential house – a 7 per cent increase  

• For an average supermarket – a 33 per cent increase  

• For hotels – a 16 per cent increase  

• For nursing homes – a 70 per cent decrease  

• For colleges – a 5 per cent decrease.  

Given the bill impacts, customer input was once again sought. Insync, a research firm, found that just 
over half of the customers surveyed thought that change wasn’t justified given the price impact and 
only 54 per cent of residential customers were willing to pay the estimated extra costs of the 
discharge factor method.  

It was concluded that customers are not willing to change at this time. As such, the ET method has 
been retained for PSP4. However, refinements to the ET assessments for particular customer 
categories have occurred to improve fairness and accuracy, as detailed in Section 9.5.4 below.  

For details of customer focus group and online survey feedback, see Chapter 2. 

During PSP4 TasWater intends to undertake further analysis of the cost breakdown across the 
different sewerage customer classes, with more data on the cost to transport and treat waste of 
different flows and concentrations. This is expected to inform pricing in PSP5.  

9.5.4 Refinement of the ET approach 

Refinements to improve fairness and accuracy of the existing ET approach include: 

• Combining some ET categories to reduce complexity 

• Updating ET unit measures to more accurately reflect load on the system  

• Refining categories and ET units for customers who also pay trade waste charges. 

Table 9.13 sets out proposed adjustments to ET categories and units for PSP4. 

End use code (EUC) and category Change Reason for change 

Definition: amenities Clarifying that this includes 
devices capable of discharging 
sewage to the network: 
toilets, showers, water 
closets, urinals, cisterns or 
bidets, and excludes sinks for 
washing hands or dishes 

Provide improved clarity for 
customers 

Table 9.13: ET adjustments 
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End use code (EUC) and category Change Reason for change 

RE02 – multiple residential dwellings 1.0 ET per dwelling Added to categorise multiple 
dwellings on a single title 

RE03 – dwelling and sole occupancy unit (as 
defined by the National Construction Code) 

1.5 ET per property Created in response to changes 
in the Tasmanian Planning 
Scheme as it relates to ancillary 
dwelling  

RE04 – dwelling and secondary residence (as 
defined by the Tasmanian Planning Scheme) 

1.0 ET per property Created in response to changes 
in the Tasmanian Planning 
scheme as it relates to Ancillary 
Dwelling  

EF06 – library/museum – amenity – (shower 
toilet urinal) 

0.6 ET per amenity New category introduced 
(currently categorised as 
community centres) 

CR00 – commercial/retail properties – small 
commercial or retail space (<125 square metres 
(m2)) subject to change in use with change of 
lease; can include café, restaurant, office, banks, 
retail shop, retail beauty therapy, retail medical 
therapy 

1.0 ET per property To improve ease of 
understanding and reduce 
administrative effort to manage 
and maintain  

MM06 – metal processing/manufacture – small 
scale commercial workshops 

(<250m2, gross building floor area (GBFA)) 

1.0 ET per property To improve ease of 
understanding and reduce 
administrative effort to manage 
and maintain 

BE18 – veterinary clinic 0.6 ET per consulting room Creation of specific EUC 
(Separated from medical clinics 
(ET rate unchanged) 

BE16 – large commercial retail/wholesale 0.002 ET per m2 GBFA 
(reduced from 0.003 ET) 

Aligns the approach with 
shopping centres 

BE17 – horticulture – primary 
production/wholesale nurseries 

0.6 ET per amenity Created to cover large-scale 
commercial nurseries 

 

AP00 – self-care retirement dwelling 
(units/villas) – can be multiple dwellings on a 
single title 

1.0 ET per dwelling Combination of EUC AP02, 
AP03 and AP04 

AP05 (a) – Assisted boarding house (including 
community care, respite, rehabilitation, group 
homes assisted living) 

0.5 ET per bed 
EUC AP05 split into A and B 
categories – rate retained for 
both from PSP3 

AP05 (b) – general boarding house 0.5 ET per bed 

AS00 – accommodation – single room with 
ensuite or shared facilities 

0.45 per room Combination of EUC AS03 and 
AS04 

AS02 – accommodation (short-term residential)  
AS06 serviced/unserviced apartments 

0.45 ET charged per bedroom, 
instead of ‘room’  

Improved clarification of 
assessment method  

AS07 – school boarding house accommodation 0.375 ET per bed (75 per cent 
of AS05 occupancy) 

To reflect reduced use of school 
boarding houses during holiday 
periods 

AM00 – hospital/medical hostel 0.971 ET per bed Combination of EUC AM01 and 
AM02 

BE00 – retail shop/s including supermarkets 0.003 ET per m2 GBFA Combination of EUC BE01 and 
BE02 

BE05 – hairdressers/beauty salon 0.25 ET per basin (reduced 
from 0.79 ET per basin) 

More reflective of sewage load 
on our sewerage system  

BE07 (a) – medical centre  No change to unit measure 
consulting rooms (0.63 ET)  

Separating into two EUCs in 
response to customer feedback 
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End use code (EUC) and category Change Reason for change 

BE07 (b) – allied health – consulting room 
(physiotherapy, rehabilitation services, massage 
therapy, psychologist/counselling) 

0.315 ET per consulting room and to better reflect sewage 
load on the sewerage systems 

BE08 (a) – service station – stand-alone 0.003 ET per m2 GBFA (from 
number of lanes) 

 

Service stations are now closer 
to retail shops, rather than pure 
mechanical and petrol supply – 
the refined measure is more 
reflective of load on the 
sewerage system  

BE08 (b) – service station – multiple use 0.003 ET per m2 GBFA + 
additional EUC calculations 

BE09 – carwash – wand wash and drive through 0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

Combination of EUC BE09 and 
BE10 

BE15 – funeral parlours/crematorium 0.003 ET per m2 GBFA Separating from EUC CF05 to be 
more reflective of load on the 
sewerage system 

CP01 – Telstra/TasNetworks/Council – properties 

that have sewer facilities (e.g. exchanges, 
substations, roundabouts and parks)  

0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) changed from a default 
of 1 ET per property use 

More reflective of sewage load 
on the sewerage system 

EF00 – pub/bar/licensed club 0.008 ET per m2 GBFA Combination of EUC EF01 and 
EF02 

EF07 – cinema/theatre/public 
entertainment/conference/concert hall 

0.014 ET per visitor (rated 
capacity) 

Combination of EUC EF03 and 
EF04 

EF06 – library/museum 0.6 ET per amenity – toilet, 
shower, urinal per (fixture or 
per linear metre of walled 
urinal)  

New EUC created – was 
previously assessed as EUC 
BE04 and EUC CF06.  

FM00 – food or beverage 
manufacture/processing – meat, dairy, grain, 
confectionary and beverages (including small-
scale catering)  

0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

Floor area may overstate the 
potential load on our sewerage 
system plus combined EUC 
FM01 to FM09 plus MP04 for 
easier clarification 

MM00 – metal 
processing/manufacturing/industrial/commercial 
manufacture and fabrication including workshop 
and warehouse 

Combined MM01 to MM05 to 
single EUC 

Combination of some ET 
categories to reduce complexity 

SF01 (a) – sports stadium/sports 
grounds/ovals/bowling greens/marinas (water 
sports) 

(changeroom/clubroom/licensed 
areas/members areas) 

0.008 ET per m2 GBFA 

Combination of EUCs SF02 to 
SF06 SF01 (b) – sports stadium/sports 

grounds/ovals/bowling greens/marinas (water 
sports) 

(public amenities available outside of 
clubroom/changeroom facilities) 

0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

SF07 – swimming pool 0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

New EUC created – was 
previously assessed on a case-
by-case basis  

SF08 (a) – gymnasium/indoor sports  
(changeroom/clubroom/licensed 
areas/members areas) 

0.008 ET per m2 GBFA Refining EUC SF08 into two 
subcategories to accommodate 
different property use  
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End use code (EUC) and category Change Reason for change 

SF08 (b) – gymnasium/indoor sports (amenities) 0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

UD01 – under full redevelopment (full 
demolition and reconstruction) 

Default 1 ET while under 
development More reflective of sewage load 

on the sewerage system 
through property development 

UD02 – under partial redevelopment (partial 
demolition and reconstruction) 

Case by case depending on 
level of development. 
(minimum 1 ET) 

BE11 – animal boarding and day care 0.6 ET per amenity – toilet, 
shower, urinal (per fixture or 
per linear metre of walled 
urinal) 

A per kennel ET calculation 
does not reflect the potential 
load on the sewerage system  

BE14 – nursery  Category removed Combined into EUC retail space 
BE01and new EUC commercial 
nursery BE17 

MP04 – catering  Category removed Combined under EUC food 
manufacture FM00 

TL01 – wool scour  Category removed Assessed in EUC manufacturing 
MM00 

TL02 – felt and carpet dying and spinning Category removed Assessed in EUC manufacturing 
MM00 

The proposed ET schedule (reflecting new, removed and refined EUCs) may be found in Appendix 15. 

 Cost-reflective sewerage prices 

TasWater has developed prices that reflect the costs of providing sewerage services. The following 
sections detail TasWater’s prudent and efficient sewerage costs. 

9.6.1 Cost-reflective sewerage prices per ET 

The cost-reflective sewerage price per ET covers fixed and variable costs of sewage treatment and is 
set out in Table 9.14. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Fixed sewerage price   768.18   773.09   780.04   810.95  

9.6.2 Cost-reflective sewerage prices – service charges for unconnected properties within 
serviced land 

In line with TasWater’s Service Charges Policy (Appendix 6), a service charge is applied for properties 
that are within sewer serviced land but are not connected to the network. As these unconnected 
properties do not have any sewage output, the charges reflect only the fixed cost component of 
sewerage services, i.e. they are charged at 60 per cent of the standard ET rate for a residential 
dwelling: 0.6 of one ET. 

The cost-reflective prices are set out in the Table 9.15. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Sewerage service charge  460.91   463.85   468.02   486.57  

Table 9.14: Cost-reflective sewerage prices ($ per ET) 

Table 9.15: Cost-reflective sewerage service charges for unconnected properties within serviced land ($) 
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 Target sewerage prices 

In keeping with financial projections supporting TasWater’s MoU with the Tasmanian Government, 
which has been incorporated into the Shareholders’ Letter of Expectations, it is proposed to cap 
price increases over the PSP4 period at 3.50 per cent per annum. Using this rate of price increases 
yields the target prices and revenue forecasts for the PSP4 period set out in the following sections. 

9.7.1 Target sewerage prices per ET 

The target sewerage price per ET and forecast revenue by number of ETs and customer type is set 
out in Table 9.17. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Fixed sewerage price ($) 705.04  729.71  755.25  781.69  

Target revenue $’000s     

Residential     

ET1–10 127,168  133,138  139,393  145,945  

ET11–15 811  848  888  929  

ET16–20 372  389  406  425  

ET21–25 314  328  344  360  

ET26+ 2,020  2,114  2,213  2,315  

N/A 1,653  1,734  1,820  1,909 

Commercial     

ET1–10 16,544 17,298 18,087 18,913 

ET11–15 2,584 2,704 2,829 2,960 

ET16–20 2,133 2,231 2,333 2,440 

ET21–25 1,384 1,449 1,516 1,586 

ET26+ 14,018 14,667 15,346 16,056 

N/A 1,658 1,736 1,817 1,902 

Industrial     

ET1–10 2,525 2,613 2,705 2,800 

ET11–15 81 84 87 90 

ET16–20 85 88 91 94 

ET21–25 51 53 54 56 

ET26_+ 118 122 126 131 

N/A 53 55 57 59 

Total 173,572 181,651 190,110 198,970 

9.7.2 Target sewerage prices – service charges for unconnected properties within serviced land 

The target price and revenue for sewerage service charges for unconnected properties within 
serviced land is set out in the Table 9.18. Note that the target price for sewerage services to 
unconnected properties within serviced land is 60 per cent of one ET. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Sewerage service charge 
($) 

423.02 437.83 453.15 469.01 

Target revenue ($’000s) 4,965 5,199 5,444 5,701 

Table 9.17: Target sewerage prices and target revenue by customer type and by number of ET  

Table 9.18: Sewerage service charges for unconnected properties within serviced land  
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9.7.3 Septic Tank Effluent Disposal schemes – maximum target sewerage prices  

TasWater operates a small number of STED schemes that take liquid waste from customers’ septic 
tanks through the network to a treatment plant. Customers in these areas buy and maintain their 
own septic tanks and engage a contractor to undertake maintenance, such as desludging. STED 
locations include: 

• Arthur River 

• Beauty Point 

• Bronte Lagoon 

• Cowrie Point 

• Granville Harbour 

• Trial Harbour. 

Properties within STED scheme areas are charged at 0.7 ET. This price covers TasWater’s costs of 
liquid waste removal, with the 30 per cent discount against a full ET accounting for the customer’s 
cost of regular desludging. A three-yearly cycle of desludging is assumed, as required by the Building 
Regulations 2016. 

Table 9.16 shows the STED scheme sewerage prices and the annual revenue recovered. 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

STED scheme sewerage 
price ($) 

493.53  510.80  528.68  547.18  

Annual revenue ($’000) 181,126 187,464 194,026 200,815 

 Customer impacts 

In PSP4, price increases will be limited to 3.50 per cent per year for the reasons described in Section 
9.1.  

The price cap benefits all customers, and especially those on low incomes. Approximately 
25 per cent of TasWater’s customers are in this category, being eligible for concessions from the 
Tasmanian Government.  

All customers consistently support the need for investment in infrastructure improvements to meet 
compliance requirements and maintain service standards, yet feedback from customer consultation 
shows that affordability is a key concern.  

A careful balance is required between prices, service standards and the time to reach full cost 
recovery. The LTSP 2021–2030 and capital prioritisation model provide the framework for making 
trade-offs between these outcomes. As described in Chapter 6, the LTSP 2021–2030 enables 
TasWater to plan improvements over the long term, while minimising price impacts for customers 
and maintaining the borrowing required to fund infrastructure improvements. 

9.8.1 Customer bill analysis 

Table 9.19 shows example bills for customers over the PSP4 period with a 3.50 per cent per annum 
price increase compared to what they paid during PSP3. The impact for various levels of water 
consumption have been assessed noting that the average residential water consumption in FY2019–
20 was 193.5 kL per annum68. 

 
68 TasWater 2019–20 National Performance Report: average annual residential consumption was 193.5 kL.  

Table 9.16: STED scheme sewerage prices  

Table 9.19: Impact on customer bills with 3.50 per cent per annum price increase over the PSP4 period ($) 
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Parameters 

PSP3  PSP4 

FY2021–22 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water consumption 50kL/annum 

Water – fixed 354.96 367.39 380.25 393.55 407.33 

Water – variable 54.96 56.88 58.87 60.93 63.07 

Sewerage 681.20 705.04 729.71 755.25 781.69 

Total Bill 1,091.12 1,129.31  1,168.83  1,209.74  1,252.08  

Water consumption 100kL/annum 

Water – fixed 354.96  367.39  380.25  393.55  407.33  

Water – variable 109.92  113.76  117.75  121.87  126.13  

Sewerage 681.20  705.04  729.71  755.25  781.69  

Total Bill 1,146.08  1,186.19  1,227.71  1,270.68  1,315.15  

Water consumption 150kL/annum 

Water – fixed 354.96  367.39  380.25  393.55  407.33  

Water – variable 164.88  170.65  176.62  182.80  189.20  

Sewerage 681.20  705.04  729.71  755.25  781.69  

Total Bill 1,201.03  1,243.07  1,286.58  1,331.61  1,378.21  

Water consumption 193.5 kL/annum  

Water – fixed 354.96  367.39  380.25  393.55  407.33  

Water – variable 212.69  220.13  227.84  235.81  244.07  

Sewerage 681.20  705.04  729.71  755.25  781.69  

Total Bill 1,248.85  1,292.56  1,337.80  1,384.62  1,433.08  

Water consumption 200 kL/annum  

Water – fixed 354.96 367.39 380.25 393.55 407.33 

Water – variable 219.83 227.53 235.49 243.73 252.26 

Sewerage 681.20 705.04 729.71 755.25 781.69 

Total Bill 1,255.99 1,299.95 1,345.45 1,392.54 1,441.28 

Water consumption 250kL/annum 

Water – fixed 354.96 367.39 380.25 393.55 407.33 

Water – variable 274.79 284.41 294.36 304.67 315.33 

Sewerage 681.20 705.04 729.71 755.25 781.69 

Total Bill 1,310.95 1,356.84 1,404.32 1,453.48 1,504.35 

Water consumption 400kL/annum 

Water – fixed 354.96 367.39 380.25 393.55 407.33 

Water – variable 439.67 455.06 470.98 487.47 504.53 

Sewerage 681.20 705.04 729.71 755.25 781.69 

Total bill 1,475.83 1,527.48 1,580.94 1,636.28 1,693.55 

9.8.2 Transitional prices 

Water and sewerage prices used to be set by 29 individual councils. Since its formation, TasWater 
has been transitioning individual prices towards a single set of target prices by the legislated date of 
1 July 2020. 

At the conclusion of PSP2, 96 per cent of TasWater’s customers had transitioned to target prices. It 
was expected that the remaining customers (approximately 7,500) would transition to target prices 
by the start of what was expected to be the final year of PSP3 (1 July 2020) to meet the legislative 
requirement. 
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While progress was made in the first year of PSP3 (FY2018–19), TasWater was unable to continue 
this progress in FY2019–20 and FY2020–21 as a result of price freezes implemented in these years. 
Consequently, approximately 3,600 customers remain below target prices as at 26 March 2021, 
translating to a revenue shortfall of approximately $1.3 million per annum. 

The number of customers and the percentage gap between their price and the target price is shown 
in Figure 9.1. 

Prices will be set for these customers to ensure that the transition to target price is complete for all 
customers by the start of the second year of PSP4 (1 July 2023). This will necessitate annual price 

increases for these customers that are above TasWater’s proposed annual price increase. 

TasWater is committed to keeping bills as affordable as possible, but understand that even a modest 
price rise may be difficult for some customers to pay. As with all customers, TasWater will work with 
customers transitioning to target prices who may have difficulty paying their accounts. 

If a customer, as at 30 June 2022, is paying less than their respective fixed water and/or sewerage 
target tariff, and if the difference between what they are paying and the relevant target tariff in the 
first year of the PSP4 period is:  

• less than or equal to $50 (multiplied by the applicable connection size multiplier and/or 
number of ETs), then the customer will move straight to the relevant target tariff in the 
first year of the PSP4 period 

• greater than $50 (multiplied by the applicable connection size multiplier and/or number 
of ETs), then the customer’s prices for water and sewerage respectively will increase 
each year by one half of the difference between the relevant target tariff in the second 
year of the PSP4 period and the price they paid at end of the third year of the PSP4 
period. 

In addition to the transition approach to target prices described above, customers will move 
immediately to the target price in the following circumstances: 

• Change in the property’s predominant use 

• Altered connection arrangements due to a successful DA 

Figure 9.1: Gap between transitional and target prices for combined service as at 26 March 2021 (number of 
customers) 
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• Previously unconnected properties connect to water and/or sewerage infrastructure 
(including new subdivisions) 

• Where a customer’s property is already connected to water and/or sewerage 
infrastructure, but is currently not receiving charges (previously un-billed customer) 

• Newly discovered connection(s) to existing infrastructure 

• Changes to existing connection points (i.e. change of connection size including 
installation of sub-meters) 

• A customer should be receiving a fire service charge 

• New trade waste customer (applying for a consent) 

• Existing sewerage service customer who should be receiving a trade waste charge 
(previously unbilled trade waste) 

• Adhesions 

• Demolition resulting in land becoming vacant 

• Change of ownership 

• Change from a permanent BWA or PHA to a potable water supply (variable charge) 

• Where an account adjustment is made to correct an overcharge of a service and a 
refund to the owner results and the value of the refund is equal to or more than the 
annual difference to target price. 

 Miscellaneous service prices 

In addition to water and sewerage prices, TasWater need to recover the costs of its ad hoc activities 
connected to those services. This is done through miscellaneous prices. The miscellaneous prices for 
PSP4 are set out in the tables below, including a table showing the new prices, followed by a table 
with key changes. Additional commentary follows. 

Service 

Miscellaneous prices ($) Miscellaneous revenue ($)  

FY2022–
23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

FY2022
–23 

FY2023–
24 

FY2024
–25 

FY2025–26 

Connections      

Water 
connections 

        

Standard 20mm 
water connection 

3,657.00 3,785.00 3,917.47 4,054.58  259,647   215,745   168,451   113,528  

Sewer 
connections 

        

Standard 100mm 
sewerage 
connection 

4,010.00 4,150.35 4,295.61 4,445.96  284,710   236,570   184,711   124,487  

Meter fees     

Special meter 
reads 

64.94 67.21 69.56 72.00  537   562   588   615  

Meter testing – 
onsite 

85.15 88.13 91.22 94.41  176   184   193   202  

Meter testing – 
offsite 

Price on 
applicatio
n (POA) 

POA POA POA –  –  –  –  

Meter downsizing 
(from diameter 

392.65 406.39 420.61 435.33 –  –  –  –  

Table 9.20: PSP4 miscellaneous service prices and revenue ($) 
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Service 

Miscellaneous prices ($) Miscellaneous revenue ($)  

FY2022–
23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

FY2022
–23 

FY2023–
24 

FY2024
–25 

FY2025–26 

less than or equal 
to < or equal to 
40mm to a 20mm) 

Meter downsizing 
(all others) 

POA POA POA POA  –   –   –   –  

Sundry fees     

Right to 
information 
request 

41.62 42.35 43.20 44.17  –   –   –   –  

Pressure and flow 
testing – new 
connection, single 
point. For multiple 
test points the 
additional time 
(field and 
administration) 
will be charged at 
‘Field inspection 
and supervision 
fee’ rate – refer to 
Table 9.29 

112.47 116.40 120.48 124.70  35,702   37,357   39,089   40,900  

Pressure and flow 
testing – existing 
connection where 
a no-charge test 
has been 
previously 
provided – refer 
to Table 9.29 

172.47 177.42 182.68 188.27 24,236 25,205 26,237 27,337 

Land Information 
Certificate 
(Section 56ZQ) 
request 

46.75 47.57 48.52 49.61  639,697   658,030   678,551   701,428  

Field inspection 
and supervision 
fee – $per hr  

63.28 65.49 67.78 70.16  1,266   1,324   1,386   1,450  

Consent to 
register legal 
document  – refer 
to Table 9.29 

230.21 237.34 244.94 253.02  33,348   34,893   36,511   38,203  

Restriction charge 112.65 116.59 120.67 124.90 - - - - 

Account 
establishment – 
refer to Table 9.29 

26.78 27.72 28.69 29.69  85,447   89,407   93,551   97,887  

Account 
administration 
bounced 
payments (per 
transaction) – 
refer to Table 9.29 

6.58 6.81 7.05 7.29  15,310   16,020   16,762   17,539  

Development application      

Minor 226.70 234.64 242.85 242.85  104,004   108,825   113,869   115,118  
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Service 

Miscellaneous prices ($) Miscellaneous revenue ($)  

FY2022–
23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

FY2022
–23 

FY2023–
24 

FY2024
–25 

FY2025–26 

Medium 376.67 389.86 403.50 403.50  82,511   86,336   90,337   91,328  

Major 723.84 749.17 775.39 775.39  26,177   27,390   28,660   28,974  

Significant 1,220.97 1,263.71 1,307.94 1,307.94  32,801   34,322   35,912   36,306  

CCW (includes building and plumbing applications)      

Minor 321.74 333.00 344.66 344.66  200,132   209,408   219,114   221,517  

Medium 417.27 431.88 446.99 446.99  78,901   82,558   86,385   87,332  

Major 470.01 486.46 503.49 503.49  7,285   7,622   7,976   8,063  

Significant 593.15 613.91 635.39 635.39  -     -     -     -    

CCW exemption 42.51 43.99 45.53 45.53  659   689   721   729  

Engineering design approval      

Minor 305.81  311.16  317.38  324.52   3,623   3,791   3,967   4,010  

Medium 674.22  686.02  699.74  715.49   10,892   11,397   11,926   12,056  

Major 1,458.40  1,483.92  1,513.60  1,547.66   14,137   14,792   15,478   15,647  

Significant  2,081.06  2,117.48  2,159.82  2,208.42   6,724   7,036   7,362   7,443  

Legacy certificate of compliance for applications made before 1 July 
2018 application  

    

Minor $111.81 $115.16 $118.62 $122.47  5,529   5,757   5,995   6,257  

Medium $279.52 $287.91 $296.54 $306.18  4,202   4,375   4,556   4,756  

Major $559.04 $575.81 $593.08 $612.36  689   717   747   780  

Development miscellaneous fees     

Request for 
approval to build 
near 
infrastructure 
(WSI Act Section 
56W request)  

49.36 51.09 52.88 54.73  10,443   10,927   11,434   11,964  

Additional 
planning 
assessment fee 
(per hour)  

70.20/hr 72.38/hr 74.70/hr 77.16/hr  34,646   36,972   39,492   42,220  

Private filling stations     

Private filling 
stations (fixed 
charge per annum 
for 20mm, scaled 
by size) 

367.39 380.25 393.55 407.33  8,083   8,365   8,658   8,961  

Private filling 
stations ($/kL) 

1.14  1.18  1.22  1.26  166,500  173,878  181,584  189,631  

Public filling stations      

Public filling 
stations ($/kL) 

1.75 1.82 1.88 1.94 529,873  553,354  577,876  603,484  

Security deposit 
(one off fee for 
public filling 
stations) 

53.56 55.44 57.38 59.38  8,096   9,075   10,172   11,402  

Account keeping 
fee (per account) 

6.64 6.82 6.82 6.82  90,995   94,237   95,019   95,808  

Portable metered standpipes for accredited users     
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Service 

Miscellaneous prices ($) Miscellaneous revenue ($)  

FY2022–
23 

FY2023
–24 

FY2024
–25 

FY2025
–26 

FY2022
–23 

FY2023–
24 

FY2024
–25 

FY2025–26 

Portable metered 
standpipes (fixed 
charge per annum 
for 20mm, scaled 
by size)  

367.39 380.25 393.55 407.33 – – – – 

Portable metered 
standpipes ($/kL) 

1.14  1.18  1.22  1.26  – – – – 

Note: All prices are GST exempt, unless specified  

9.9.1 New service delivery model for standard water and sewerage connections 

Property owners need to connect internal water and/or sewerage plumbing to TasWater’s 
reticulation mains to access water and/or sewerage services. These connections must be done to the 
required standards to ensure the security of the reticulation networks. 

Before 2017, TasWater supplied new water and sewer connections directly to customers. In 2017, 
after an internal productivity review, it was decided that TasWater would engage contractors to 
perform these works. This engagement model required TasWater to coordinate contractors to 
supply services to customers. The additional coordination steps sometimes lengthened timeframes 
and resulted in higher costs, as customers often contacted TasWater multiple times, rather than 
directly contacting the contractors that had been engaged.  

In 2019, a further review of the engagement model was aimed at developing a more customer-
focused process that would allow customers to directly engage contractors, thereby delivering 
better service and efficiencies for customers. Consistent with the practice of other Australian water 
providers, the new model will provide a framework for contractors who meet specified requirements 
and standards (in areas such as work health and safety systems, customer service, quality of work 
and data management) to be authorised to undertake connections to TasWater’s infrastructure 
through direct engagement by customers.  

The new model applies to all service connections, except for those which qualify as a standard 
connection under TasWater’s Connection Policy (refer Appendix 6). Customers can arrange standard 
connections directly with TasWater at the quoted regulatory price or can choose to engage directly 
with an authorised provider at a price to be negotiated with the selected contractor. 

9.9.2 New service delivery model for non-standard connections  

For non-standard connections, including disconnections, relocations and meter adjustments, 
excluding from a <=40mm to 20mm connection (all non-standard), TasWater authorised contractors 
will perform the works. Contractors quote competitively for connections works. 

For non-standard connections, customers need to: 

• Apply for approval of a new connection through TasWater’s development assessment 
process  

• Engage directly with an authorised provider to negotiate the timing and price of works 

• Pay the price according to their contract with the supplier.  

The new operating model delivers a market-led, competitive outcome that is responsive to 
customers. By simplifying the process and allowing customers to negotiate with accredited suppliers, 
they can choose the price and timing suitable to their individual needs. TasWater has also reduced 
its financial risk and administrative cost by no longer acting as an intermediary to coordinate the 
works. 
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The approved contractor framework includes: 

• Different levels reflecting the complexity of work for different services 

• Processes for assessing contractor’s ability to perform 

• Processes for assessing ancillary requirements of contractors (such as safety, data 
management, insurance) 

• The administrative costs to manage the approved contractor framework. 

Contractors wishing to join the panel will be subject to the fees set out in Table 9.21: 

Accreditation level FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Approved contractor assessment fee (per 
assessment) 

566.50  584.06  602.75  623.85  

9.9.3 Development service application fees 

TasWater has reviewed time spent on development service applications to ensure that it 
appropriately reflects its costs against the prices for the services. In some cases, as TasWater’s 
understanding of the process has improved, it has become apparent that the PSP3 prices have not 
adequately reflected all the tasks and components that go to make up these charges.  

The reasons for the changes and associated price increases are set out below. 

• Compliance tasks are an essential element of any development assessment application 
and involve checking that works applied for meet TasWater’s specifications. The costs 
for this activity were not included in the PSP3 prices and these are now included for 
PSP4. This has resulted in an increase in prices for applications that include a 
compliance assessment. 

• The new charge for legacy (pre-PSP3) certificate of compliance applications is needed as 
these were not priced separately in PSP3 and were charged at PSP2 prices. As there are 
in excess of 15,000 yet to be assessed, it is important that there is capacity in PSP4 to 
charge updated rates for the assessment activity, rather than the PSP2 rates currently 
being generated. 

• The new charge for ‘complex’ applications accounts for the design approval on major 
projects that are materially beyond the existing categories. 

The new hourly ‘assessment’ charge is an hourly rate for senior staff who are required to assess any 
application that goes beyond the timeframes nominated for standard charges. This is for office work, 
and may occur due to operational complexity or because documentation is not adequate. It is 
separate to the ‘inspection and supervision’ fee that may be charged, as a sundry fee (this is for 
outdoor operational work). 

The new inspection charge is intended to cover the time TasWater spends on site in addition to what 
is estimated in the standard charge. Such time may be spent due to several factors, including:  

• Development assessment is materially above that allowed for in the standard categories 

• TasWater needs to undertake on-site supervision of third parties working near high risk 
infrastructure 

• TasWater needs to isolate non-routine services, i.e. isolations other than reticulation 
water mains for connections 

• Operational complexity. 

Table 9.21: Service connection approved contractor assessment fee ($) 
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9.9.4 Shared infrastructure charge 

As shown in Table 9.22, a standard shared infrastructure charge will apply to all developments 
connecting to TasWater’s infrastructure from 1 July 2023 (year 2 of PSP4) that are using capacity 
already included in TasWater’s growth and capacity plans (GCPs). For water-only or sewerage-only 
customer connections, 50 per cent of the standard shared infrastructure charge will apply. 

A negotiated charge will be applied, in addition to the standard shared infrastructure charge, for 
developments that require unexpected network augmentation that is not scheduled in TasWater’s 
GCPs. 

The charge has been introduced after consultation with customers and stakeholders. Details on the 
consultations are available in Chapter 2.  

For further detail on the shared infrastructure charge refer to Appendix 7. 

 FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Standard shared infrastructure charge 
per 20mm connection / one ET 

–  3,588.00  3,588.00  3,588.00  

9.9.5 Portable metered standpipes 

TasWater provides bulk drinking water access from its public water filling stations and from metered 
portable standpipes.  

A review was conducted into the use of standpipes after incidents that caused damage to the 
network and created potential risk to customers. The use of portable metered standpipes (with 
backflow prevention) will now only be permitted to approved persons who have undertaken the 
required training and can demonstrate the required competency for use.  

Taking water directly from hydrants without the consent of TasWater or the Tasmanian Fire Service, 
is an offence under Section 56ZH(2) of the WSI Act.  

 Trade waste 

9.10.1 Trade waste pricing approach  

Prices for trade waste services cover the costs of collection, conveyance, treatment and disposal of 
trade waste or the biosolids it produces. The risk-based pricing is based on the WSAA Australian 
Sewage Quality Management Guideline 2012, the accepted guideline for managing trade waste 
discharges into sewerage networks and plant.  

Customers are required to have a consent to discharge trade waste into the sewerage infrastructure 
as per Section 56ZI of the WSI Act. Trade waste is required to be of an appropriate volume and 
quality for acceptance into the sewerage infrastructure. Conditions of acceptance and prices are 
based on risk.  

TasWater’s costs escalate if: 

• There is a higher impact on the sewerage infrastructure (pipes, pump stations and 
treatment plants) 

• There is greater risk to the staff or personnel working in the sewerage system 

• Influent needs more treatment before disposal to the environment 

• By-products need more treatment before disposal or reuse. 

Prices for trade waste services may be regulated or unregulated, depending on customer categories. 
Prices for commercial customers in categories 0, 1 and 2 are fully regulated. These customers 
typically provide services such as hairdressing, restaurant or café meals and beverages, and motor 

Table 9.22: Standard Shared Infrastructure Charge ($) 
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mechanical services. Their waste, while typically greater in volume and intensity than a domestic 
residence (except for Category 0) carries lower risk than that of trade waste from industrial 
customers.  

The transition of commercial customers to full compliance with trade waste requirements (usually 
installing pre-treatment infrastructure) has been slow and challenging and has historically been a 
source of complaints and enquiries by key stakeholders. Some customers have previously advised 
that they believed TasWater was inflexible in the way it approached pricing and compliance 
obligations, with some considering that these obligations do not appropriately reflect their individual 
business circumstances.  

These concerns have been addressed through: 

• Offering a no-interest, four-year loan scheme for installation of pre-treatment 

• Developing a recommended supplier scheme of plumbing contractors for installation of 
pre-treatment 

• Offering a 10 per cent discount on fixed trade waste charges for compliant customers. 

These refinements have facilitated a progressive uplift in trade waste customer compliance. At the 
time of this submission, 79 per cent of commercial trade waste customers were compliant, with the 
remaining 21 per cent requiring an upgrade of their pre-treatment equipment to meet compliance 
requirements. 

Categories 3 and 4 are industrial customers and have unregulated pricing. Trade waste services for 
industrial customers involve a higher risk due to waste size or composition or a higher load (volume). 
A separate review of industrial pricing structures in 2019 enabled the development of a Trade Waste 
Strategy. Throughout PSP4 this strategy will be used to assess the risk of industrial flows and loads 
into sewerage systems, which will enable further negotiation with these customers on pre-treatment 
and pricing requirements. 

TasWater provides a service to receive tankered waste from approved contractors who play an 
important role in the community by removing liquid waste from residential, commercial and 
industrial premises. Acceptance of tankered waste requires careful management to ensure that the 
waste is safely received and can be treated to a standard which meets the environmental discharge 
licences at the receiving STP. Tankered waste pricing is unregulated. 

9.10.2 Commercial trade waste review and outcomes 

In response to concerns raised by some trade waste customers, Jacobs Australia (Jacobs) was 
engaged to assist in reviewing commercial trade waste charges, treatment requirements, incentive 
structures and costs. 

Jacobs undertook a review of the current state of the framework and engaged with commercial 
trade waste customers through peak bodies. They also reviewed trade waste charging frameworks 
and reforms nationally. The key recommendation was to identify costs and allocate them more 
accurately among all sewerage customers – sewerage (residential and non-residential) and trade 
waste (commercial and industrial).  

The cost allocation is a significant undertaking that requires a detailed understanding of the costs of 
treating key parameters at each STP. It is expected that this work will be undertaken in PSP4 and the 
results will be used to inform PSP5.  

Jacobs also recommended the following measures to address the largest sources of customer 
complaints: 

• Better reflect the risk that different trade waste presents 
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• Provide greater flexibility for customers while not disadvantaging those who are already 
compliant. 

Based on these recommendations, the following changes will be implemented in PSP4. 

• Creation of Category 0 to include very low risk customers – This category will include 
customers such as primary schools, hairdressers, churches, beauty salons, medical 
centres and coffee shops. They are currently included in Category 1 as per PSP3. A trade 
waste annual fee will not apply for such customers, they will continue to pay sewerage 
charges only. This is based on analysis of their trade waste (assuming approved pre-
treatment is in place) which showed that the risk and load they present is similar to or 
less than a residential home, which is charged as one ET. The customer categorisation 
will be assessed initially to ensure that approved pre-treatment is in place 

• Catchment management fee for customers in Category 2 – This category includes food 
businesses such as restaurants and cafes that prepare or serve food on premises. They 
typically discharge solids, fats, oils and grease as trade waste. They are required to 
install grease traps to reduce the amount of fats and solids entering the sewerage 
network and treatment plants. 

PSP3 authorised a site constraint fee for category 2 customers who were unable to 
install grease traps due to heritage listing or site constraints that made the cost of 
installation unreasonably prohibitive. The constraint fee offset the cost to transport and 
treat the otherwise non-compliant trade waste. It was also intended to provide for 
increased equity among customers, so that those who had already installed grease traps 
would not be disadvantaged. The fee was set at the NPV of a grease trap plus the cost of 
annual maintenance (emptying food and fats to service the grease trap). 

It is proposed to extend the application of the existing site constraint fee to those food 
businesses where the cost of purchasing and installing a grease trap is unreasonable. 
The fee is renamed as a ‘catchment management fee’ and will apply to assist in 
managing the cost of food and fats in the sewerage network or plants in relevant 
catchments. 

The catchment management fee is shown in Table 9.27 below, this fee is calculated as 
the average cost of installing pre-treatment in the Trade Waste Loan Scheme plus the 
average yearly servicing costs. The forecast CPI rates have been applied to escalate 
costs. 

To facilitate the deeming of Category 0 customers and the catchment management fee, the risk 
assessment process will be updated so that Category 0 customers can be deemed compliant, and the 
modified site constraint fees can be levied based on actual risk to the sewerage network and 
systems. This will be included in updated trade waste customer information. 

9.10.3 Trade waste prices 

Trade waste prices include an application fee, an annual fee, a non-compliance fees, catchment 
management fee and macerator fees as shown in Tables 9.23, 9.24, 9.25, 9.26, 9.27 and 9.28. 

Trade waste application fee FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Application fee 157.90 163.43 169.14 175.06 

Customers that fail to submit a trade waste application and obtain a Consent to Discharge will also be subject to this fee. 

Table 9.23: Trade waste application fee ($) 

Table 9.24: Trade waste annual prices ($) 
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Trade waste annual price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 0 No trade waste charges, customers pay sewage charges only 

Category 1 610.04 631.39 653.49 676.36 

Category 2A 1,000.01 1,035.01 1,071.24 1,108.73 

Category 2B 1,403.26 1,452.38 1,503.21 1,555.82 

Category 2C 2,104.57 2,178.23 2,254.47 2,333.38 

TasWater may apply a non-compliance fee to a trade waste customer where they do not comply 
with the requirements of their trade waste consent. Price levels vary according to risk category and 
actual waste volumes discharged. The expected trade waste load is determined according to what is 
typically discharged by different business types, with this used as a basis for risk assessment. A 
multiplier is applied to the trade waste charge depending on the nature of the non-compliance. For 
minor non-compliance the annual trade waste charge is multiplied by two and for a major non-
compliance the annual trade waste charge is multiplied by three. 

Minor non-compliance is a failure to maintain pre-treatment or operate within a consent or install 
adequate pre-treatment for up to 12months. For a minor non-compliance, the charges on the 
customer invoice will be an annual charge and minor non-compliance fee as per Table 9.25, the 
combined charges being equal to two times the annual charge.  

Annual trade waste non-compliance 
(minor) fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 0 Not applicable Not applicable Not applicable Not applicable 

Category 1 610.04 631.39 653.49 676.36 

Category 2A 1,000.01 1,035.01 1,071.24 1,108.73 

Category 2B 1,403.26 1,452.38 1,503.21 1,555.82 

Category 2C 2,104.57 2,178.23 2,254.47 2,333.38 

Major non-compliance is where pre-treatment is inadequate and there is a failure to take reasonable 
steps to upgrade, or to discharge substances or trade waste that poses an unacceptable risk to the 
sewerage system or the safety of people. For major non-compliance, the charges on the customer 
invoice will be an annual charge and major non-compliance fee as per Table 9.26, the combined 
charges being equal to three times the annual charge. 

Annual trade waste non-compliance 
(major) fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 2A 2,000.02 2,070.02 2,142.47 2,217.46 

Category 2B 2,806.52 2,904.75 3,006.42 3,111.64 

Category 2C 4,209.14 4,356.46 4,508.94 4,666.75 

Table 9.25: Annual trade waste non-compliance (minor) fees ($) 

Table 9.26: Annual trade waste non-compliance (major) fees ($) 

Table 9.27: Catchment management fee by kL of trade waste per annum ($) 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 207 of 378 

Price FY2022–23 FY2023–24 FY2024–25 FY2025–26 

High and medium volume – 500 to 
1,500 kL per annum 

2,135.00  2,209.73  2,287.07  2,367.11  

Low volume – up to 499 kL per 
annum 

1,273.00  1,317.56  1,363.67  1,411.40  

In case a customer refuses to pay the catchment management fee, they will be deemed non-
compliant with trade waste requirements and may be subject to the relevant non-compliance fee as 
listed in Table 9.25 and Table 9.26. 

Annual trade waste macerator fee FY2022–23 FY2023–24 FY2024–25 FY2025–26 

All trade waste categories 56.62 58.61 60.66 62.78 

Several aged-care and healthcare facilities use disposable paper bedpans that are shredded by a 
macerator device before discharge to the sewerage system. This macerated waste frequently causes 
blockages in the sewerage network, causing time and machinery cost to clear blockages. PSP3 
authorised TasWater to charge a notional fee for these blockages, but it does not reflect their cost. 
By comparison, SA Water charges $755 per macerator unit to these customers (FY2019–20). 
Compliance efforts have been focused in other areas and this charge has not yet been levied. It is 
proposed that TasWater retain the ability to levy this charge in PSP4, as set out in Table 9.28 above. 

 Key changes to miscellaneous prices  

Key changes to miscellaneous prices are explained in brief in Table 9.29. Where further explanation 
is warranted, it has been included in the relevant sections above.  

Charge Change Explanation 

Non-standard water and sewerage connections 
and disconnections 

Removed These services will be undertaken by contractors 
authorised by TasWater on a customer’s behalf 
(refer to Section 9.9.2 for further information). 

Property information plan Removed These plans are no longer provided. Customers can 
obtain information about TasWater assets and 
infrastructure from The List (Land Information 
System Tasmania) free of charge. 

Account establishment fee Modify This fee (previously ‘account establishment and 
closure’) has been reassessed after internal 
efficiency improvements relating to account 
closures and, as a result, time and costs will now 
only be charged for account establishment. For 
further background on this change refer to Chapter 
5. 

Consent to register a legal document Modify Previously, these were assigned various levels. A 
reassessment has found that there is very little 
difference in the time or cost to assess documents 
affecting assets of greater risk or complexity. 
Therefore, there will be only one level of charge. 

Assessment of structure over works New This new fee is payable on an hourly basis, where 
TasWater needs to spend time assessing the effect 
of proposed new works over high-risk assets. 

Account administration fee New  New fee for payments that are declined due to 
customer factors, such as incorrect card numbers 
or insufficient funds. The charge is at a flat rate for 
each time the payment fails.  

Table 9.28: Annual trade waste macerator fee ($) 

Table 9.29: Changes to miscellaneous prices and rationale 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 208 of 378 

Charge Change Explanation 

TasWater will only pass on the bank fee charged to 
it by its bank. It is at TasWater’s discretion and will 
not apply to those who default due to vulnerability 
or genuine delay. 

Range of development service application fees Revised 
and new 

Refer to Section 9.9.3 for explanation of changes.  

Pressure and flow testing  Revised 
and new 

New charge for testing with more than one 
hydrant. Traditionally, TasWater has used one 
hydrant for these tests, but are increasingly using 
more where developers request tests at multiple 
locations on sites – for areas further from 
treatment plants or at high or low elevation.  

New ‘existing connection’ charge when customers 
require TasWater to test the pressure or flow at a 
meter that has already been found, by previous 
testing, to be within the required range of service. 
The charge is discretionary and authorised under 
Section 10.3 of TasWater’s Customer Service Code. 

Filling station prices  Revised  TasWater’s outsourced service provider (AVData) 
advised changes to its pricing model. The e-card 
credit top-up fee is no longer charged, but an 
account administration fee is charged as well as a 
rate per kilolitre in addition to TasWater’s variable 
water price. The security deposit fee is reduced to 
reflect the lower cost of the deposit since PSP3.  

Shared infrastructure contribution charge New Reintroduction of a charge to fund infrastructure 
projects to support the capacity for new customers 
connecting and maintaining regulatory service 
levels. 
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Next steps 

The PSP4 submission is the first step in the determination process. The process is expected to be 
completed by April 2022 to enable water and sewerage prices to be set from 1 July 2022. Table N1 
summarises the key remaining activities and timetable from the TER’s PSP4 Guideline. 

Activity Date 

TasWater submitted its proposed price and service plan, financial model and supplementary 
information to the Regulator  

30 June 2021 

Third party advisor completes review and submits report to Regulator (after discussing 
recommendations and findings with TasWater) 

30 September 2021 

Draft third party advisor’s report, draft price investigation report and draft price determination 
released for public consultation 

December 2021 

Consultation on draft price investigation report and draft price determination closes End of February 
2022 

Final price investigation report published and final price determination gazetted April 2022 

TasWater submits revised PSP reflecting price determination and final report 31 May 2022 

Regulator approves Price and Service Plan Mid-June 2022 

TasWater publishes prices that will apply from 1 July 2022 Mid-June 2022 

Next regulatory period begins 1 July 2022 

 
 

Table N1: Key activities in PSP4 
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Appendix 1 – LTSP 
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Appendix 2 – Drinking water quality regulator expectations and priorities 
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Appendix 3 – Environmental regulator expectations and priorities 
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Appendix 4 – Dam safety regulator expectations and priorities 
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Appendix 5 – Customer Contract  
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CUSTOMER CONTRACT 
 
 
 
 

TASMANIAN WATER AND SEWERAGE CORPORATION PTY 

LIMITED ACN 162 220 653 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This Contract is effective from 1 July 2022
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This Contract sets out the terms and conditions under which we will provide Water Services and/or 
Sewerage Services to You.  
 

The Contract is approved by the Regulator and commences without You having to sign any 
documentation. 
 

In addition to this Contract, we will comply with all applicable laws (including consumer laws) in 
our dealings with You. 

 
 

1 DEFINITIONS AND INTERPRETATIONS 

Terms used in this Contract have the same meanings as they have in the Act, Regulations and 
Code. Capitalised terms used in this Contract which are not defined in the Act, Regulations or 
Code are defined in Schedule 1.  

2 THE PARTIES 

2.1 What is a Customer Contract? 

The Contract is between: 

(a) Tasmanian Water and Sewerage Corporation Pty Limited ACN 162 220 653 (TasWater) (in  
this Contract referred to as ‘we’, ‘our’ or ‘us’); and 

(b) You, the Customer. 

2.2 Am I covered by this Contract? 

You are our Customer and covered by this Contract if You are: 

(a) the Owner and Occupier of a property that is connected to our Infrastructure; or 

(b) the Owner (but not an Occupier) of a property that is connected to our Infrastructure; 
or 

(c) the Occupier of a property that is connected to our Infrastructure and is liable for  
service charges 

If You are the Owner or Occupier of a property that is not connected to our Infrastructure but 
to which a Service is available and we impose a Service Charge, You are also our Customer and 
covered by the applicable provisions of this Contract. 

You may also classify as a Limited Water Quality Customer or a Limited Water Supply Customer. 
These terms are defined in Schedule 1.  

You must notify us if You require Services for the use of a dialysis machine or other medical 
needs, as You may classify as a Special Needs Customer. If You are registered with us as a 
Special Needs Customer, we will comply with our obligations set out in the Code to, where 
possible, provide advance notice to You and to prioritise the restoration of Services to You in 
the event of service interruption.  

2.3 What if I have entered into a separate agreement? 

If You have entered into a separate agreement with us (for example, in relation to Trade Waste 
or for the supply or use of Water for irrigation purposes), the terms of that agreement will take 
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precedence over the terms of this Contract in respect of the matters covered by that 
agreement, to the extent of any inconsistency.  

2.4 When does this Customer Contract commence? 

This Contract commences on the later of 1 July 2022 or upon you becoming a Customer under 
clause [2.2].  

Upon commencement, this version of the Contract replaces any previous contract between 
You and us. Any rights and liabilities that have accrued under any previous contract or 
agreement with us will be merged into this Contract. 

For the avoidance of doubt, if You have entered into a separate agreement with us, that other 
agreement will continue to apply for its duration with respect to the matters covered by that 
agreement.  

2.5 How can this Contract be varied? 

We may vary this Contract as permitted by the Act. 

2.6 When does this Contract terminate?  

If You cease to be a Customer as described, this Contract (or the applicable parts of this 
Contract) will terminate between You and us. Termination does not affect any of your or our 
rights or obligations that accrue prior to termination.  

3 TASWATER WARRANTIES 

We will provide Services to You: 

(a) exercising due care and skill; and 

(b) in a proper and workmanlike manner and to a standard expected of a member of the 
water and sewerage industry in Tasmania; and 

(c) so that the Service complies with the applicable Health Regulations; and 

(d) so that the Service complies with applicable Environmental Regulations. 

4 WHAT WATER SERVICES DO WE PROVIDE? 

4.1 Provision of Water to your property 

If your property is lawfully connected to our Water Infrastructure, we will: 

(a) deliver Water to the Connection Point in accordance with our warranties under clause 3;  

(b) deliver Water to the Connection Point at the Minimum Flow Rate set out in our Price and 
Service Plan;  

(c) use reasonable endeavours to deliver Water to the Connection Point at the Minimum 
Pressure set out in our Price and Service Plan; 

unless:  

(d) You are a Limited Water Quality Customer; or 

(e) You are a Limited Water Supply Customer; or 

(f) there is an interruption to the Water Service as further detailed in clause 9; or 
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(g) we restrict or disconnect the Water Service under clause 10; or 

(h) the Act or other law provides otherwise. 

Testing of flow rates and water quality upon request by You will be undertaken in accordance 
with the obligations and process set out in the Code.  

4.2 New Water connections to your property 

As long as your property has not been disconnected by us (and the issues that led to the 
disconnection have not been rectified) and meets the connection requirements specified in our 
Connection Policy, then we will permit connection(s) to your property in accordance with the 
Code and the Act. 

4.3 Non-potable Water 

(a) If You are a Limited Water Quality Customer, we will supply Non-potable Water to the 
Connection Point at your property, and an alert will be issued to You regarding the use 
and/or consumption of the Non-potable Water. 

(b) You should adhere to any advice issued by the DoH and/or the Director of Public Health 
with respect to your use of the Non-potable Water.  

(c) You accept all risks associated with the use of the Non-potable Water. 

5 WHAT SEWERAGE SERVICES DO WE PROVIDE? 

5.1 Connection to your property 

If your property is lawfully connected to our Sewerage Infrastructure, we will provide Sewerage 
Services to your property at the Connection Point in accordance with clause [3], unless: 

(a) there is an interruption to the Sewerage Service as further detailed in clause 9; or 

(b) we restrict or disconnect supply of a Sewerage Service under clause 10 ; or 

(c) the Act or other law provides otherwise. 

5.2 New sewerage connections to your property 

As long as your property has not been disconnected by us (and where relevant, the issues that 
led to the disconnection have not been rectified), and meets the connection requirements 
specified in our Connections Policy, we will permit connection(s) to your property in 
accordance with our Code and the Act. 

6 FAILURES OR FAULTS IN OUR INFRASTRUCTURE 

Upon notification, we will attend to any faults or failures in our Infrastructure in accordance 
with the Minimum Service Standards and other obligations set out in the Code relating to 
blockages, leaks, burst or spills. We will do this at our cost, but if You contribute to the 
damage, You may be liable to pay some or all of those costs.  

7 TRADE WASTE 
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You may only discharge Trade Waste into our Sewerage Infrastructure if You are a Category 
0 Trade Waste customer, Category 1 Trade Waste customer or a Category 2 Trade Waste 
customer. 

If You are a Category 0 Trade Waste customer, Category 1 Trade Waste customer or a Category 
2 Trade Waste customer: 

(a) this Contract and the Consent (available at www.taswater.com.au) apply to your 
discharge of Trade Waste to our Sewerage Infrastructure; and 

(b) if the Consent deals with a matter that is not contained in this Contract then the Consent 
applies in relation to that matter; and 

(c) the minimum acceptable means of Trade Waste pre-treatment apply, as specified in our 
Pre-treatment Guideline (available on our website at www.taswater.com.au); and  

(d) if You do not comply with the requirements of this Contract and/or the Consent, we 
may apply Trade Waste non-compliance charges contained in our Price and Service 
Plan. 

8 METER INSTALLATION, TESTING AND MAINTENANCE 

We will install, read, test, maintain, and replace a Meter at your property in accordance with 
the Act and the Code. The Meter remains our property.  

9 FACTORS AFFECTING SERVICE 

Your Water Service and/or Sewerage Service may be affected by: 

(a) Planned Interruptions: where we have operational, protective or other works planned for 
our Infrastructure that require an interruption to Services; and/or 

(b) Unplanned Interruptions: where a failure or fault in our Infrastructure requires immediate 
or emergency repair, an interruption to Services is necessitated by an event beyond our 
control, or there is a situation where we need to avert risk of danger to any person or 
property; and/or 

(c) where we impose water restrictions under the Regulations, a water supply emergency is 
declared under the Water Management Act 1999 (Tas), and/or other event or factor 
beyond our reasonable control impacts our ability to provide Services to You.  

For Planned Interruptions and Unplanned Interruptions, we will comply with our obligations 
set out in the Code, including those relating to Minimum Service Standards, information, 
notice, and provision for Special Needs Customers. We will restore Services to You as soon as 
practicable.  

10 DISCONNECTION OR RESTRICTION OF SERVICES 

Other than as set out in clause [9], we will only: 

(a) disconnect or restrict the supply of a Sewerage Service to a customer; and/or 

(b) disconnect or restrict the supply of a Water Service to a non-residential customer; and/or 

(c) restrict the supply of a Water Service to a residential customer 

(d) in accordance with the Act, Regulations and Code and will comply with our obligations 
relating to notice, limitations on restriction and disconnection, and restoration of service 
requirements.  

http://www.taswater.com.au/
http://www.taswater.com.au/
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11 SERVICES WE ARE NOT RESPONSIBLE FOR 

We are not responsible for: 

(a) the supply, installation, commissioning, maintenance or replacement of a Backflow 
Prevention Device installed at the outlet of a Meter where the Backflow Prevention 
Device is greater than 25 millimetres; or 

(b) a private fire service; or 

(c) private extension, trunk services or property service pipes from private extensions; or 

(d) Your Infrastructure or infrastructure belonging to any other person located beyond the 
Connection Point (excluding the Meter); or 

(e) shared private pipes as detailed further at clause 14.5; or 

(f) any illegal connections; or 

(g) any services installed contrary to requirements under the Act; or 

(h) the provision of facilities and parts for the repair of any goods supplied to You pursuant 
to this Contract. 

 

12 YOUR ACCOUNT 

We will issue You with a Bill setting out the amounts payable by You for each Billing Period in 
accordance with the requirements and process set out in the Code. 

You must pay us the amount of your Account by the due date specified, unless circumstances 
exist as set out in the Code.  

If You: 

(a) are entitled to a concession under the Water and Sewerage Industry (Community Service 
Obligation) Act 2009 (Tas) we will apply the concession to your Account;  

(b) are in financial hardship or are experiencing financial difficulty, we have policies and 
flexible payment plans to assist You, and if You are eligible, we will apply these to your 
Account; 

(c) have an overdue Account balance, we may charge You interest; or 

(d) have been overcharged or undercharged by us, we will undertake any adjustment or 
refund to your Account (including any interest that may be payable); 

in accordance with the Act and Code.  
 

13 THE AMOUNT THAT WE CHARGE YOU 

13.1 What Charges might be included on my Account? 

Our Charges are set out in our Price and Service Plan, and may include: 
(a) A Variable Water Charge; 
(b) A Fixed Water Charge; 
(c) A Fixed Sewerage Charge; 
(d) Trade Waste Charges; 
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(e) A Service Charge; 
(f) Any other Charge included in our Price and Service Plan; 
and 
(g) Any other fee, charge or amount imposed under the Act or 
passed onto us by any government.  

13.2 How are Charges determined? 

The Regulator has approved our Charges as set out in our Price and Service Plan. 

13.3 How are our Charges varied? 

Our Charges may vary for each financial year as set out in our Price and Service Plan. 

13.4 Dishonoured or declined payments 

If payment of your Account is dishonoured or declined, we may recover from You an amount 
charged by our financial institution as set out in the Code.  

13.5 Security Deposits 

We may require you to pay us a Security Deposit as set out in the Code. 

14 YOUR RESPONSIBILITIES 

14.1 Your Infrastructure 

You are responsible for maintaining, repairing and replacing all of the pipes and fittings 
(excluding the Meter) beyond your Connection Point to our Infrastructure and any building 
and/or taps on your property. These pipes and fittings comprise Your Water System and/or 
Your Sewerage System).  

14.2 Backflow Prevention Device 

If your property has a connection to our Water Infrastructure that is 25 millimetres or greater, 
You must supply, install, commission, maintain and, if required, repair and/or replace a 
Backflow Prevention Device that is approved by us on Your Water System. The Backflow 
Prevention Device will be owned by You. 

14.3 Altering and unauthorised connection or use 

You must not wrongfully: 

(a) take, use or divert any Water supplied by us; or 

(b) interfere with the operation of a Meter or prevent it from registering the quantity of 
Water supplied by us; or 

(c) discharge any substance into a System owned by us; or 

(d) otherwise act in contravention of our rights under the Act.  

(e) You must obtain our consent before carrying out any activity that may cause destruction 
of, damage to, or interference with our System. 
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14.4 Changes to personal circumstances 

You are responsible for notifying us of any changes to your personal circumstances that may 
affect the amount that You are required to pay us, or the Services that we provide to You, 
including when you vacate, sell or lease your property to another person.  

14.5 Shared private pipes  

If Your Water System or Your Sewerage System connects to a shared private water or sewerage 
pipe before connecting to our Infrastructure, You are jointly responsible for the cost of 
maintenance or replacement of the shared private pipe, including damage to property 
resulting from a fault or failure in the shared private pipe.  

Your shared responsibility starts from the point at which Your Water System or Your Sewerage 
System connects with the shared private pipe. The apportionment of costs incurred in 
maintenance or replacement of the shared private pipe is a matter between You and others 
who share it.  

Disconnection of Your Water System or Your Sewerage System from a shared private pipe is a 
matter between You and the other persons who are connected to the shared private pipe, and 
we have no responsibility or authority in respect of disconnection from those shared private 
services. 

15 LIABILITY 

15.1 Conditions and warranties of the Contract 

Except as otherwise provided in this Contract or prohibited by law, all other terms, conditions, 
or warranties implied by law (except those statutory guarantees implied pursuant to the 
Australian Consumer Law), custom, or usage are excluded. 

Despite any other provision of this Contract, nothing in this Contract is to be read as excluding, 
restricting or modifying the application of the Australian Consumer Law which cannot be 
excluded, restricted or modified. 

Notwithstanding any other provision of this Contract, our liability, if any, for anything arising 
out of or in connection with the provision of any Service under this Contract (including a 
breach of a guarantee or warranty implied by the Australian Consumer Law in relation to the 
supply of any Service, not of a kind ordinarily acquired for personal, domestic or household use 
or consumption) is limited, at our option, to: 

(a) the supplying of the Service again; or 

(b) the payment of the cost of having the Service supplied again. 

Notwithstanding any other provision of this Contract, our liability, if any, for anything arising 
out of or in connection with the supply of goods under this Contract (including a breach of a 
guarantee or warranty implied by any law (including any Legislative Requirements), except for 
any guarantee or warranty implied by Sections 51, 52 or 53 of the Australian Consumer Law, in 
relation to the supply of any goods, not ordinarily acquired for personal, domestic or 
household use or consumption) is limited, at our option, to the: 

(c) replacement of the goods or the supply of equivalent goods; 

(d) repair of the goods, however we cannot provide facilities and parts for the repair of 
any goods supplied to You by us pursuant to this Contract; 
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(e) payment of the cost of replacing the goods or of acquiring equivalent goods; or 

(f) payment of the cost of having the goods repaired. 

16 PRIVACY 

We will treat your personal information in accordance with our Privacy and Credit Reporting 
Policy (available at www.taswater.com.au).

http://www.taswater.com.au/
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SCHEDULE 1 – DEFINITIONS 

 
Account has the same meaning as in the Water and Sewerage Industry (Customer Service 
Standards) Regulations 2019 (Tas). 
 
Act means the Water and Sewerage Industry Act 2008 (Tas). 

 
Australian Consumer Law means the law as set out in Schedule 2 of the Competition and 
Consumer Act 2011 (Cth). 

 
Backflow Prevention Device means protection against the reverse flow of liquid within a 
piped plumbing system which could cause contaminants being drawn into our Water 
Infrastructure. 

 
Category 0 Trade Waste customer means a Customer discharging trade waste of very low 
volume and impact, equivalent to, or less than, that of a standard residential dwelling.  
 
Category 1 Trade Waste customer means a Customer discharging low volume and low impact 
Trade Waste which is minimal risk to the Sewerage Infrastructure and can be managed 
through cleaner production methods and/or the installation of pre-treatment devices 
approved by us. 

 

Category 2 Trade Waste customer means a Customer discharging low to medium volume and 
low impact Trade Waste which requires installation of a pre-treatment system approved 
by us at the source to make it acceptable for discharge to the Sewerage Infrastructure, and 
includes those Customers in subcategories 2A, 2B and 2C as set out in TasWater’s trade waste 
policy. 
 

Charge includes the charges set out in clause 13.1, a one-off fee or charge, a Volumetric 
Charge, a fee that is payable periodically, a scale of fees or charges and an amount of 
money determined using a method of calculation or by application of a policy. 
 

Code means a customer service code issued under section 57 of the Act. 
 

Consent means the specific terms and conditions that must be complied with in order for us 
to accept discharge of Trade Waste to our Sewerage Infrastructure from Category 0 Trade 
Waste customers, Category 1 Trade Waste customers or Category 2 Trade Waste customers, 
in addition to any general terms and conditions of this Contract that are not inconsistent with 
those terms and conditions. The Consent is available at our website (www.taswater.com.au). 

 

Contract means this document and includes any schedules, appendices and annexures to this 
Contract. 

 

Environmental Regulations means the Environmental Management and Pollution Control Act 
1994 (Tas) and associated subordinate legislation. 

 

Health Regulations means the regulation of health, public safety and monitoring with respect 
to the supply of drinking Water by the Director of Public Health, the Public Health Act 1997 
(Tas), the Fluoridation Act 1968 (Tas) and associated subordinate legislation. 

 

https://www.legislation.tas.gov.au/view/html/inforce/current/act-2008-013#GS57@EN
http://www.taswater.com.au/
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Limited Water Supply Customer means a Customer that: 

 
(a) is connected to a Water main that periodically does not contain Water under positive 

pressure; or 
 

(b) has a connection designed to provide low or intermittent flow, such as where the 
Customer has been required to install, operate and maintain an individual tank or 
pump; or 

 

(c) is connected to a non-reticulation Water main that is subject to significant pressure 
variations due to either: 
(i) a pumped supply where the low pressure is below 50kPa and the high pressure is 

above 500kPa; or 
(ii) an inlet supply to a trunk reservoir such that when the reservoir inlet valve is 

open the pressure is below 50kPa; or 
 

(d)      i s  otherwise receiving a supply of Water that we determine to be inadequate. 

 
Limited Water Quality Customer means a Customer receiving Water from a supply (or part 
of a supply) which has an alert in place in relation to the use and/or consumption of water. 
Non-potable Water means Water that, on the basis of both health or aesthetic 
considerations, does 

 

not comply with the health guideline values contained in the ADWG published by the National 
Health and Medical Research Council. 

 
Owner means the person(s) who holds the freehold interest in any land that is connected to 
Infrastructure or that a Service is available to from Us. 

 
Price and Service Plan means our price and service plan approved by the Regulator under 
section 65 of the Act. 

Regulations means any regulation pursuant to statute and includes the Water and 
Sewerage Industry (General) Regulations 2019 (Tas). 

 
Regulator means the Tasmanian Economic Regulator within the meaning of the Economic 
Regulator Act 2009 (Tas). 

 
Service means the provision of a Water Service or a Sewerage Service by us. 

 
Service Charge means a charge levied on a Customer under section 68A of the Act in relation 
to a property which may be connected or unconnected to either Water Infrastructure or 
Sewerage Infrastructure. 
System means our Water Infrastructure or Sewerage Infrastructure. 

 
Trade Waste Charge means a recurrent charge for the acceptance of Trade Waste from a 
Customer but does not include a Fixed Sewerage Charge. 

 
We, our or us means TasWater its officers, employees, agents and contractors. 

 
Your Infrastructure means Your Sewerage System and/or Your Water System. 
 
Your Water System and Your Sewerage System have the meaning described in Clause 14.1. 
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Appendix 6 – Water and Sewerage Network and Charges Policies 
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Policy approval and responsibilities 

The Chief Executive Officer of TasWater is responsible for implementing these policies.  
 
 
Approved by the Board at its meeting on ............ of ............ 2021. 
 
 
 
........................................................ 
Chairman 
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1 Introduction 

This document details our policies in relation to water and sewerage connections to our network 
and provides information about relevant charges.  

The prices for these charges are further set out in our Pricing Handbook, which is available at 
www.taswater.com.au. The Pricing Handbook reflects the Regulator-approved prices for each year 
of the Price and Service Plan period 1 July 2022 to 30 June 2026.  

This document incorporates a number of policies required by the Water and Sewerage Industry Act 
2008, by the Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011 and by 
the Regulator in connection with our Price and Service Plan for the period 1 July 2022 to 30 June 
2026.  

The policies and information included are specific to: 

• Connections 

• Serviced land  

• Sub-metering 

• Service charges  

• Service introduction charges. 

1.1 Further information 

For further information about these policies and how they apply to your circumstances, please 
contact us on 13 6992 or enquiries@taswater.com.au. 

1.2 What’s not covered in this document 

Information regarding land development, including developer charges, can be found in our Land 
Development Policies document. 

Information regarding the circumstances and conditions under which we will consider connections 
to our network outside our serviced land can be found in our Conditional Connections – Connections 
outside serviced land policy. These policies are available on our website at www.taswater.com.au. 

1.3 Relevant legislation 

• National Measurement Act 1960 

• Strata Titles Act 1998 

• Water and Sewerage Industry Act 2008 (the Act) 

• Water and Sewerage Industry (Community Service Obligation) Act 2009 

• Water and Sewerage Industry (Customer Service Standards) Regulations 2019 
(Customer Service Standards Regulations) 

• Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011 (Pricing 
Regulations) 

1.4 Customer Charter 

Our Customer Charter explains our obligations consistent with the requirements under the Act, the 
Customer Service Standards Regulations and the Code issued by the Regulator. It also outlines the 
rights and responsibilities of our customers and our commitment to providing reliable water services 
and sewerage services. It explains our business practices and provides the customer with reasonable 
expectations of our services, pricing, processes and responsibilities. 
  

http://www.taswater.com.au/
mailto:enquiries@taswater.com.au
http://www.taswater.com.au/
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2 Our serviced land 

2.1 Background 

• Section 56U(1)(b) of the Act requires our Price and Service Plan to include a description 
of the land, identifiable by individual title or locality, that we will permit to be 
connected to our water infrastructure and/or sewerage infrastructure. This description 
of land is referred to as ‘serviced land’. 

• We have identified serviced land using individual land titles that meet the requirements 
of Section 2.2 below.   

2.2 Description of serviced land – water 

We identify serviced land based on servicing factors and the standards in the TasWater Supplement 
to WSAA Water Supply Code of Australia (MRWA Edition) (available on our website 
www.taswater.com.au). This Supplement details our minimum service pressure at peak hour 
demand and minimum flow rate as follows:  

• Minimum service pressure at the connection point is 220kPa, static head of 22m 
(Section 2.5.3.3 of the Supplement) 

• Minimum flow rate at the connection point is 15 litres/minute (Section 2.12 of the 
Supplement) 

• Land titles are defined as water serviced land when they meet all the following criteria: 

o Can be supplied with treated water  

o Are within 30 metres of our water reticulation main  

o Can receive the minimum flow and pressure at the connection point as described 
in the Supplement  

o Connection to our reticulation would not cross a land title owned by a third party  

o The physical characteristics or location of the land are not such as to require the 
application of unusual or unusually costly infrastructure, design, or installation 
techniques in order for the connection to be made. 

Treated water means either fully treated water or disinfection-only water supplies. Raw water 
supplies are excluded. Customers in serviced land who may, from time to time, receive water that is 
not safe for drinking will receive a discount on the regulated variable consumption rate. 

Land titles that do not meet the criteria listed above are unserviced for water. 

Existing connections that receive untreated water (raw water) or are directly connected to a bulk 
transfer main are connections outside our serviced land and are dealt with in accordance with our 
Customer Contract (www.taswater.com.au) or other agreement. 

Applications for new connections for untreated water (raw water) or direct connection to a bulk 
transfer main are considered connections outside our serviced land and are dealt with in accordance 
with our Conditional Connections Policy (www.taswater.com.au). 

2.3 Description of serviced land – sewer 

We have a range of sewerage infrastructure around the State depending on local conditions and 
topography.  

Land titles are defined as sewer serviced land when they meet all the following criteria: 

• Are within 30 metres of our sewer reticulation main and can be serviced via gravity 
connection   

http://www.taswater.com.au/
http://www.taswater.com.au/
http://www.taswater.com.au/
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• Connection to our reticulation main would not require installation of infrastructure on 
land owned by a third party beyond distances set out in the TasWater Supplement to 
WSA 02-2014-3.1 WSAA Gravity Sewerage Code of Australia version 2.0 Section 5.2.8  

• The physical characteristics or location of the land title are not such as to require the 
application of unusual or unusually costly infrastructure, design, or installation 
techniques in order for the connection to be made  

• Are not otherwise considered unserviced land in accordance with Section 2.4 below. 

Land titles that do not meet the criteria listed above are unserviced for sewer. 

2.4 Unserviced land 

Unserviced land is land, identified by land title, that does not meet the criteria for serviced land. We 
do not have any obligation to provide a connection to titles that are outside serviced land.  

Both our Conditional Connections Policy and our Land Development Policies (available on our website 
www.taswater.com.au) outline the circumstances in which we will consider allowing properties in 
unserviced land to connect to our network. 

2.5 Pre-July 2015 pressure sewer and septic tank effluent disposal schemes 

Pressure sewer schemes established before 1 July 2015 are defined as unserviced land, but 
connected customers are classified as full sewerage service customers. Table A6.1 below lists these 
areas.  

Septic tank effluent disposal (STED) schemes established before 1 July 2015 are defined as 
unserviced land, but connected customers are classified in the STED customer class. Table A6.2 
below lists these areas. 

In addition, Garthfield Avenue in Cygnet (which was part of a 2008 sewer extension project), is 
defined as unserviced land. 

Area Type of system 

Bell Buoy Beach Pressure sewer scheme with privately owned pump stations 

Boat Harbour Pressure sewer scheme with TasWater-owned pump stations 

Dunalley (near Dunalley Hotel) Pressure sewer scheme with TasWater-owned pump stations 

Lauderdale Pressure sewer scheme with TasWater-owned pump stations 

Low Head  Pressure sewer scheme with privately owned pump stations 

South Arm (Blessington Street) Pressure sewer scheme with TasWater-owned pump stations 

Sisters Beach (Tink Taylor Avenue)  Pressure sewer scheme with TasWater-owned pump stations 

Wynyard (Stennings Road area) Pressure sewer scheme with TasWater-owned pump stations 

 
 

Area 

Arthur River 

Beauty Point 

Bronte Lagoon 

Cowrie Point 

Granville Harbour 

Trial Harbour 

Table A6.1: Pressure sewer schemes established before 1 July 2015 (indicative only)  

Table A6.2 : STED schemes established before 1 July 2015 (indicative only) 

http://www.taswater.com.au/
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3 Connection Policy – connections to our water and sewerage network 

3.1 Aim 

The aim of this policy is to specify the circumstances in which we will permit an owner of land to 
connect, relocate or adjust a connection to our water infrastructure and/or sewerage infrastructure. 

3.2 Connection to our water infrastructure and/or sewerage infrastructure 

We will permit a property to connect to our infrastructure if all the following criteria are met: 

• The property is classified as serviced land (that is, it meets the criteria for our serviced 
land set out in Section 2 of this document) 

• There is no plan of subdivision, or other instrument of a type approved by the 
Regulator, that specifies that connection to our infrastructure or provision of regulated 
services by us will not occur  

• The applicant has complied with all requirements of connection imposed by us 

• The applicant has paid, or has agreed to pay, all applicable fees and charges for 
connection. 

If these requirements are met, the connection is for a 20 mm water connection or a 100 mm 
sewerage connection, and the connection is not of a type excluded from Section 3.2 below, we will 
classify the connection as a standard connection and will permit connection of the property within 
10 business days of all the above criteria being met, or such later date as agreed.  

The cost of a standard connection is approved by the Regulator for each year of the Price and 
Service Plan period 1 July 2022 to 30 June 2026 and is set out in our Pricing Handbook.    

To facilitate connection to our infrastructure we also require the all following: 

• A land title has been issued for the property or consent has been received from the 
landowner  

• A CCW has been issued (if required) or any other formal approval obtained 

• An application to connect has been submitted to us by the applicant and has been 
completed to our satisfaction. 

None of the following connections will be classified as standard connections:  

• The property requiring connection is classified as unserviced land  

• There is an existing connection in place  

• The property is not required under the relevant planning scheme to have water and 
sewerage services installed 

• The property is being developed for purposes other than as a single residential dwelling 
(including for a subdivision, commercial development, industrial development or multi-
unit development) 

• The property fits the definition of a standard connection but difficult construction 
conditions exist that require the application of unusual or unusually costly 
infrastructure, design, or installation techniques when undertaking the connection. 
Difficult construction conditions include (but are not limited to) the following: 

o excavation deeper than 1.5 metre  

o where the connection extends into the road pavement  

o directional drilling 

o works requiring special permits and approvals including rail crossing, heritage, 
arborist, Aboriginal heritage, environment, etc 
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o known prevalence of rock   

o works for pressure sewer units, whether or not installed within a pressure sewer 
scheme 

o passing over, under or through any structure (including retaining structures) 

o underground water, including high water table or tidal impacts 

o multiple utility services impact the connection works. 

Such excluded connections are considered non-standard connections and other considerations 
and/or charges may apply, as set out in Section 3.4 below.   

3.3 Relocation or adjustment of a connection to our water infrastructure and/or sewerage 
infrastructure 

Adjustment includes downsizing and/or disconnecting a water connection and disconnecting a 
sewerage connection, noting that a property cannot have connections reduced or removed below 
the minimum connection sizes of 20 mm for water and 100 mm for sewerage.   

We will permit a landowner to relocate or adjust a water connection or sewerage connection on that 
land if all the following criteria have been met: 

• The person requests the relocation or adjustment of the connection to our 
infrastructure 

• The relocation or adjustment will not result in our infrastructure crossing property 
owned by a third party, and for sewerage connections will not require installation of 
infrastructure on land owned by a third party beyond distances set out in the TasWater 
Supplement to WSA 02-2014-3.1 WSAA Gravity Sewerage Code of Australia version 2.0 
Section 5.2.8  

• A CCW has been issued (if required)  

• For water connections, the minimum pressure and minimum flow rate described in the 
Supplement will be received at the connection point following relocation or adjustment 
of the water connection   

• The person has complied with all requirements of relocation or adjustment of 
connection imposed by us  

• The applicant has paid, or has agreed in writing to pay, all applicable fees and charges   

• An application to connect has been submitted by the applicant to us and has been 
completed to our satisfaction 

• We have issued a formal document approving the change to the connection. 

Connection, relocation of connection and adjustment of connection costs 

Costs for the water and sewerage works component of connections, including relocations of 
connections and adjustments of connections, are as follows: 

• For a standard connection as defined in Section 3.2 above, the cost is approved by the 
Regulator for each year of the Price and Service Plan period 1 July 2022 to 30 June 2026 
and is set out in our Pricing Handbook.  

For non-standard connections, pricing is determined by service providers as further explained on our 
website at www.taswater.com.au.  

These costs are in addition to any other fees and charges applicable under the Price and Service Plan 
and set out in our Pricing Handbook, including: 

• Recurrent fixed charges and volumetric consumption charges in respect of the provision 
of water services and/or sewerage services to the property 

http://www.taswater.com.au/
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• Relevant development assessment fees. 

3.4 Other connections 

In addition to standard connections, we may permit other types of connections to our network, 
including for land development. Additional charges and fees may apply for these connections. Refer 
to our Land Development Policies document and Conditional Connections Policy for more 
information.  

Land development 

New developments have the potential to increase demand on the capacity of our water 
infrastructure and sewerage infrastructure. Our Land Development Policies document provides 
details on how we support and manage development, including the extension and expansion of 
existing systems outside serviced land. 

New services to existing localities  

We will consider requests for the introduction of water and/or sewerage services to existing 
localities in accordance with Section 7 of this document. 

Connections outside serviced land 

Under limited circumstances we may permit connection to our network outside serviced land. The 
considerations and assessment criteria for these connections are outlined in our Conditional 
Connections Policy available on our website at www.taswater.com.au.   

http://www.taswater.com.au/
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4 Sub-metering Policy 

4.1 Aim 

The aim of this policy is to outline our approach to water sub-metering and billing for existing and 
new strata schemes and multi-unit properties. This policy applies to all residential and non-
residential strata schemes and multi-unit properties. 

4.2 Multi-unit properties 

The following section describes our policies for metering and billing multi-unit properties that are 
not strata titled. 

4.2.1 Metering 

All multi-unit properties will have a master meter installed at the connection point. The master 
meter is used to determine the charges that apply to the property. Sub-meters, where installed, are 
not used for calculation of our charges. 

The owner of a multi-unit property has the option of installing sub-meters to assist in apportioning 
variable charges to each unit in accordance with Section 4.2.2 below. Third parties can install and 
read these meters on behalf of the owner. 

New multi-unit properties  

We may, at our discretion, approve each unit being individually and directly connected to our water 
reticulation main, or being connected to our water reticulation main via a water meter manifold.69 

4.2.2 Charges and billing 

The owner of the property will be billed for the fixed and variable charges for the property. The fixed 
charge is based on the master meter size and the variable charge based on the volume of water 
supplied through the master meter. 

The property owner may use sub-meter readings to apportion variable charges to individual units in 
accordance with the Residential Tenancies Act 1997, any other legislative requirements, and the 
relevant tenancy agreement. 

4.2.3 Strata schemes overview 

Summary of how charges are apportioned  

Fixed and variable charges for strata schemes are apportioned on the following basis: 

• Where there is a master meter only and general or special unit entitlements are 
available from the Land Information System (https://maps.thelist.tas.gov.au) on the 
cadastre spatial layer, the apportionment of charges will be based on those 
entitlements  

• Where there is a master meter only and no unit entitlement information is available, 
the charges will be shared equally across all the lots, unless the body corporate advises 
us of an alternative apportionment in writing in the form of a copy of a unanimous 
resolution  

• Where there is a master meter and sub-meters, the lot owner will be billed a fixed 
charge based on the size of the sub-meter and a variable charge based on the volume of 
water supplied to the lot as measured by the sub-meter. Charges may also be 
apportioned between lot owners for common property water usage as set out in 
Section 4.3.3.  

 
69 As defined in the Water Metering Guidelines version 2.0 (June 2015) available at taswater.com.au 

https://maps.thelist.tas.gov.au/listmap/app/list/map
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4.3 Change to unit entitlements  

Lot owners may change the unit entitlements that apply to their strata scheme in accordance with 
the requirements set out in Section 17 of the Strata Titles Act 1998.  

The body corporate must provide us with a copy of the unanimous resolution authorising the change 
of unit entitlements together with evidence that the change to the plan has been registered in line 
with Section 17(2) of the Strata Titles Act 1998.  

The lot owner is responsible for pursuing changes to unit entitlements for strata schemes in 
accordance with the Strata Titles Act 1998, if desired. 

Common property and fire services 

The measurement of water consumption for common property applies as follows:  

• Where common property sub-meter(s) are installed, then each lot owner’s bill will 
include a proportion, determined on the basis of the general or special unit entitlement 
under the strata scheme, of the fixed charge for the common property sub-meter 

• Where common property sub-meter(s) are not installed, then the difference between 
the volume of water measured at the master meter and the sum of the volume of water 
measured by each of the sub-meters for the individual lots will be deemed to be the 
water supplied to common property. 

The variable charges for common property in both cases can be billed either to the strata scheme’s 
body corporate70 or to the individual lot owners. Where the variable charge is billed to the lot 
owners, the amount must be apportioned on the basis of the general unit entitlement of the lot 
under the strata scheme, or if there is in respect of the lot a special unit entitlement in respect of the 
liability for charges for water use, on the basis of the special unit entitlement of the lot. 

It is optional whether a sub-meter is installed for common property. Sub-meter(s) can be installed 
for common property with the agreement of all lot owners.  

Where a fire service charge applies for a fire hydrant or fire sprinkler for fire protection purposes, 
each lot owner’s bill will include a proportion, determined by the general or special unit entitlement, 
of the charge. 

4.3.1 New strata schemes 

Until a property is strata titled, it will have a water meter at the connection point with fixed and 
variable charges being the responsibility of the owner. The fixed charge is determined by the size of 
the water meter, and the variable charge is determined by the volume of water measured by the 
water meter.  

New strata schemes can be metered in one of the following ways: 

• Single master meter only, or 

• Lots individually connected to our water main or via a water meter manifold. 

A lot owner may also choose to, at their own cost, engage a third party to install and read a sub-
meter in a new strata scheme in order to better understand their water consumption. Further 
information, including the relative costs of each metering configuration for new strata schemes, is 
available on our website (www.taswater.com.au) and is provided as part of the DA process.  

(a) Single master meter only 

 
70 Regulation 17(2) of the Pricing Regulations. 

http://www.taswater.com.au/
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Each lot owner will be billed for a proportion, determined by their respective general or special unit 
entitlement, of the fixed charge for the master meter. The fixed charge is determined by the size of 
the master meter.   

The applicable variable charge will be determined by the volume of water measured by the master 
meter and can be billed either to the strata scheme’s body corporate71 or to individual lot owners in 
accordance with regulation 18 of the Pricing Regulations. 

Variable charges billed to individual lot owners must be apportioned on the basis of the general unit 
entitlement of the lot, or, if there is a special unit entitlement relating to the lot in respect of the 
liability for charges for water use, on the basis of the special unit entitlement of the lot. 

(b) Individual connection to our water main or via a water meter manifold 

Where there is no common property, no interposing pipe work and no requirement for a master 
meter we may, at our discretion, approve each lot being individually connected to our water main, 
or being connected via a water meter manifold. 

Where each lot is individually connected to our water main, each lot owner will be billed a fixed 
charge (based on the size of each lot’s individual water meter) and a variable charge based on the 
volume of water supplied to each lot as measured by the lot’s individual water meter. 

4.4 Concessions 

A lot owner’s eligibility for a concession is unaffected by a strata scheme’s water meter 
configuration. 

4.5 Metering scenarios in existing strata schemes 

The following section outlines the range of sub-metering arrangements in existing strata schemes, 
including: 

 Single master meter only 

 Master meter and sub-meters 

 No master meter and individual lot water meters 

 Lots connected individually to our water main or via a water meter manifold  

 Master meter but with some individual lots connected directly to our water main 

 Multiple master meters 

 Multiple master meters but with some individual lots connected directly to our water main. 

These are as detailed in Section 4.2.3 above. 

Where sub-meters are already installed, we will continue to maintain sub-meters, which will remain 
our property, provided all the following conditions have been met: 

• All lot owners in a strata scheme agree to sub-metering  

• The body corporate provides us with a copy of a unanimous resolution authorising the 
installation of sub-meters  

• We are provided with a completed application form 

• Lot owners arrange and pay for installation of sub-meters to our approved installation 
standards.  

Once sub-meters have been installed and tested, each lot owner will be billed a fixed charge (based 
on the size of the sub-meter) and a variable charge based on the volume of water supplied to the lot 
as measured by the sub-meter.  

 
71 Regulation 18(1) of the Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011. 
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In addition, each lot owner’s bill may include a proportion, determined on the basis of the general or 
special unit entitlement, of: 

• Fixed and variable charges for the common property sub-meter(s) (if applicable) or  

• The difference between the master meter reading and the sum of the individual sub-
meter readings when the master meter reading is greater than the sum of the individual 
sub-meter readings (deemed to be the water supplied to common property where 
common property sub-meter(s) are not installed). 

In both cases, the variable charges for common property can be billed either to the strata scheme’s 
body corporate or to the individual lot owners.   

Where the master meter reading is less than the sum of the individual sub-meter readings, each lot 
owner will be billed on the volume of water supplied to the lot as measured by the relevant 
sub-meter.   

(c) No master meter and individual lot water meters  

Where there are water meters on individual lots but no master meter, each lot owner will be billed a 
fixed charge (based on the size of each lot’s water meter) and a variable charge based on the volume 
of water supplied to the lot as measured by the lot’s individual water meter.  

If the individual lot water meters are not installed at the connection point we may, at our discretion 
and at our cost, install a master meter at the connection point to measure any water potentially lost 
between the connection point and the individual lot water meters. Before the installation of a 
master meter we will consult with the body corporate regarding its location. If we install a master 
meter, the individual lot water meters and common property water meter(s) (if applicable) will be 
deemed to be sub-meters and each lot will be billed a fixed charge (based on the size of the sub-
meter) and a variable charge based on the volume of water supplied to the lot as measured by the 
sub-meter. 

Where the master meter reading is less than the sum of the individual sub-meter readings, each lot 
will be billed on the volume of water supplied to the lot as measured by the sub-meter.  

For common property, each lot owner’s bill will include a proportion, determined by the unit 
(general or special) entitlement of: 

• Fixed and variable charges for the common property sub-meter(s) (if applicable) and 

• The difference between the master meter reading and the sum of the individual 
sub-meter readings when the master meter reading is greater than the sum of the 
individual sub-meter readings. 

(d) Individual connection to our water main or connection via a water meter manifold 

Where each lot in a strata scheme is individually connected to our water main, or connection is via a 
water meter manifold, and there is no common property, no interposing pipe work and no 
requirement for a master meter, each lot owner will be billed a fixed charge (based on the size of the 
individual lot’s water meter) and a variable charge based on the volume of water delivered to each 
lot as measured by the individual lot’s water meter. 

(e) Other metering configurations 

Due to legacy plumbing arrangements some strata schemes are metered as follows: 

• Master meter plus some lots individually metered or 

• Multiple master meters or 

• Multiple master meters plus some lots individually metered. 
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Where the above metering configurations apply, each lot owner will be billed for a proportion, 
determined on the basis of the general or special unit entitlement, of the sum of the individual fixed 
charges for all the water meters required to meter all the lots in the strata scheme. The fixed 
charges will be determined based on the size of the individual water meters.   

In addition, each lot owner will be billed a variable charge for a proportion, determined on the basis 
of the general or special unit entitlement, of the sum of the volume of water measured by all of the 
water meters in the strata scheme.  

4.6 Associated documents 

• TasWater Water Metering Guidelines 

• TasWater Property Services Connection Standards Drawing – Water Services 

• TasWater Boundary Backflow Containment Selection Requirements 

• TasWater Sub-metering Application Form 
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5 Service Charges Policy 

5.1 Aim 

This policy outlines the circumstances when we will impose a service charge in relation to serviced 
land and the amount of, or the method of determining the amount of, the service charge. 

5.2 Policy 

A service charge will be imposed on unconnected properties classified as serviced land to ensure 
equity with other connected customers who would otherwise have to pay for the infrastructure. 

5.3 Amount of service charge 

The amount of the relevant service charge is listed in our Pricing Handbook which is available on our 
website at www.taswater.com.au. 

5.4 Notice to affected titles  

We will not impose a service charge unless we first serve notice on the owner(s) of the land and 
publish a notice in a newspaper circulating generally in the area in which the affected land is 
situated. We will provide a copy of the notice for inspection at our offices and on our website 
www.taswater.com.au. 

The notice will: 

• Define the locality to which it applies  

• Specify the services available  

• Generally identify the land to which the services are available 

• Fix a date on and from which the service charge will be payable, being a date not less 
than three months from the date of the notice. 

We are not required to serve written notice when imposing a service charge in respect of land that 
was the subject of a service rate or service charge under (the now repealed) Section 95 of the Local 
Government Act 1993 immediately prior to 9 July 2008. 
  

http://www.taswater.com.au/
http://www.taswater.com.au/
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6 Service Introduction Charges Policy 

6.1 Aim 

This policy outlines the circumstances and the terms and conditions that must be met for us to 
introduce water services and/or sewerage services (service introduction) to an area not previously 
receiving those services and the charges that will apply. 

6.2 Introduction of service 

We will consider service introduction for water services and/or sewerage services when a proposal is 
put forward by: 

• A community or a council on behalf of the community or 

• The relevant council’s Environmental Health Officer, the Environment Protection 
Authority or the Department of Health who have identified that the absence of water 
services and/or sewerage services is causing significant and/or wide-scale 
environmental harm and/or public health issues. 

6.2.1 Stage 1 – Initial consultation 

We will consult with each relevant community on any service introduction proposal. As part of this 
consultation we will define the proposed service introduction area(s). Using the proposed service 
introduction area(s), we will provide property owners and the community generally the following 
information: 

• High-level, preliminary design work and 

• Estimated service introduction charges per title for the service(s).  

In order to proceed to Stage 2, the service introduction proposal must be commercially viable. 
External funds will offset the costs and subsequent service introduction charges.  

6.2.2 Stage 2 – Indicative community support 

Consideration of service introduction will only proceed to Stage 3 if at least 50 per cent of each 
relevant community supports the proposal.  

6.2.3 Stage 3 – Community commitment to service introduction  

A detailed design and business case will be developed for service introduction as part of this stage. 
These will provide a more accurate estimate of the project costs and the service introduction 
charges. Approval of the business case by the TasWater Board will be conditional, among other 
factors, on the 80 per cent community threshold (detailed below) being achieved. 

For the proposal to progress to the procurement and construction stage, at least 80 per cent of the 
owners of developed land within the proposed service introduction area must enter into an 
agreement committing to connect to the relevant system and to pay the service introduction charge.  

Developed land means land titles where there is an existing development and/or use that would 
reasonably be expected to require or receive reticulated drinking water services and/or sewerage 
services. This may include, but not be limited to, a residential dwelling or commercial premises. It 
would not include other uses that do not require drinking water, for example, irrigation or stock 
watering. 

Following the conclusion of the Stage 3 consultation, we will advise the community of the results of 
the consultation and the next steps for the project.   
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6.3 Service introduction charges 

Service introduction charges will reflect the reasonable costs of providing the infrastructure less 
what would be recovered from customers in the new service area through ongoing annual water 
charges and/or sewerage charges.  

We will calculate service introduction charges at two stages of the consultation process: 

• Stage 1 – estimated service introduction charges based on the net present value (NPV) 
of the cost of providing the infrastructure specific to the service introduction, less the 
present value of the amount that would be recovered from 80 per cent of customers 
through ongoing annual water charges and/or sewerage charges.  

• Stage 3 – final service introduction charges based on the NPV of the cost of providing 
the infrastructure specific to the service introduction, less the present value of the 
amount that would be recovered from the actual percentage of committed customers 
(more than 80 per cent) through ongoing annual water charges and/or sewerage 
charges. 

Any third-party funding contributions will be subtracted from the NPV calculations. This calculation 
determines the commercial viability. 

Service introduction charges will be levied on the owner of land who has signed a contract 
committing to a connection from the date on which the property is able to connect to our water 
infrastructure and/or sewerage infrastructure and the agreement has commenced. 

The owner of a property to which a service introduction charge relates may elect to pay the charge: 

• Over a period of not less than 12 months or 

• At the owner’s request, over a period of less than 12 months. 

6.4 Other charges 

In addition to service introduction charges, a connection charge for water services and/or sewerage 
services will be payable when the property is connected to our water infrastructure and/or 
sewerage infrastructure in accordance with Section 3 of this document. The list of connection and 
other charges is provided in our Pricing Handbook (available at www.taswater.com.au). 

Ongoing fixed and variable charges will also apply once the property is connected and service 
provision has commenced.  

Owners of land who choose not to connect to our services will become liable to pay service charges 
following completion of works and availability of services and once the requirements of our Service 
Charges Policy have been met (see Section 5 of this document). 
 
 

file:///C:/Users/Raja.Iyer/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/9U0W0B33/www.taswater.com.au
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7 Service replacement process 

7.1 Aim 

The aim of this document is to detail the process we will follow where service replacement may be 
required for existing water services.    

7.2 Overview 

A number of our water services have in the past not complied with the Tasmanian Drinking Water 
Quality Guidelines 2015 and by extension the Australian Drinking Water Guidelines 2011 (ADWG).   

The Tasmanian Economic Regulator (TER), through our water and sewerage operating licence, and 
the Director of Public Health, through the provisions of the Public Health Act 1997, require all 
drinking water systems to comply with the health requirements of the ADWG. In practice, this 
means that most of our drinking water systems require full treatment. Historically this provided us 
with only two options: conform to the requirements of ADWG or instigate service replacement.  

Service replacement means that we cease providing a reticulated drinking water service to a locality. 
Where service replacement is required, we provide impacted customers with an alternative water 
supply, either through provision of appropriate infrastructure (such as a water tank or water filters), 
or a one-off payment to cover the reasonable costs of an alternative water supply. Service 
replacement is only considered when all other reasonable solutions have been assessed.  

We may provide, at our discretion, an irrigation supply in response to community demand and 
confirmed support. All costs for this unregulated supply will be borne by the local community 
through individual agreements. 

7.3 Service replacement process 

Our framework for assessing options to provide water services to small towns includes our Drinking 
Water Quality Policy available on our website at www.taswater.com.au.  

The policy seeks to balance the compliance obligation to provide a safe drinking water supply and 
the economic justification, in line with our legislative obligations, of major investment in towns with 
very small populations. This also incorporates non-economic considerations that may warrant the 
installation of treatment infrastructure in meeting compliance obligations. These include 
consideration of a range of criteria relating to community health, regional planning, growth and 
demographic issues, town sustainability and organisational reputation. Public safety is the principal 
objective in determining our preferred approach for a locality. 

We will follow the process outlined in this policy where service replacement is a possible solution to 
address water quality issues.  

7.3.1 Review points 

The process provides ‘review points’ at the end of each major stage to allow us to engage with the 
TER and other regulators as appropriate, such as the Department of Health (DoH), Environment 
Protection Authority (EPA) and Tasmania Fire Service (TFS). Relevant regulators at each review point 
need to give their in-principle agreement before we can proceed to the next stage in the process.  

Relevant regulators will be provided with information and asked to consider certain matters outlined 
below and detailed in the series of flowcharts that follow. The list below is not prescriptive and does 
not seek to limit regulators’ ability to request further information at the review points or at any time 
during the process.  

7.3.2 Stage 1.1 – Initial assessment 

Review point regulators: TER and DoH. 

http://www.taswater.com.au/
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Regulators asked to consider our assessment of the town against key assessment criteria and the 
need to commence the service replacement process.  

7.3.3 Stage 1.2 – Engage with community and regulators 

Review point regulators: TER, DoH and TFS. 

TER asked to consider the adequacy of community engagement. 

TER and DoH asked to consider: 

• Whether the options assessment presented to the community adequately address the 
risks, costs and benefits of each option and 

• Whether the proposed implementation approach (reimbursement or upfront payment) 
is justified.  

All relevant regulators asked to consider whether options adequately address their particular 
regulatory concern(s). For example, TFS may consider the impacts of the proposed service 
replacement on firefighting capability within the locality. 

7.3.4 Stage 1.3 – Customer offers and review 

Review point regulators: TER, DoH and TFS. 

TER asked to consider whether the Service Replacement Offer(s) matches the outcomes of the 
community engagement and the needs of customers, and the robustness of the process of gaining 
customer agreement.  

TER and DoH asked to consider: 

• Whether the Service Replacement Offer(s) presented to customers adequately explains 
the costs and ongoing requirements and the proposed implementation approach. 

All regulators asked to consider whether the Service Replacement Offer(s) adequately addresses 
their particular regulatory concern(s). 

7.3.5 Stage 1.4 – Amendment to serviced land 

Review point regulators: TER, DoH and TFS. 

Stage includes TER consultation with other regulators and, if required, public consultation in relation 
to our service replacement process report. 

TER final review. 

7.3.6 Stage 1.5 – Installation of alternative supply 

Review point regulator: TER.  

Advice to DoH and TFS of completion of the service replacement process. 

7.3.7 Customer complaints 

Customers who have a complaint with any part the process may lodge a formal complaint with us 
through a range of avenues, as detailed on our website www.taswater.com.au. If the customer 
remains dissatisfied with our response, we will advise the customer of their right to lodge a 
complaint with the Tasmanian Ombudsman.   

http://www.taswater.com.au/
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7.3.8 Engagement 

Engagement informs and drives the service replacement process. We will engage with our customers 
in the relevant localities, the local council and regulators. Other stakeholders will also be engaged as 
required.   

This engagement is an important part of the decision-making process for determining the preferred 
solution and to make sure we meet our legal obligations.  

As part of Stage 1.2 – Engagement with community and regulators (refer to flowchart below) we will 
provide the community with detailed options and the associated ongoing costs and obligations. The 
options presented will weigh up matters such as: 

• Quality and quantity of water supply (e.g. rainfall, surface and bore) 

• Upfront infrastructure costs 

• Ongoing costs and maintenance obligations for customers 

• Existing investment by customers in their own water supplies e.g. rainwater tanks and 

• Community composition e.g. the proportion of permanent residents to occasional and 
temporary visitors. Lower permanent resident levels may influence the option(s) 
proposed by TasWater.  

Community requirements will determine whether the preferred option will be implemented through 
provision of the alternative water source or an upfront payment to cover the reasonable costs of an 
alternative water supply. In some cases, it is not possible to get all customers to indicate their 
preferences. We will make all reasonable endeavours to engage with the community, including 
methods such as telephone contact, direct mail-outs, advertisements in local shops and/or 
newspapers and community meetings. 

The second part of the community engagement is to get formal agreement from individual 
customers. For each customer we will provide details of the service replacement offer and an 
agreement to accept the offer. 

Customers will be provided with up to 150 days (five months) to accept or reject the offer (the ‘offer 
period’).  

Our Water and Sewerage Network and Charges Policies document, available on our website, details 
our policies regarding service charges (Section 5), connections (Section 3) and serviced land (Section 
2).  

We will proceed to seek an amendment to serviced land at the end of the offer period if 80 per cent 
or more of customers have accepted the offer. Should this threshold not be met at the end of the 
offer period, we will consult with the relevant regulators to determine an acceptable resolution. 

The service replacement process is detailed in the series of flowcharts that follow. 
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Figure A6.1: Service replacement overview 
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Figure A6.2: Initial assessment 
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Figure A6.3: Engagement with community and regulators 
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Figure A6.4: Customer offers and review 
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Figure A6.5: Amendment to Serviced Land 
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Figure A6.6: Installation of alternative supply 
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8 Definitions 

Term Meaning 

Act  Means the Water and Sewerage Industry Act 2008.   

body corporate Has the same meaning as in Section 3 of the Strata Titles Act 1998.  

certificate for certifiable work Means a certificate referred to in Section 56TC(3) or Section 56TC(4) of the Act 
that is issued by us under Section 56TC of the Act. 

Code Means the Tasmanian Water and Sewerage Industry Customer Service Code 
issued by the Regulator under the Act. 

common property  Has the same meaning as in Section 3A of the Strata Titles Act 1998. 

concession Means a concession granted under Section 8 of the Water and Sewerage 
Industry (Community Service Obligation) Act 2009. 

connection point Has the same meaning as in Section 3 of the Act.  

connection charge Means a charge calculated by reference to the costs that are associated with 
installing assets that are dedicated to the provision of water services and/or 
sewerage services to a particular customer.  

Customer Service Standards 
Regulations 

Means the Water and Sewerage Industry (Customer Service Standards) 
Regulations 2019. 

fixed charge Has the same meaning as in Section 3 of the Pricing Regulations. 

infrastructure Means water infrastructure or sewerage infrastructure. 

interposing pipe work Means any pipe work that is between the connection point and the sub-meter 
and between the sub-meter and the strata titled lot. We do not own and are not 
responsible for providing and/or maintaining interposing pipe work. 

lot Has the same meaning as in Section 16(2)(a) of the Strata Titles Act 1998. 

master meter Means a water meter installed at the connection point that measures the total 
volume of water supplied to a strata scheme or a multi-unit property. A master 
meter may be connected to sub-meters. 

multi-unit property Means a property that has more than one sole occupancy unit on one freehold 
title (i.e. a property not established as a strata scheme).   

owner Means the person(s) who holds the freehold interest in any land that is 
connected to our infrastructure or that a water or sewerage service is available 
to from us.  

Price and Service Plan Means a price and service plan approved under Section 65 of the Act. 

Pricing Regulations Means the Water and Sewerage Industry (Pricing and Related Matters) 
Regulations 2011. 

Regulator Means the Regulator referred to in section 11 of the Act. 

service charge Means a charge levied under Section 68A of the Act and detailed in section 6 of 
this document.   

service introduction Means the construction of water infrastructure and/or sewerage infrastructure 
by us to provide reticulated water services and/or sewerage services to 
established communities/townships not previously receiving reticulated water 
services and/or sewerage services. 

service introduction charge Means a charge, in respect of a property, that relates to the installation, 
alteration or utilisation of assets by us to enable the provision by us of a 
regulated service to the property but does not include: 

• a connection charge 

• a fixed charge 

• a developer charge. 

serviced land Means land that we will permit to be connected to our water infrastructure or 
sewerage infrastructure. We have identified this land by individual title, in 
accordance with Section 56U(1b) of the Act.   

Table A6.3: Definitions 
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Term Meaning 

Serviced land boundaries will change over time as the capacity and reach of our 
systems change. 

Note: Information about our serviced land boundaries, including maps, is 
available on our website www.taswater.com.au, The List 
(maps.thelist.tas.gov.au) and for inspection by customers at our offices. For 
further information contact us during business hours on 13 6992. 

sole occupancy unit Means a building or other part of a building for occupation by one lessee, tenant 
or other occupier to the exclusion of any other lessee, tenant, or other occupier. 
A sole occupancy unit also includes any part of the building that is common 
property.  

standard sewerage connection Means a 100 mm sewerage connection to an unconnected property that is 
classified as serviced land. 

standard water connection Means a 20 mm water connection to an unconnected property that is classified 
as serviced land.  

(TasWater has identified serviced land where, based on historical practices, 
some 25 mm water connections are also considered to be a standard water 
connection as defined above.)  

strata scheme Has the same meaning as in Section 3 of the Strata Titles Act 1998. 

sub-meter Means a water meter that measures individual usage of water downstream of a 
master meter. The minimum sub-meter size is nominally 20 mm. 

sub-metering Means the installation of individual water meters to measure the volume of 
water supplied downstream of a master meter.  

Supplement Means the TasWater Supplement to Water Supply Code of Australia WSA 03-
2011-3.1 (MRWA Edition) (available on our website at www.taswater.com.au) 

unanimous resolution Has the same meaning as in Section 3 of the Strata Titles Act 1998. 

unit entitlement (also general unit 
entitlement and special unit 
entitlement) 

Has the same meaning as in Section 16 of the Strata Titles Act 1998. 

variable charge Has the same meaning as in Section 3 of the Pricing Regulations. 

water meter Means a device, including equipment related to the device, for measuring the 
volume of water delivered to a property.  

 
 
  

http://www.taswater.com.au/
http://www.taswater.com.au/
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Appendix 7 – Land Development Policies 

 

  



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653 Page 279 of 378  

Policy approval and responsibilities 

The Chief Executive Officer of TasWater is responsible for implementing these policies.  
Approved by the Board at its meeting on ............ of ............ 2021. 
 
 
 
........................................................ 
Chairman 
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1 Introduction 

This document provides our policies relevant to land development, including developer charges, and 
service extension and expansion.  

Information regarding connections to our water infrastructure and/or sewerage infrastructure can 
be found in our Water and Sewerage Network and Charges Policies document. 

This document incorporates a number of policies required by the Water and Sewerage Industry Act 
2008, by the Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011 and by 
the Regulator in connection with our Price and Service Plan for the period 1 July 2022 to 30 June 
2026.  

We have developed growth and capacity plans that detail the long-term infrastructure needs for 
each of our water and sewerage systems, which are updated periodically. These will be used as the 
basis for determining whether capacity is available for development.   

1.1 Further information 

For further information about these policies and how they apply to your circumstances, please 
contact our Development Services Department on 13 6992 or development@taswater.com.au.  

1.2 Relevant legislation 

• Land Use Planning and Approvals Act 1993 

• Water and Sewerage Industry Act 2008 (the Act) 

• Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011 (Pricing 
Regulations) 

1.3 Customer Charter 

Our Customer Charter explains our obligations consistent with the requirements under the Act, the 
Water and Sewerage Industry (Customer Service Standards) Regulations 2019 and the Code. It also 
outlines the rights and responsibilities of our customers and our commitment to providing reliable 
water and sewerage services. It explains our business practices and provides the customer with 
reasonable expectations of our services, pricing, processes and responsibilities. 

1.4 Support for economic development 

We will waive water and/or sewerage service charges on newly created lots for a period of two years 
from the date the Recorder of Titles issues title to a lot, when all the following conditions are met: 

• The lot is classified as serviced land 

• The effective date of the of the newly created lot is not before 3 November 2012, as 
shown on the Recorder of Titles’ plan of survey 

• The lot remains in the ownership of the developer 

• The lot is not developed. 

  

mailto:development@taswater.com.au
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2 Developer Charges Policy 

2.1 Aim 

The aim of this policy is to specify how and when we will impose developer charges and 
development assessment fees for new developments approved by the relevant planning authority. 

2.2 Policy 

2.2.1 Developer charges 

Where we decide to provide water and/or sewerage services to a new development/use (as 
approved by the relevant planning authority), developer charges may apply. 

A standard developer charge will be applied to all developments included in growth and capacity 
plans (GCPs) and incorporated into the capital works program that is included in water and sewerage 
prices. 

Developments that fall outside TasWater’s GCPs and are materially different in terms of size, cost or 
timing will have a negotiated charge applied. The table below provides further detail on the 
application of the standard and negotiated charges. 

Table A7.1 Application of standard and negotiated developer charges 

Charge type Description 

Standard charge The standard charge will apply to all developments that are included in GCPs for each 
new equivalent tenement (ET) created. The standard charge aims to cover the 
incremental costs associated with expected capacity upgrades (i.e. not system 
extensions) driven by new customers, with remaining costs to be recovered through 
water and sewerage charges. 

The standard statewide developer charge is to be set with reference to a net incremental 
cost associated with new customers and is calculated as follows: 

+ NPV incremental capex driven by new customers 

+ NPV forecast opex driven by new customers  

- NPV forecast revenue from new customers. 

For water-only or sewerage-only customer connections, 50 per cent of the standard 
water and sewerage charge will apply. 

Negotiated charge A negotiated charge will apply to any development that requires an unexpected network 
capacity augmentation (i.e. not system extensions) and is therefore not included in water 
and sewerage prices. This will include developments that require: 

 bringing forward the timing of a network capacity augmentation that has been 
planned for  

 building a network capacity augmentation that has not been planned for. 

The negotiated charge for a specific development will be based on the net incremental 
costs per ET of the capacity augmentation required for the individual development, and 
will be calculated as follows: 

+ NPV incremental capex associated with the network capacity upgrade required for this 
development 

+ NPV forecast opex driven by new customers connected to that upgrade  

- NPV forecast revenue from new customers projected to connect to the network 
capacity upgrade. 

This negotiated charge per ET will apply to all subsequent developments that connect to 
the capacity upgrade included in the negotiated charge.  

Alternatively, where a capacity upgrade is deemed to be a large cost and high risk to 
TasWater, it may require the developer to fully fund the upgrade upfront.  

Where a negotiated charge is applied, it will be charged in addition to the standard 
developer charge, as the standard charge is a contribution to capacity augmentation 
costs required beyond the individual development. 
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If applicable, developer charges will be imposed as follows: 

For developments within serviced land: 

• where the existing and/or planned water and/or sewerage infrastructure can 
accommodate the demands of the development/use (capacity), a standard charge will 
apply consistent with Table A7.1  

• where the existing and/or planned water and/or sewerage infrastructure cannot 
accommodate the demands of the development/use (capacity), the developer will be 
required to pay negotiated charges for the additional capacity upgrade plus the 
standard developer charges, consistent with Table A7.1. 

For developments outside serviced land: 

• where capacity is available within an existing system, the developer pays the costs of 
extension, including connection, to that system and may access the available capacity in 
that system and pay the standard developer charge 

• where capacity is not available within an existing system and no works are planned, the 
developer pays the costs of extension, including connection, to that system and 
negotiated charges for the additional capacity upgrade plus the standard developer 
charge, consistent with Table A7.1 

• where they are isolated developments, all costs are paid by the developer.   

In our absolute discretion, we may contribute to the costs of development/use in accordance with 
Section 2.2.3 below.  

For new developments, we refer to two types of water and/or sewerage infrastructure:  

• Works internal 

• Works external. 

Additional charges may apply under our Price and Service Plan and our Water and Sewerage 
Network and Charges Policies document. 

This approach is summarised in the following table: 

 Sufficient system capacity Insufficient system capacity 

Works internal Developer pays all costs Developer pays all costs 

Works external – 
extension 

Developer pays costs of extension  
required for the development* 

Developer pays costs of extension  
required for the development* 

Works external – 
expansion 

Developer pays a standard charge per ET. **Developer pays a standard charge per 
ET for planned works and an additional 
negotiated charge for unplanned works. 

* Any development connecting to an existing system will, as a minimum, pay for the cost of connecting to the mains of the existing system, 
in addition to standard or negotiated charges. 
** We will refer to the system’s GCP (where available) regarding capacity upgrades or other works planned. We will discuss these plans 
with the developer. 

2.2.2 Advice regarding works external required 

We will assess works external required for a development/use on a case-by-case basis. A developer 
will only pay works external costs directly attributable to servicing their specific development/use. 

As assessment is on a case-by-case basis, we will, upon request, provide details of the works 
required to service a proposed development/use (including mains connection costs) relating to any 
extension. The total works can then be independently costed by the developer. 

Table A7.2: New development costs 
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2.2.3 Strategic opportunities 

In assessing a proposed development/use, we will consider any potential strategic benefits, such as 
alleviating public health issues or supporting economic development. If we believe there are 
sufficient strategic benefits, we may fund any marginal cost over and above the cost of assets 
required to service the proposed development/use. The developer will only pay the costs for assets 
required to support their development.  

2.2.4 Development services fees 

The following fees apply in relation to assessments, approvals and compliance activities for 
developments/use. Invoices will be issued when the fees become payable and are due within 
30 days of issue.  

• Land Information Certificate (Section 56ZQ) Request fee: payable when you apply for a 
land information certificate (which provides information concerning our infrastructure 
at a specified location) 

• Section 56W Consent fee: payable when we issue consent to build within two metres of 
our infrastructure 

• CCW and Certificate of Compliance fee: payable when you apply to us for a Certificate 
for Certifiable Works that requires a Certificate of Compliance for either building and/or 
plumbing works 

• DA fee: payable when you act on a planning permit that contains our conditions and 
prior to the issue of any other approval from TasWater 

• Engineering Design Approval and Development Compliance fee: payable when you 
apply to us for approval: 

o Of an engineering design for a development or 

o To construct water and sewerage assets for a development that are to be 
transferred to us 

• Consent to Register a Legal Document fee: payable when we issue our consent to the 
planning authority to seal or register legal documents, such as a consent for registration 
of title documents for a subdivision development. 

A full schedule of our development fees is provided in Table A7.4 and on our website at 
www.taswater.com.au/Development/Fees & Charges.  

http://www.taswater.com.au/
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3 Service Extension and Expansion Policy 

3.1 Aim 

The aim of this policy is to outline the circumstances, and the terms and conditions, under which we 
will extend and expand our water infrastructure and/or sewerage infrastructure, including at the 
request of a person.  

This policy supports the objectives of the Tasmanian Resource Management and Planning System, as 
detailed in Schedule 1 of the Land Use and Planning Approvals Act 1993 and the associated planning 
processes. 

3.2 Policy 

Our approach to service extension and expansion is as follows: 

3.2.1 GCPs – works as listed 

We will systematically extend and expand our water and sewerage infrastructure as detailed in our 
GCPs.  

3.2.2 GCPs – works brought forward 

A person may request in writing that we undertake extension and/or expansion works in existing 
systems sooner than they are listed in our GCPs. The person must agree to pay any relevant charges 
under the Developer Charges Policy (Section 2 of this document) for undertaking the works sooner 
than was planned.  

In considering whether we will permit the bringing forward of works, we will consider matters 
including, but not limited to, the nature and timeframes for the works, impacts on our existing 
infrastructure programs and the risks posed to us and our customers. In this case a negotiated 
charge may apply for any works brought forward. 

Serviced land 

For standard connections (as defined in our Connections Policy), we will extend and/or expand our 
infrastructure to service an unconnected property classified as serviced land at our cost.  

For non-standard connections (as defined in our Connections Policy), the cost of extending and/or 
expanding our infrastructure will be in accordance the Developer Charges Policy (Section 2 of this 
document). Connection will be undertaken in accordance with our Connections Policy, and 
connection costs will be borne by the proponent. 

Other circumstances 

We may permit extension and/or expansion to our infrastructure following the request of a property 
owner in circumstances other than those listed above when: 

• A person makes a request in writing 

• The person agrees to pay any relevant charges under the Developer Charges Policy 
(Section 2 of this document). 

This policy does not cover: 

• Circumstances covered by the Service Introduction Charges Policy (Section 6 of the 
Water and Sewerage Network and Charges Policies document) where services are 
proposed to be introduced to a community that has not previously received them 

• Non-standard historical service connections. TasWater will address issues arising from 
historical infrastructure arrangements in accordance with its Non-Standard Legacy 
Water Connection Policy. 
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Related policies and costs 

For information regarding the connection of property classified as serviced land to a current water 
system and/or sewerage system, including requests and associated costs, refer to our Water and 
Sewerage Network and Charges Polices document (in particular, the Connections Policy) and our 
Pricing Handbook. 
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4 Definitions 

Term Meaning 

Act  Means the Water and Sewerage Industry Act 2008.   

certificate for certifiable work Means a certificate referred to in Section 56TC(3) or section 56TC(4) of the Act 
that is issued by us under Section 56TC of that Act. 

Code Means the Tasmanian Water and Sewerage Industry Customer Service Code 
issued by the Regulator under the Act. 

expansion Means the augmentation of water infrastructure and/or sewerage infrastructure 
to accommodate the development or connection of a property that cannot be 
catered for by a current water system’s capacity and/or current sewerage 
system’s capacity. 

extension Means the lengthening of water infrastructure and/or sewerage infrastructure to 
enable connection of a property to an existing water system and/or sewerage 
system. 

isolated development Means land that is proposed for development / change in use that is not 
designed to connect to our existing infrastructure. 

planning authority Has the same meaning as in Section 3 of the Land Use Planning and Approvals 
Act 1993. 

Price and Service Plan Means a price and service plan approved under section 65 of the Act. 

Regulator Means the Regulator referred to in Section 11 of the Act. 

serviced land Means land that we will permit to be connected to our water infrastructure or 
sewerage infrastructure. We have identified this land by individual title, in 
accordance with Section 56U(1)(b) of the Act. 

Note: Information about our serviced land boundaries, including maps, is 
available on our website (www.taswater.com.au), The List 
(maps.thelist.tas.gov.au) and for inspection by customers at our offices. We can 
also be contacted during business hours on 13 6992 for further information. 

Serviced land boundaries will change over time as the capacity of the system 
changes. 

works external Means infrastructure that is external to a development site, for extension and/or 
expansion, required to service the development and is installed at a developer’s 
cost and gifted to us. 

works internal Means infrastructure that is within a development site that is installed at a 
developer’s cost and gifted to us. 

Table A7.3: Definitions 

http://www.taswater.com.au/
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5 Development fees 

Development Applications (plus GST) FY2021–22 FY2022–23 FY2023–24 FY2024–25 

Minor 226.70 234.64 242.85 242.85 

Medium 376.67 389.86 403.50 403.50 

Major 723.84 749.17 775.39 775.39 

Significant 1,220.97 1,263.71 1,307.94 1,307.94 

CCW/Certificate for compliance (BAs & PAs) 
(GST exempt) 

FY2021–22 FY2022–23 FY2023–24 FY2024–25 

Minor 321.74 333.00 344.66 344.66 

Medium 417.27 431.88 446.99 446.99 

Major 470.01 486.46 503.49 503.49 

Significant 593.15 613.91 635.39 635.39 

CCW exemption 42.51 43.99 45.53 45.53 

Engineering design approval (plus GST) FY2021–22 FY2022–23 FY2023–24 FY2024–25 

Minor  305.81  311.16  317.38  324.52  

Medium 674.22  686.02  699.74  715.49  

Major 1,458.40  1,483.92  1,513.60  1,547.66  

Significant 2,081.06  2,117.48  2,159.82  2,208.42  

Legacy certificate of compliance for applications made before 1 July 2018 application 

Minor $111.81 $115.16 $118.62 $122.47 

Medium $279.52 $287.91 $296.54 $306.18 

Major $559.04 $575.81 $593.08 $612.36 

Consent to register a legal document (plus 
GST) 

FY2021–22 FY2022–23 FY2023–24 
FY2024–25 

Consent to register a legal document 230.21 237.34 244.94 253.02 

Sundry fees (GST exempt) FY2021–22 FY2022–23 FY2023–24 FY2024–25 

Land information certificate (Section 56ZQ) 
request 

48.73 
(25 fee units) 

50.44 
(25 fee units) 

52.20 
(25 fee units) 

54.03 
(25 fee units) 

Section 56W consent fee 49.36 51.09 52.88 54.73 

Additional planning assessment fee (per 
hour)  

70.20/hr 72.38/hr 74.70/hr 77.16/hr 

 
 
 
 
 
 

Table A7.4: Development fees 
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Appendix 8 – Trade Waste Policy 

Aim 

This policy outlines our commitment to the efficient and effective management of liquid trade waste 
and sets out our trade waste charges. 

Policy 

We are committed to the effective and efficient management of trade waste to prevent harm to people, 
the environment and our sewerage infrastructure. 

Our principles for the management of trade waste include: 

• Application of a responsive, risk-based approach  

• The use of appropriate, clear and specific agreements (including the customer contract and 
consent  with trade waste customers that detail their obligations  

• Moving to fully recover the costs of providing trade waste services on an equitable basis, 
including the cost of conveyance, treatment, storage, disposal, maintenance and repair of 
damage to our sewerage infrastructure  

• Promotion of trade waste minimisation and encouraging customers to apply sustainable, 
clean and innovative trade waste management practices. 

Trade waste consent 

A person must obtain our consent under Section 56ZI of the Water and Sewerage Industry Act 2008 (the 
Act) before discharging anything to our sewerage infrastructure. The process for obtaining consent is set 
out on our website at www.taswater.com.au.  

Customer categories 

We determine a trade waste customer’s category by calculating a risk score based on four elements: 
business activity, substance of concern, pre-treatment requirements (as set out in the Pre-treatment 
Guidelines) and trade waste volume.  

We classify trade waste customers into the following primary categories: 

• Category 0: trade waste of very low volume or strength, equivalent to or less than that of a 
standard residential dwelling 

• Category 1: trade waste of low volume or strength, which poses minimal risk to our sewerage 
infrastructure and can be managed through pre-treatment or cleaner production methods 

• Category 2: trade waste of low to medium volume, which requires physical pre-treatment at the 
source to make the trade waste acceptable for discharge to our sewerage infrastructure. Category 
2 is further separated into three sub-categories (2A, 2B and 2C), based on an assessment of the 
commercial and technical risk associated with accepting a customer’s trade waste into our 
sewerage infrastructure 

• Category 3: trade waste that, through volume, composition or quality, individually or combined, 
poses a medium risk to the operation of our sewerage infrastructure  

• Category 4: trade waste that, through volume, composition or quality, individually or combined, 
poses a high risk to the operation of our sewerage infrastructure 

https://www.taswater.com.au/ArticleDocuments/529/Commercial%20Trade%20Waste%20Compliance%20Plan%202015-18%20Commercial%20Customers%20Pre-Treatment%20Guideline.pdf.aspx
https://www.taswater.com.au/ArticleDocuments/529/Commercial%20Trade%20Waste%20Compliance%20Plan%202015-18%20Commercial%20Customers%20Pre-Treatment%20Guideline.pdf.aspx
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• Tankered waste: trade waste that is accepted (at our discretion) directly at designated receiving 
facilities that is not otherwise permitted to be discharged at the source into our sewerage 
infrastructure, in accordance with regulation 15 of the Water and Sewerage Industry (General) 
Regulations 2019. Our Trade Waste Customer Category Guideline  provides further detail on the 
categorisation of customers. 

Fees and charges 

The following fees and charges apply for each category of trade waste customer, as set out in our Price 
and Service Plan: 

• Category 0 trade waste 

We will levy application fees and sewerage charges. 

• Category 1 and 2 trade waste 

We will levy application fees and trade waste charges and may (if applicable) levy a catchment 
management fee or non-compliance charge. 

• Category 3 and 4 trade waste 

These customers must enter into a contract with us under Section 61 of the Act. 

We will levy application fees, volumetric charges and mass load charges, and may (if applicable) 
levy a non-compliance charge.  

We may negotiate tailored agreements (including fees and charges) with each customer that 
reflect the implementation of appropriate trade waste risk controls.  

• Tankered trade waste 

We will levy management charges and tankered trade waste fees on a per kilolitre basis. 

We will determine the fees, charges and associated indexation. 

We will publish the schedule of fees and charges for each category of trade waste customer on 
our website at www.taswater.com.au. 

Definitions 

Terms used in this policy that are defined in the Act have the same meaning as in the Act.    

Act means the Water and Sewerage Industry Act 2008. 

application fee means the cost imposed by us for assessment of an application and making a 
determination about accepting trade waste into our sewerage infrastructure. 

consent has the same meaning as in the customer contract. 

fixed sewerage charge has the same meaning as in the Water and Sewerage Industry (Pricing and 
Related Matters) Regulations 2011. 

management charge is the management component calculated as an apportionment of the time spent 
on the administrative and technical tasks required to adequately manage each trade waste customer.  

mass load charge is the charge applied to the quantity (in kilograms) of pollutant discharged by a 
customer into our sewerage infrastructure. 

non-compliance charge is the charge levied when a customer fails to comply with the conditions of our 
consent. The charge is a multiple of the trade waste charge and reflects either a minor or major non-
compliance event.  
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trade waste charge means a recurrent charge for accepting trade waste from a customer but does not 
include a fixed sewerage charge. The trade waste charge comprises: 

• An annual management component that is calculated as an apportionment of the time spent on 
the administrative and technical tasks required to adequately manage each category of trade 
waste customers  

• A usage component that is calculated based on the deemed average trade waste discharge 
volumes for trade waste customers in each category. 

volumetric charge is the charge applied to the volume (in kilolitres) of trade waste discharged by a 
customer into our sewerage infrastructure. 

Legislation 

• Environmental Management and Pollution Control Act 1994 

• Water and Sewerage Industry Act 2008  

• Environmental Management and Pollution (Waste Management) Regulations 2020 

• Water and Sewerage Industry (General) Regulations 2019 

• Water and Sewerage Industry (Pricing and Related Matters) Regulations 2011 

Responsibilities 

The Chief Executive Officer of TasWater is responsible for implementing this policy.  
 

Approved by the Board at its meeting on ............ of ............ 2021. 
 
 

........................................................ 
Chairman 
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TRADE WASTE CONSENT 

 

In addition to this Consent, if You are a Category 0 Trade Waste Customer, a Category 1 Trade Waste 
Customer, or a Category 2 Trade Waste Customer, the Customer Contract (available at 
www.taswater.com.au) also applies to your discharge of Trade Waste to our Infrastructure.  
 

1. Non-Acceptance of Trade Waste 

You must not discharge any substances into our Sewerage Infrastructure that do not comply with 
the Regulation, the Act, any other law, this Consent or that are:  
(h) flammable and/or explosive substances; 
(i) radioactive substances (other than in accordance with the Radiation Protection Act 2005) 
(j) infectious wastes such as medical, clinical, veterinary or other  

(k) pathological wastes that may pose a threat to human health; 
(l) genetically engineered organisms;  
(m) persistent and/or toxic substances. 

2. Pre-treatment 

(a) Where required, You must have installed Pre-treatment Equipment to pre-treat and manage 
the Trade Waste from your property before it is discharged to our Sewerage 
Infrastructure. 

(b) This Pre-treatment Equipment: 
(i) can be existing, where it is accepted by us; or 
(ii) can be new Pre-treatment Equipment as accepted by us, including requirements 

regarding the dates for installation and operation; 
(iii) must be designed, installed and operated in accordance with any legislative 

requirements and manufacturer’s specifications and  
(iv) design and specification documentation must be provided to our satisfaction if we so 

request; and 
(v) must be modified, replaced or repaired as directed by us if it is apparent to us that it is 

inadequate, outdated, faulty or requires replacement. 

3. Maintenance 

(a) You must maintain all Pre-treatment Equipment, together with any other plant or 
Infrastructure associated with the Trade Waste, in good and efficient working order. 

(b) If we advise you of specific maintenance requirements for Pre-treatment Equipment, You 

must comply with those requirements. 
(c) You must ensure that any Trade Waste residues removed from any part of the Property are 

collected and disposed of by a licenced tankered waste operator. If we request, you must 
provide the maintenance schedule held by the tankered waste operator via email to 
tradewaste@taswater.com.au  

(d) Records and evidence (such as invoices or receipts) of maintenance and cleaning of Pre-
treatment Equipment for a period of not less than three years. 

4. Monitoring 

(a) We may from time to time direct You to undertake monitoring of the Trade Waste and You 
must comply with any such direction. 

(b) You must maintain a n d  p r o v i d e  t o  u s  records of monitoring in accordance with our 
direction, and submit to tradewaste@taswater.com.au 

5. Inspection 
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You must allow a water and sewerage officer access to your property generally and to 
inspect/examine/assess as appropriate: 
(a) any Pre-treatment Equipment and any works associated with the creation, treatment, 

conveyance and discharge of Trade Waste; 
(b) any records, samples or other information relating to the maintenance or monitoring; 

(c) take further samples or carry out inspections as we think fit.  

6. Directions of Corporation 

You must comply with any written or verbal notice or direction from us in accordance with the rights 
and obligations under the Customer Contract. In this Consent, any reference to a notice or direction 
to be given by us or any power, right or discretion expressed in o u r  favour, will be effectively 
given or exercised by any officer, employee or agent of us and must be complied with by You. 

7. Customer must Notify 

You must give not less than 30 days’ written notice to us of any of the following events: 

(a) any change to the business conducted by you which may materially affect the Trade Waste 
discharge; 

(b) any intended change to the method of Pre-treatment undertaken by you in relation to the 
Trade Waste; 

(c) any proposed transfer, sale or closure of the business or any proposal to cease possession of 
any part of the business premises; 

8. Significant events 

You must notify us as soon as practicable by telephone and then in writing within 48 hours, of the 
happening of any of the following events: 
(a) any major breach of this Consent; and/or 
(b) any event which has already, or is likely to, cause material or detrimental impact to human 

health, the environment generally, property, or the Sewerage Infrastructure; and 
(c) that written notice must include details of the cause of the event, remedial actions that have 

or will be taken, together with actions proposed to ensure that the risk of the event 
occurring again is addressed, all to our satisfaction. 

9. Powers and Obligations 

(a) Where obligations are imposed on You, You must ensure that any officer, employee, agent or 
any other party associated with You, complies with such obligations and any failure to 
comply by such other party will constitute a breach of this Consent by You. 

(b) This Consent d o e s  not operate to limit or fetter in any way, any power, right or 
discretion we have arising under the Act, Regulation or any other law. 

10. Definition/Terminology 

All capitalised terms defined in the Consent have the same meaning as in the Customer Contract.  

“Customer Contract” means a customer contract approved by the Regulator under Section 58 of the 
Act.  

“Pre-treatment Equipment” means equipment specified by us to be installed at a customer’s 
property or business for the purpose of reducing or removing substances prior to the trade waste 
being discharged to sewer.  
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Appendix 9 – Detailed summary of demand forecast PSP3 

Table A9.1: Detailed summary of demand forecast 

Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

Equivalent 20mm water connections 
(number) 

      

Full Service Equivalent 20mm 
Connections 

 
244,59872  

 
249,357  

 
251,437  

Connection count by size of 
connection 

      

20mm (no. of connections) 
   

193,278 
 

194,916 

25mm (no. of connections) 
   

7,075 
 

7,135 

30mm (no. of connections) 
   

19 
 

19 

32mm (no. of connections) 
   

984 
 

992 

40mm (no. of connections) 
   

1,273 
 

1,283 

50mm (no. of connections) 
   

1,597 
 

1,610 

65mm (no. of connections) 
   

60 
 

61 

75mm (no. of connections) 
   

15 
 

15 

80mm (no. of connections) 
   

115 
 

117 

100mm (no. of connections) 
   

720 
 

725 

150mm (no. of connections) 
   

96 
 

96 

200mm (no. of connections) 
   

9 
 

9 

250mm (no. of connections) 
   

3 
 

3 

Limited Service Equivalent 20mm 
Connections  

2,41272 
 

1,495  
 

1,495  

Connection count by size of 
connection 

      

20mm (no. of connections) 
   

1,164 
 

1,164 

25mm (no. of connections) 
   

46 
 

46 

30mm (no. of connections) 
   

0 
 

0 

32mm (no. of connections) 
   

2 
 

2 

40mm (no. of connections) 
   

7 
 

7 

50mm (no. of connections) 
   

11 
 

11 

65mm (no. of connections) 
   

0 
 

0 

75mm (no. of connections) 
   

0 
 

0 

80mm (no. of connections) 
   

2 
 

2 

100mm (no. of connections) 
   

1 
 

1 

150mm (no. of connections) 
   

0 
 

0 

200mm (no. of connections) 
   

1 
 

1 

 
72 Data unavailable by individual connection size for this financial period. 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

250mm (no. of connections) 
   

0 
 

0 

Full Service & Limited Service 
Equivalent 20mm Connections 
Subtotal 

240,709 247,010 242,471 250,852 244,235 252,932 

Not connected - 5,548 - 4,797 - 4,833 

TOTAL  252,558  255,649  257,765 

Equivalent 20mm fire service 
connections (number) 

      

Customer base Equivalent 20mm 
Connections (incl. previous year's 
discovered connections)  

31,991 

 

30,786 

 

33,898 

Connection count by size of 
connection 

      

20mm (no. of connections) 
 

4 
 

5 
 

5 

25mm (no. of connections) 
 

63 
 

53 
 

55 

32mm (no. of connections) 
 

5 
 

5 
 

6 

40mm (no. of connections) 
 

35 
 

28 
 

29 

50mm (no. of connections) 
 

38 
 

39 
 

43 

65mm (no. of connections) 
 

16 
 

14 
 

18 

75mm (no. of connections) 
 

0 
 

0 
 

2 

80mm (no. of connections) 
 

28 
 

28 
 

35 

100mm (no. of connections) 
 

851 
 

820 
 

895 

150mm (no. of connections) 
 

162 
 

155 
 

173 

200mm (no. of connections) 
 

5 
 

5 
 

5 

Discovered Equivalent 20mm Fire 
Connections for FY  

1,786 
 

2,898 
 

2,571 

Connection count by size of 
connection 

      

20mm (no. of connections) 
 

0 
 

0 
 

0 

25mm (no. of connections) 
 

2 
 

1 
 

1 

32mm (no. of connections) 
 

0 
 

1 
 

1 

40mm (no. of connections) 
 

0 
 

1 
 

1 

50mm (no. of connections) 
 

1 
 

4 
 

4 

65mm (no. of connections) 
 

3 
 

4 
 

4 

75mm (no. of connections) 
 

0 
 

2 
 

2 

80mm (no. of connections) 
 

6 
 

8 
 

6 

100mm (no. of connections) 
 

59 
 

69 
 

62 

150mm (no. of connections) 
 

3 
 

17 
 

15 

200mm (no. of connections) 
 

0 
 

0 
 

0 

TOTAL 21,130 33,777 21,244 33,684 21,360 36,469 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

Water Usage (kL) 
      

Full Service  59,685,431  59,017,630  59,798,467 

Water usage by size of connection       

20mm (water usage kL) 
     

37,690,822 

25mm (water usage kL) 
     

2,261,339 

30mm (water usage kL) 
     

4,314 

32mm (water usage kL) 
     

583,177 

40mm (water usage kL) 
     

1,260,114 

50mm (water usage kL) 
     

3,162,164 

65mm (water usage kL) 
     

246,149 

75mm (water usage kL) 
     

16,443 

80mm (water usage kL) 
     

571,299 

100mm (water usage kL) 
     

4,489,926 

150mm (water usage kL) 
     

3,311,112 

200mm (water usage kL) 
     

3,238,185 

250mm (water usage kL) 
     

2,963,422 

Limited Service   1,560,569  426,370  454,896 

Water usage by size of connection       

20mm (water usage kL) 
 

465,126 
 

294,964 
 

314,699 

25mm (water usage kL) 
 

20,740 
 

17,446 
 

18,613 

30mm (water usage kL) 
 

0 
 

0 
 

0 

32mm (water usage kL) 
 

2,859 
 

341 
 

364 

40mm (water usage kL) 
 

8,714 
 

16,173 
 

17,255 

50mm (water usage kL) 
 

77,971 
 

57,924 
 

61,799 

65mm (water usage kL) 
 

0 
 

0 
 

0 

75mm (water usage kL) 
 

0 
 

0 
 

0 

80mm (water usage kL) 
 

13,632 
 

39,522 
 

42,166 

100mm (water usage kL) 
 

2,123 
 

0 
 

0 

150mm (water usage kL) 
 

160,198 
 

0 
 

0 

200mm (water usage kL) 
 

809,206 
 

0 
 

0 

250mm (water usage kL) 
 

0 
 

0 
 

0 

Full Service & Limited Service 
Equivalent 20mm Connections 
Subtotal 

 
61,246,000 

 
59,444,000 

 
60,253,363 

Not connected 
 

0 
 

0 
 

0 

TOTAL 59,761,540 61,246,000 60,051,223 59,444,000 60,339,237 60,253,363 

Sewerage ETs (number) 
      

Residential  177,804  181,377  183,456 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

ET1-10 - 171,276 - 174,298 - 176,294 

ET11-15 - 1,099 - 1,112 - 1,125 

ET16-20 - 512 - 511 - 516 

ET21-25 - 407 - 430 - 435 

ET26_+ - 2,722 - 2,773 - 2,804 

N/A - 1,788 - 2,253 - 2,283 

Commercial  53,481  52,672  53,226 

ET1-10 - 23,489 - 22,764 - 22,995 

ET11-15 - 3,505 - 3,549 - 3,587 

ET16-20 - 3,072 - 2,934 - 2,964 

ET21-25 - 1,657 - 1,901 - 1,922 

ET26_+ - 19,534 - 19,250 - 19,458 

N/A - 2,224 - 2,274 - 2,300 

Industrial  4,125  4,131  4,131 

ET1-10 - 3,454 - 3,582 - 3,582 

ET11-15 - 127 - 115 - 115 

ET16-20 - 154 - 120 - 120 

ET21-25 - 72 - 72 - 72 

ET26_+ - 197 - 167 - 167 

N/A - 121 - 75 - 75 

Connected Sewerage ET Subtotal 236,893 235,410 238,556 238,180 240,225 240,813 

Not connected 9,540 10,823 9,413 11,340 9,287 11,471 

TOTAL 246,433 246,233 247,969 249,520 249,512 252,284 

Sewerage Connections (number) 
      

Residential  169,388  173,146  175,142 

ET1-10 - 166,482 - 169,254 - 171,199 

ET11-15 - 88 - 88 - 89 

ET16-20 - 29 - 29 - 29 

ET21-25 - 18 - 19 - 19 

ET26_+ - 62 - 63 - 64 

N/A - 2,709 - 3,693 - 3,742 

Commercial  12,238  12,100  12,225 

ET1-10 - 10,943 - 10,811 - 10,922 

ET11-15 - 269 - 276 - 279 

ET16-20 - 169 - 164 - 166 

ET21-25 - 72 - 83 - 84 

ET26_+ - 339 - 327 - 330 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

N/A - 446 - 439 - 444 

Industrial  1,824  1,911  1,911 

ET1-10 - 1,771 - 1,880 - 1,880 

ET11-15 - 10 - 9 - 9 

ET16-20 - 9 - 7 - 7 

ET21-25 - 3 - 3 - 3 

ET26_+ - 4 - 3 - 3 

N/A - 27 - 9 - 9 

Connected Sewerage Connections 
Subtotal 

- 183,450 - 187,157 - 189,278 

Not connected - 11,516 - 12,192 - 12,336 

TOTAL - 194,966 - 199,349 - 201,614 

Trade Waste Customers by Category 
(number) 

      

1 1,038 1,137 1,043 1,155 1,048 1,168 

2A 2,235 2,283 2,245 2,282 2,255 2,307 

2B 119 119 119 120 120 121 

2C 131 128 131 127 132 128 

TOTAL 3,523 3,667 3,538 3,684 3,555 3,724 

Miscellaneous Services (number)       

Water Connections       

Standard 20mm water connection - 305 - 260 - 263 

Sewer Connections       

Standard 100mm sewerage 
connection 

- 162 - 143 - 145 

Water Metering Fees       

Special meter reads - 9 - 8 - 8 

Meter testing - onsite - 3 - 2 - 2 

Meter testing - offsite - 0 - 0 - 0 

Meter downsizing (50mm to 20mm) - 6 - 0 - 0 

Meter downsizing (all others) - 6 - 0 - 0 

Sundry Fees       

Section 56W Consent Fee - 240 - 207 - 209 

Service locater fee - 0 - 0 - 0 

Right of information request - 0 - 0 - 0 

Inspection costs - 0 - 0 - 0 

Property Information Plan - 0 - 0 - 0 

Pressure and Flow Testing - 88 - 63 - 64 
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Parameter  
FY2018–19 
PSP3 
Forecast 

FY2018–19 
Actual 

FY2019–20 
PSP3 
Forecast 

FY2019–20 
Actual 

FY2020–21 
PSP3 
Forecast 

FY2020–21 
PSP3 
Revised  
Forecast 

Land Information Certificate (56ZQ) 
request 

- 14,357 - 13,243 - 13,388 

Restriction Charge - 1 - 0 - 0 

Backflow prevention management - 0 - 0 - 0 

Administration fee (for late payment) - 1 - 0 - 0 

Account Establishment and Closure - 18,274 - 18,274 - 18,474 

Development Assessment Fees       

Development Applications       

Minor - 93 - 444 - 449 

Medium - 36 - 212 - 214 

Major - 1 - 35 - 35 

Significant - 5 - 26 - 26 

Certificate for Certifiable Works (CCW) 
/ Certificate for compliance (BAs & 
PAs) 

      

Minor - 684 - 602 - 609 

Medium - 144 - 183 - 185 

Major - 22 - 15 - 15 

Significant - 0 - 0 - 0 

CCW Exemption - 1 - 0 - 15 

Engineering design approval       

Minor - 15 - 11 - 11 

Medium - 23 - 15 - 15 

Major - 18 - 9 - 9 

Significant - 11 - 3 - 3 

Consent to Register and Legal 
Document 

      

Minor - 223 - 171 - 173 

Medium - 17 - 19 - 19 

Major - 11 - 15 - 15 

Significant - 4 - 4 - 4 

Filling Stations       

Filling station usage - 552 - 0 - 0 

Filling station recharge - 158 - 107 - 108 

Filling station  - 0 - 0 - 0 

TOTAL 36,665 36,271 36,767 34,967 36,867 35,366 
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Appendix 10 – Detailed summary of demand forecast PSP4  

Table A10.1: PSP4 forecast 

Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

Equivalent 20mm water 
connections (number) 

     

Full Service Equivalent 
20mm Connections 

253,540 255,667 257,817 259,992 262,191 

Connections by size of 
connection 

     

20mm (no. of connections) 196,573 198,248 199,943 201,656 203,390 

25mm (no. of connections) 7,195 7,256 7,318 7,381 7,444 

30mm (no. of connections) 19 19 19 19 19 

32mm (no. of connections) 1,000 1,008 1,016 1,024 1,033 

40mm (no. of connections) 1,294 1,305 1,316 1,327 1,338 

50mm (no. of connections) 1,623 1,637 1,650 1,664 1,678 

65mm (no. of connections) 62 62 63 63 64 

75mm (no. of connections) 15 15 15 16 16 

80mm (no. of connections) 118 119 120 121 122 

100mm (no. of connections) 731 737 743 749 755 

150mm (no. of connections) 97 98 98 99 100 

200mm (no. of connections) 9 9 9 9 9 

250mm (no. of connections) 3 3 3 3 3 

Limited Service Equivalent 
20mm Connections 

1,495  1,495 1,495 1,495 1,495 

Connections by size of 
connection 

     

20mm (no. of connections) 1,164 1,164 1,164 1,164 1,164 

25mm (no. of connections) 46 46 46 46 46 

30mm (no. of connections) 0 0 0 0 0 

32mm (no. of connections) 2 2 2 2 2 

40mm (no. of connections) 7 7 7 7 7 

50mm (no. of connections) 11 11 11 11 11 

65mm (no. of connections) 0 0 0 0 0 

75mm (no. of connections) 0 0 0 0 0 

80mm (no. of connections) 2 2 2 2 2 

100mm (no. of connections) 1 1 1 1 1 

150mm (no. of connections) 0 0 0 0 0 

200mm (no. of connections) 1 1 1 1 1 

250mm (no. of connections) 0 0 0 0 0 

Full Service & Limited Service 
Subtotal 

255,035 257,162 259,312 261,487 263,686 

Not connected 4,870 4,906 4,944 4,982 5,020 

TOTAL 259,905 262,068 264,256 266,469 268,706 
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Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

Equivalent 20mm fire service 
connections (number) 

     

Customer base (incl. 
previous year's discovered 
connections) 

36,752 39,374 41,787 44,013 46,071 

Connections by size of 
connection 

     

20mm (no. of connections) 5 5 5 5 5 

25mm (no. of connections) 56 57 59 60 61 

32 (no. of connections) 7 8 9 9 10 

40 (no. of connections) 30 31 32 33 34 

50 (no. of connections) 47 51 54 57 60 

65 (no. of connections) 22 25 28 31 34 

75 (no. of connections) 4 5 7 8 10 

80 (no. of connections) 42 48 53 58 63 

100 (no. of connections) 963 1,027 1,085 1,139 1,189 

150 (no. of connections) 190 205 219 231 243 

200 (no. of connections) 5 5 5 5 5 

Discovered fire connections 
for FY 

2,314 2,082 1,874 1,687 1,519 

20 (no. of connections) 0 0 0 0 0 

25 (no. of connections) 1 1 1 1 1 

32 (no. of connections) 1 1 1 1 1 

40 (no. of connections) 1 1 1 1 1 

50 (no. of connections) 3 3 3 2 2 

65 (no. of connections) 3 3 3 2 2 

75 (no. of connections) 2 1 1 1 1 

80 (no. of connections) 6 5 5 4 4 

100 (no. of connections) 55 50 45 40 36 

150 (no. of connections) 13 12 11 10 9 

200 (no. of connections) 0 0 0 0 0 

TOTAL 39,066 41,456 43,661 45,700 47,590 

Water Usage (kL) 
     

Full Service  60,080,511  62,957,707 63,259,454 63,564,307 63,872,300 

20mm (water usage kL) 37,907,412 38,916,437 39,145,454 39,376,775 39,610,429 

25mm (water usage kL) 2,273,574 2,730,476 2,745,622 2,760,900 2,776,311 

30mm (water usage kL) 4,324 3,803 3,811 3,820 3,829 

32mm (water usage kL) 586,166 667,491 670,930 674,398 677,893 

40mm (water usage kL) 1,266,675 1,257,600 1,264,331 1,271,119 1,277,965 

50mm (water usage kL) 3,178,454 3,568,977 3,587,560 3,606,314 3,625,241 

65mm (water usage kL) 247,593 275,850 277,487 279,137 280,798 

75mm (water usage kL) 16,527 28,408 28,553 28,698 28,844 

80mm (water usage kL) 575,245 568,564 572,203 575,876 579,583 
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Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

100mm (water usage kL) 4,514,588 4,926,206 4,953,137 4,980,290 5,007,668 

150mm (water usage kL) 3,326,285 3,405,808 3,421,395 3,437,069 3,452,832 

200mm (water usage kL) 3,228,818 2,863,063 2,854,781 2,846,523 2,838,289 

250mm (water usage kL) 2,954,850 3,745,024 3,734,190 3,723,388 3,712,618 

Limited Service  453,580  515,869 514,377 512,889 511,406 

20mm (water usage kL) 313,788 307,413 306,523 305,638 304,754 

25mm (water usage kL) 18,559 20,510 20,451 20,391 20,332 

30mm (water usage kL) 0 0 0 0 0 

32mm (water usage kL) 363 495 494 492 491 

40mm (water usage kL) 17,205 8,614 8,589 8,564 8,539 

50mm (water usage kL) 61,621 165,383 164,905 164,428 163,952 

65mm (water usage kL) 0 0 0 0 0 

75mm (water usage kL) 0 0 0 0 0 

80mm (water usage kL) 42,044 13,454 13,415 13,376 13,338 

100mm (water usage kL) 0 0 0 0 0 

150mm (water usage kL) 0 0 0 0 0 

200mm (water usage kL) 0 0 0 0 0 

250mm (water usage kL) 0 0 0 0 0 

Connected & Limited Service 
Subtotal 

60,534,091 63,473,576 63,773,831 64,077,196 64,383,706 

Not connected 0 0 0 0 0 

TOTAL 60,534,091 63,473,576 63,773,831 64,077,196 64,383,706 

Sewerage ETs (number) 
     

Residential 185,565  187,703 189,872 192,071 194,302 

ET1-10 178,318 180,370 182,454 184,564 186,705 

ET11-15 1,137 1,150 1,162 1,175 1,189 

ET16-20 522 527 532 538 544 

ET21-25 440 445 450 455 460 

ET26_+ 2,834 2,866 2,897 2,930 2,962 

N/A 2,314 2,345 2,377 2,409 2,442 

Commercial 53,787  54,356 54,932 55,515 56,106 

ET1-10 23,229 23,466 23,707 23,949 24,195 

ET11-15 3,626 3,666 3,705 3,746 3,787 

ET16-20 2,995 3,026 3,057 3,089 3,121 

ET21-25 1,943 1,964 1,985 2,007 2,029 

ET26_+ 19,669 19,883 20,099 20,319 20,540 

N/A 2,326 2,352 2,379 2,406 2,434 

Industrial 4,131  4,131 4,131 4,131 4,131 

ET1-10 3,582 3,582 3,582 3,582 3,582 

ET11-15 115 115 115 115 115 

ET16-20 120 120 120 120 120 
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Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

ET21-25 72 72 72 72 72 

ET26_+ 167 167 167 167 167 

N/A 75 75 75 75 75 

Connected Sewerage ET 
Subtotal 

243,483 246,190 248,935 251,717 254,539 

Not connected 11,603 11,738 11,875 12,014 12,155 

TOTAL 255,086 257,928 260,810 263,731 266,694 

Change in TOTAL ETs 
 

2,842 2,881 2,922 2,963 

Sewerage Connections 
(number) 

     

Residential 177,165  179,219 181,301 183,412 185,554 

ET1-10 173,170 175,170 177,198 179,254 181,341 

ET11-15 90 91 92 93 94 

ET16-20 30 30 30 31 31 

ET21-25 19 20 20 20 20 

ET26_+ 64 65 66 66 67 

N/A 3,792 3,843 3,895 3,948 4,001 

Commercial 12,352  12,480 12,610 12,741 12,875 

ET1-10 11,036 11,150 11,265 11,381 11,502 

ET11-15 282 285 288 291 294 

ET16-20 167 169 171 173 174 

ET21-25 85 86 87 88 89 

ET26_+ 334 337 341 345 348 

N/A 448 453 458 463 468 

Industrial 1,911  1,911 1,911 1,911 1,911 

ET1-10 1,880 1,880 1,880 1,880 1,880 

ET11-15 9 9 9 9 9 

ET16-20 7 7 7 7 7 

ET21-25 3 3 3 3 3 

ET26_+ 3 3 3 3 3 

N/A 9 9 9 9 9 

Connected Sewerage ET 
Subtotal 

191,428 193,610 195,822 198,064 200,340 

Not connected 12,482 12,630 12,781 12,935 13,090 

TOTAL 203,910 206,240 208,603 210,999 213,430 

Change in TOTAL 
Connections 

 
2,330 2,363 2,396 2,431 

Trade Waste Customers by 
Category (number) 

     

0 - 555 561 567 574 

1 1,182 641 648 656 663 

2A 2,332 2,357 2,383 2,409 2,435 

2B 123 124 126 127 129 
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Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

2C 130 130 133 134 136 

TOTAL 3,767 3,807 3,851 3,893 3,937 

Miscellaneous Services 
(number) 

     

Water Connections      

Standard 20mm water 
connection 

140 71 57 43 28 

Sewer Connections      

Standard 100mm sewerage 
connection 

150 57 43 28 28 

Water Metering Fees      

Special meter reads 8 8 8 8 9 

Meter testing - onsite 2 2 2 2 2 

Meter testing - offsite 0 0 0 0 0 

Meter downsizing (50mm to 
20mm) 

0 0 0 0 0 

Meter downsizing (all others) 0 0 0 0 0 

Sundry Fees      

Section 56W Consent Fee 212 214 216 219 221 

Service locater fee 0 0 0 0 0 

Right of information request 0 0 0 0 0 

Inspection costs 0 0 0 0 0 

Property Information Plan 0 0 0 0 0 

Pressure and Flow Testing 64 0 0 0 0 

Land Information Certificate 
(56ZQ) request 

13,535 13,683 13,834 13,985 14,139 

Restriction Charge 0 0 0 0 0 

Backflow prevention 
management 

0 0 0 0 0 

Administration fee (for late 
payment) 

0 0 0 0 0 

Account Establishment and 
Closure 

18,677 18,882 19,089 19,298 19,510 

Development Assessment 
Fees 

     

Development Applications      

Minor 454 459 464 469 474 

Medium 217 219 221 224 226 

Major 36 36 37 37 37 

Significant 27 27 27 27 28 

Certificate for Certifiable 
Works (CCW) / Certificate for 
compliance (BAs & PAs) 

     

Minor 615 622 629 636 643 
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Parameter  
FY2021–22 
PSP3 forecast 

FY2022–23 
PSP4 forecast 

FY2023–24 
PSP4 forecast 

FY2024–25 
PSP4 forecast 

FY2025–26 
PSP4 forecast 

Medium 187 189 191 193 195 

Major 15 15 16 16 16 

Significant 0 0 0 0 0 

CCW Exemption 15 15 16 16 16 

Engineering design approval      

Minor 11 11 11 12 12 

Medium 15 15 16 16 16 

Major 9 9 9 10 10 

Significant 3 3 3 3 3 

Consent to Register and 
Legal Document 

     

Minor 175 177 179 181 183 

Medium 19 20 20 20 20 

Major 15 15 16 16 16 

Significant 4 4 4 4 4 

Sundry Fees      

Pressure & flow test (Existing 
connections)  

N/A 141 142 144 145 

Pressure & flow test 
(Developments) single 
hydrants 

N/A 317 321 324 328 

Pressure & flow test 
(Developments) multiple 
hydrants 

N/A 25 26 26 26 

Account Administration Fee 
(bounced payments)  

N/A 2,012 2,034 2,056 2,079 

Account Administration 
(connections)  

N/A 3,191 3,226 3,261 3,297 

Additional development 
assessment fee  

N/A 20 20 21 21 

Engineering Design Approval 
(Complex)  

N/A 12 12 12 13 

Legacy Certificate of 
Compliance Fee  

N/A 66 66 67 68 

Development Inspection Fee N/A 20 20 21 21 

Filling Stations      

Public Filling station usage 0 0 0 0 0 

Public Filling station recharge 109 111 112 113 114 

Filling station  0 0 0 0 0 

TOTAL 35,753 41,884 42,344 42,808 43,278 
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Appendix 11 – Our capital expenditure in PSP3 
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Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Drinking Water Quality 

Project 1 
Forth River 
Major Upgrade / 
Replacement 

Major DWQ 
Projects 

Drinking Water 
Quality 

Additional 7.5% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
health-based targets 
(HBTs)  

3,915 46,174 47,347 3,818 - 101,253 97,436 

Project 2 
Bryn Estyn WTP 
Major Upgrade / 
Replacement 

Major DWQ 
Projects 

Drinking Water 
Quality 

Additional 23.7% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

5,918 6,068 71,553 - 73,342 156,880 83,538 

Project 3 
System 
optimisation - 
Water 

WTP 
Optimisation 
Program 

Drinking Water 
Quality 

Required to establish 
current asset condition 
and performance, and 
short-term 
optimisation 
opportunities 

4,206 - - 4,102 - 8,308 4,206 

Project 4 Rocky Creek WTP 
Small Towns  
existing project 

Drinking Water 
Quality 

1 less BWA/PHA and 
additional 0.3% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

3,678 - - 310 - 3,988 3,678 

Table A11.1: Forecast PSP3 capex – major projects ($’000s) 
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Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Projects 5 
to 17 

Various projects 
with PSP3 
expenditure < 
$2M each 

Various 
Drinking Water 
Quality (and 
other) 

Additional 5.2% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

7,234 706 360 14,300 7,798 30,397 8,300 

Total for Drinking Water Quality Projects which 
have forecast capex in PSP3 

Drinking 
Water Quality 

Additional 13% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs. 

100% of customers 
will receive water 
from systems that 
meet microbiological 
compliance 
parameters 

24,950 52,947 119,260 22,529 81,140 300,824 197,156 

Sewage Treatment Plants  

Project 18 

Kingborough 
Sewerage 
Strategy - 
Treatment & 
Network 

Major Projects 
STP Effluent 
Quality (i.e. 
Environment) 

Additional 2% of 
statewide STP effluent 
will be compliant with 
EPA requirements 

24,605 2,603 - 23,398 - 50,605 27,208 

Project 19 
Pardoe Sewer 
Improvement 
Plan 

PSIP 

STP Effluent 
Quality (i.e. 
Environment) 
& Asset 
Management 

Additional 4.2% of 
statewide STP effluent 
will be compliant with 
EPA requirements. 
19 fewer 'High Risk' 
STP assets (will be 
achieved at completion 
of project post-PSP3). 

533 9,611 14,558 - 15,699 40,399 24,700 
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Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Project 20 

Northern 
Midlands 
Sewerage 
Improvement 
Plan - Longford 
STP Upgrade 

NMSIP 

STP Effluent 
Quality (i.e. 
Environment) 
& Asset 
Management 

Additional 0.329% of 
statewide STP effluent 
will be compliant with 
EPA requirements. 
8 fewer 'High Risk' STP 
assets. 

2,987 20,291 1,007 2,586 - 26,869 24,283 

Project 21 

Cambridge Wet 
Weather 
Emergency 
Storage & Plant 
Process 
Improvements 

Major Projects 

Shellfish and 
Public 
Waterways 
Health 

Reduction in spills to 
shellfish leases / public 
waterways 

3,781 1,093 - 18 - 4,891 4,873 

Project 22 
Cambridge 
Optimisation 

Top 20: STPs 
Optimisation 

High 
Environmental 
Risk 

1 less STP which 
currently poses High 
Environmental Risk (as 
per EPA MoU) 

3,155 - - 1,534 - 4,688 3,155 

Projects 23 
to 41 

Various projects 
with PSP3 
expenditure < 
$2M each 

Various 
STP Effluent 
Quality (and 
other) 

Additional 13.7% of 
statewide STP effluent 
will be compliant with 
EPA requirements 

9,975 6,907 2,302 7,891 322,842 349,915 19,183 

Total for STP Projects which have forecast capex in 
PSP3 

STP Effluent 
Quality (i.e. 
Environment) 

Additional 16% of 
statewide STP effluent 
will be compliant with 
EPA requirements and 
90% of EPA’s high risk 
sites will be addressed 

45,033 40,503 17,865 35,424 338,540 477,363 103,400 

Dams 

Project 42 Pet Dam 

Dams 
Improvement 
Program - 
Dams plotting 
above LoT 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting 
above the societal LoT 

3,728 4,002 - 104 - 7,834 7,730 
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Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Project 43 Lake Mikany 

Dams 
Improvement 
Program - 
Dams plotting 
above LoT 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting 
above the societal LoT 

6,077 - - - - 6,077 6,077 

Project 44 Flagstaff 

Dams 
Improvement 
Program - 
Dams plotting 
above LoT 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting 
above the societal LoT 

5,219 - - 310 - 5,528 5,219 

Project 45 Upper Reservoir 

Dams 
Improvement 
Program - 
Dams required 
to satisfy 
ALARP principle 

Dam Safety - 
High Risk Dams 

1 less dam still to be 
made to satisfy the 
ALARP principle 

3,485 - - 850 - 4,335 3,485 

Project 46 
Swansea - Stage 
2 

Other Dams 
Projects 

Dam Safety - 
High Risk Dams 

1 less dam still to be 
made to satisfy the 
ALARP principle 

3,195 - - - - 3,195 3,195 

Projects 47 
to 53 

Various projects 
with PSP3 
expenditure < 
$2M each 

Various 

Dam Safety - 
Very High Risk 
and Dam 
Safety - High 
Risk 

1 less dam plotting 
above the societal LoT  
and 1 less dam still to 
be made to satisfy the 
ALARP principle 

4,669 2,094 - 7,060 23,358 37,179 6,762 

Total for Dams Projects which have forecast capex 
in PSP3 

Dam Safety - 
Very high and 
high risk dams 

8 fewer dams will 
have risk that plots 
above the societal LoT 

26,370 6,096 - 8,323 23,358 64,145 32,466 

Sewer Networks 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653   Page 312 of 378 

Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Project 54 

Jason St SPS and 
Esplanade SPS 
Rising Main 
Replacements (St 
Helens) 

Capacity 

Shellfish and 
Public 
Waterways 
Health 
Sewer Systems 
Capacity 

Reduction in spills to 
shellfish leases / public 
waterways. 
1 more sewer network 
system with sufficient 
capacity. 

1,080 - - - - 1,080 1,080 

Project 55 

Windsor Park 
SPS Rising Main 
Replacement and 
Pump Upgrade 

Capacity 

Shellfish and 
Public 
Waterways 
Health 
Sewer Systems 
Capacity 

Reduction in spills to 
shellfish leases / public 
waterways. 
1 more sewer network 
system with sufficient 
capacity. 

1,080 - - - - 1,080 1,080 

Project 56 

Stock Route 
(South) Sewer 
Pump Station 
(Cressy) 

Capacity 
Sewer Systems 
Capacity 

1 more sewer network 
system with sufficient 
capacity (will be 
achieved at completion 
of project post-PSP3) 

- 648 - - 5,531 6,178 648 

Project 57 
Smithton retic 
Odour Control 

Corrosion & 
Odour 
Management 
Program 

# of Customer 
Complaints 

Reduction in odour-
related complaints 

- - 57 47 1,938 2,041 57 

Total for Sewer Network Projects which have 
forecast capex in PSP3 

Various Various 2,159 648 57 47 7,468 10,378 2,863 

Water Networks 

Project 58 
Burnie Cam 
Pipeline 
Construction 

  NPV Positive NPV Positive 609 - - 3,350 - 3,959 609 

Total for Water Network Projects which have 
forecast capex in PSP3 

N/A Reduction in opex 609 - - 3,350 - 3,959 609 

Business Systems 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653   Page 313 of 378 

Project 
no. 

Project 
description 

Program 
description 
(if applicable) 

Benefit 
category 

Quantified outcome FY2018–19 FY2019–20 FY2020–21 

Capex 
from 
previous 
years 

Capex 
in later 
years 

Total 
capex (all 
years) 

PSP3 
capex 
total 

Project 59 
Rocherlea 
Redevelopment 

Business 
Systems / 
Corporate / 
Safety 

N/A 
Supporting systems to 
enable achievement of 
customer outcomes 

533 1,311 - 60 - 1,903 1,843 

Total for Business System Projects which have 
forecast capex in PSP3 

N/A 
Supporting systems to 
enable achievement of 
customer outcomes 

533 1,311 - 60 - 1,903 1,843 

 

Total Project Capex for All Activity Streams 99,652 101,503 137,181 69,731 450,505 858,569 338,335 
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Forecast PSP3 capex – programs ($’000s) 

Program Description FY2018–19 FY2019–20 FY2020–21 PSP3 capex total 

Drinking Water Quality  

Major DWQ Projects Asset Management 1,935 1,940 1,971 5,845 

Total for Drinking Water Quality Programs which have forecast capex in PSP3 1,935 1,940 1,971 5,845 

Sewage Treatment Plants  

Ambient Monitoring Investigations 426 437 896 1,759 

STP Renewal Program Asset Management 3,860 3,871 3,933 11,663 

Total for STP Programs which have forecast capex in PSP3 4,286 4,308 4,829 13,422 

Dams 

Dams - Minor CAPEX Dams - Minor CAPEX 2,130 2,185 2,240 6,554 

Dams - Compliance Reporting 
Dams - Compliance 
Reporting 

1,278 1,311 1,344 3,933 

Total for Dams Programs which have forecast capex in PSP3 3,408 3,495 3,584 10,486 

Sewer Networks 

CCTV Inspection Program Condition Assessment 970 972 986 2,927 

Combined System Program N/A 878 883 896 2,656 

Inflow and Infiltration Rectification Program Capacity 852 874 896 2,622 

Sewers Proactive Asset Management – CCTV Asset Management 365 367 372 1,103 

Sewers Proactive Asset Management - L3 Condition assessment Asset Management 122 123 124 368 

Sewers Proactive Asset Management – Renewals Asset Management 1,947 1,953 1,982 5,881 

Sewers Reactive Asset Management – Maintenance Asset Management 418 419 425 1,261 

Sewers Reactive Asset Management – Renewals Asset Management 626 628 37 1,891 

SPSs Proactive Asset Management - L1, L2 Condition Assessment Asset Management 138 245 249 631 

SPSs Proactive Asset Management - L3 Condition assessment Asset Management 46 82 83 211 

SPSs Proactive Asset Management – Renewals Asset Management 735 1,302 1,325 3,361 

SPSs Reactive Asset Management – Maintenance Asset Management 158 279 284 721 

SPSs Reactive Asset Management – Renewals Asset Management 237 419 426 1,081 

Table A11.2: Forecast PSP3 capex – programs ($’000s) 
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Program Description FY2018–19 FY2019–20 FY2020–21 PSP3 capex total 

Total for Sewer Networks Programs which have forecast capex in PSP3 7,487 8,538 8,681 24,706 

Water Networks  

Fireplug condition assessment N/A 426 437 448 1,311 

Metering Program Asset Management 3,590 1,639 1,680 6,907 

Proactive Asset Management - L1, L2 Condition Assessment Asset Management 406 407 413 1,225 

Proactive Asset Management - L3 Condition assessment Asset Management 271 271 276 817 

Proactive Asset Management – Renewals Asset Management 2,027 2,032 2,065 6,123 

Reactive Asset Management – Maintenance Asset Management 348 349 354 1,050 

Reactive Asset Management – Renewals Asset Management 811 813 826 2,450 

Reservoir Renewal/Upgrade Program Asset Management 580 586 1,183 2,348 

Total for Water Networks Programs which have forecast capex in PSP3 8,454 6,531 7,243 22,228 

Business Systems and Other  

Asset Safety Rectification Program – Unplanned 
Business Systems / 
Corporate / Safety 

1,159 1,162 1,183 3,504 

Minor Projects Program 
Business Systems / 
Corporate / Safety 

4,260 3,495 3,584 11,338 

Non-network IT 
Business Systems / 
Corporate / Safety 

2,130 2,621 2,688 7,439 

Facility, Fleet and Plant upgrades and renewals 
Business Systems / 
Corporate / Safety 

4,686 4,369 4,480 13,534 

SCADA Program 
Business Systems / 
Corporate / Safety 

3,377 2,905 2,957 9,238 

Electrical Program Electrical program 2,318 1,547 2,365 6,229 

Miscellaneous Minor Works 
Miscellaneous Minor 
Works 

320 328 336 984 

Total for Business Systems / Other Programs which have forecast capex in PSP3 18,248 16,425 17,590 52,262 
 

Total Program Capex for All Activity Streams 43,817 41,234 43,896 128,946 
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Appendix 12 – WACC justification 
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Appendix 13 – Updated actual and forecast capital expenditure for PSP3 
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Forecast PSP3 capex – major projects ($’000s) 

Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

Drinking Water Quality           

P1 
Forth River Major 
Upgrade / 
Replacement 

Drinking 
Water Quality 

Additional 7.5% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs  

1,613  1,494  11,482  571  -  138,169 141,858  3,689  

P2 
Bryn Estyn Major 
Upgrade / 
Replacement 

Drinking 
Water Quality 

Additional 23.7% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

4,250  5,557  29,153  93,749  -  86,806  219,515  132,709  

P3 
System 
optimisation - 
Water 

Drinking 
Water Quality 

Required to establish 
current asset condition 
and performance, and 
short-term optimisation 
opportunities 

3,266  2,160  1,973  1,000  -  -  8,399  8,399  

P4 Rocky Creek WTP 
Drinking 
Water Quality 

1 less BWA/PHA and 
additional 0.3% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

 50  -  -  -  2,947  -  2,997   50  

P62 
King Island Treated 
Water Supply 

Drinking 
Water Quality 

New WTP at Currie with 
connecting pipeline to 
Grassy. Improve water 
quality and prevent risk of 
non-compliant water. 

12,980  3,504  112  -  3,610  -  20,205  16,595  

Table A13.1: Forecast PSP3 capex – major projects ($’000s) 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653  Page 346 of 378 

Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

P76 

Gretna, Glenora 
and Bushy Park 
Water Supply 
Upgrade 

Drinking 
Water Quality 

New WTP construction at 
Bushy Park to provide 
treated water to the 
communities of Gretna, 
Glenora and Bushy Park. 

2,255  167  4,084  -  4,626  -  6,885  2,259  

 

UV Program - Stage 
1 - Phase 1 (Burnie, 
Distillery, North 
Esk) 

Drinking 
Water Quality 

Additional 7.23% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

-  -  395  7,354  -  1,203  8,952  7,749  

P5 to P17 

Various projects 
with PSP3 
expenditure < $5M 
each 

Drinking 
Water Quality 
(and other) 

Additional 5.2% of 
customers will receive 
drinking water from 
systems with public 
health risk that meets 
HBTs 

8,033  457  6,686  3,867  -  -  19,042  19,042  

Total for Drinking Water Quality Projects which have 
forecast capex in PSP3 

100% of customers will 
receive water from 
systems that meet 
microbiological 
compliance parameters 

32,396  13,172  38,335  106,541  11,183  226,177  427,804  190,443  

Sewage Treatment Plants                      

P18 

Kingborough 
Sewerage Strategy - 
Treatment & 
Network 

STP Effluent 
Quality (i.e. 
Environment) 

Additional 2% of 
statewide STP effluent 
will be compliant with 
EPA requirements 

14,700  8,867  -  -  23  -  23,590  23,567  

P19 
Pardoe Sewer 
Improvement Plan 

STP Effluent 
Quality (i.e. 
Environment) 
& Asset 
Management 

Additional 4.2% of 
statewide STP effluent 
will be compliant with 
EPA requirements. 
19 fewer 'High Risk' STP 
assets (will be achieved at 

-  -  -  380  -  27,920  28,300  380  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

completion of project 
post-PSP3). 

P20 

Northern Midlands 
Sewerage 
Improvement Plan - 
Longford STP 
Upgrade 

STP Effluent 
Quality (i.e. 
Environment) 
& Asset 
Management 

Additional 0.329% of 
statewide STP effluent 
will be compliant with 
EPA requirements. 
8 fewer 'High Risk' STP 
assets. 

473  8,970  17,706  8,134  2,586  -  35,286  35,284  

P21 

Cambridge Wet 
Weather 
Emergency Storage 
& Plant Process 
Improvements 

Shellfish and 
Public 
Waterways 
Health 

Reduction in spills to 
shellfish leases / public 
waterways 

48  -  -  -  18  -  66  48  

P22 
Cambridge 
Optimisation 

High 
Environmental 
Risk 

1 less STP which currently 
poses High Environmental 
Risk (as per EPA MoU) 

-  -  -  -  -  -  -  -  

P23 
St Marys Reuse 
Upgrade 

High 
Environmental 
Risk 

Percentage of STP 
effluent fully compliant 
with EPA licence 
requirements by State-
wide effluent volume 
basis - 0.06% 
Removal of STPs which 
poses High Environmental 
Risk 

105  578  -  -  -  
 

683  683  

P24 
Geeveston 
Optimisation 

High 
Environmental 
Risk 

Current discharge point 
poses a high risk 
Relocate the existing 
outfall to Shipwrights 
Point. 
This will reduce the 
number of STP's which 
pose environmental risk. 

7  300  451  1,467  -  7,147  9,372  2,225  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

P64 
Launceston Sewer 
Improvement 
Program 

NPV positive, 
High 
Environmental 
Risk and STP 
effluent 
compliance 

Multiple STP sites within 
Greater Launceston which 
are currently non-
compliant, posing high 
environmental risk and 
excessive operational 
costs.  
Will look at rationalising 
multiple STP's into one 
new STP at the current Ti 
Tree Bend site. 
Will increase overall 
state-wide effluent 
compliance by 5.3% 

-  -  151  444  1,605  204,223  206,423  595  

P66 
Ti Tree Bend STP 
Biosolids Upgrade 

Odour 
reduction 

Reduction of Number of 
Customer Complaints per 
1000 properties (relating 
to odour) by 15 

2,454  332  -  -  5,241  -  8,027  2,786  

P67 

Prince of Wales Bay 
STP Digester Roof 
Replacement/Repai
rs 

Asset 
Management 

Centrifuge is in a critical 
condition 
Replace the existing 
digester roof to prevent 
catastrophic failure. 

436  3,128  1,072  -  -  -  4,636  4,636  

 
TERHAP 

High 
Environmental 
Risk 

Improve stormwater 
discharge and prevent 
effluent discharge  

-  -  750  6,420  -  26,030  33,200  7,170  

P23 to P41 

Various projects 
with PSP3 
expenditure < $5M 
each 

STP Effluent 
Quality (and 
other) 

Additional 1.7% of 
statewide STP effluent 
will be compliant with 
EPA requirements 

2,072  2,992  2,253  4,987  -  -  12,304  12,304  

Total for STP Projects which have forecast capex in 
PSP3 

Additional 7% of 
statewide STP effluent 
will be compliant with 
EPA requirements and 

20,248  25,167  22,383  21,833  6,872  265,320  361,822  89,630  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

90% of EPA’s high risk 
sites will be addressed 

Dams                       

P42 
Pet Dam (Pet Dam - 
Safety Upgrade) 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting above 
the societal LoT 

36  86  210  368   -  11,436  12,136   700  

P43 
Lake Mikany Dam 
Upgrade 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting above 
the societal LoT 

601  1,963  9,047  6,933  412  2,500  21,456  18,545  

P44 
Flagstaff Gully Dam 
Risk Reduction 
Works 

Dam Safety - 
Very High Risk 
Dams 

1 less dam plotting above 
the societal LoT 

178  96  208  300,000  148  3,800  4,729  782  

P45 

Upper Reservoir 
(Major risk 
reduction works at 
Upper Reservoir 
Dam at Waterworks 
Reserve, Ridgeway) 

Dam Safety - 
High Risk 
Dams 

1 less dam still to be 
made to satisfy the ALARP 
principle 

177   -  1,010  3,016   -  1,042  5,245  4,203  

P46 
Swansea - Stage 1 
and 2 

Dam Safety - 
High Risk 
Dams 

1 less dam still to be 
made to satisfy the ALARP 
principle 

3,695   -   -   -  2,101   -  5,795  3,695  

 Hendersons Dam 
Raising 

Water surety Improved water surety.  331  3,007  10,508  43   -   -  13,890  13,890  

P47 to P53 

Various projects 
with PSP3 
expenditure < $5M 
each 

Dam Safety - 
Very High Risk 
and Dam 
Safety - High 
Risk 

1 less dam plotting above 
the societal LoT and 1 less 
dam still to be made to 
satisfy the ALARP 
principle 

 547   502  1,767  2,135   -  -  4,951  4,951  

Total for Dams Projects which 
have forecast capex in PSP3 

   
5,565  5,654  22,751  12,795  2,660  18,778  68,202  46,765  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

Sewer Networks                     

P54 

Jason St SPS and 
Esplanade SPS 
Rising Main 
Replacements (St 
Helens) 

Shellfish and 
Public 
Waterways 
Health 
Sewer Systems 
Capacity 

Reduction in spills to 
shellfish leases / public 
waterways. 
1 more sewer network 
system with sufficient 
capacity. 

1,263  38   -   -  1,396   -  2,697  1,302  

P55 

Windsor Park SPS 
Rising Main 
Replacement and 
Pump Upgrade 

Shellfish and 
Public 
Waterways 
Health 
Sewer Systems 
Capacity 

Reduction in spills to 
shellfish leases / public 
waterways. 
1 more sewer network 
system with sufficient 
capacity. 

 -   -   -   -   -   -   -   -  

P56 
Stock Route (South) 
Sewer Pump 
Station (Cressy) 

Sewer Systems 
Capacity 

1 more sewer network 
system with sufficient 
capacity (will be achieved 
at completion of project 
post-PSP3) 

 -   -   -   -   -   -   -   -  

P63 
Smithton retic 
Odour Control 

# of Customer 
Complaints 

Reduction of 8 odour-
related complaints 

 -   -   -   -   -   -   -   -  

P77 

Latrobe Sewerage 
System - Network 
Upgrade and 
Augmentation 

Capacity 

Dry weather flow 
mitigation 
Wet weather flow 
mitigation 

 214  1,500  6,303   270   -   -  8,287  8,287  

P79 
Blackstone Rd 
Sewage Pump 
Station 

Asset 
Management, 
capacity 

Dry weather flow 
mitigation 
Wet weather flow 
mitigation 

 126   360  3,180   -   -   -  3,665  3,665  

P81 
Wellington St SPS 
upgrade 

Asset 
Management 

Dry weather flow 
mitigation 
Wet weather flow 
mitigation 

0 82 2,021 0  -   -  2,103  2,103  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

 

Various projects 
with PSP3 
expenditure < $5M 
each 

 
Dry weather and wet 
weather flow mitigation 
Odour reduction 

5,152  4,711  4,206  2,862   -   -  14,069  16,931  

Total for Sewer Network Projects which have forecast 
capex in PSP3 

Various 6,755  6,691  15,710  3,131  1,396   -  30,822  32,288  

Water Networks                     

P58 
TW NW Burnie Cam 
Pipeline 

NPV Positive NPV Positive 1,680   678   -   -  1,332   -  3,690  2,358  

P75 
Margate Water 
Main Upgrade 
Stage 2 

Capacity 

Project is carryover, does 
not meet any of the 
current benefits. 
Carryover project from 
PSP2 

2,839   854   -   -  1,898   -  5,591  3,693  

 

Various projects 
with PSP4 
expenditure < $5M 
each 

  
3,634  1,726  2,395  6,388   -   -  14,142  14,142  

Total for Water Network Projects 
which have forecast capex in PSP3 

N/A Reduction in opex 8,153  3,258  2,395  6,388  3,230   -  23,423  20,193  

Business Systems                     

P59 

Rocherlea 
Redevelopment 
(Rocherlea Depot 
Refurbishment 
Stage 1) 

N/A 
Supporting systems to 
enable achievement of 
customer outcomes 

 -   -   -   -   -   -   -   -  

Total for Business System Projects 
which have forecast capex in PSP3 

N/A 
Supporting systems to 
enable achievement of 
customer outcomes 

 -   -   -     60   -   60   -  
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Project 
no. 

Project description Benefit  
category 

Quantified outcome FY2018–
19 

FY2019–20 FY2020–
21 

FY2021–
22 

Capex 
from 
previous 
years 

Capex in 
later 
years 

Total 
capex 
(all years) 

PSP3 capex 
total 

Total Capex for All Activity 
Streams 

    73,116 53,941 101,573 150,688 25,341 510,275 912,073 379,319 
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Forecast PSP3 capex – programs ($’000s) 

Program Description FY2018–19 FY2019–20 FY2020–21 FY2021–22 
PSP3 capex 
total 

Water Treatment Plants  

Fluoride Stations Upgrade program Compliance 505 268 2,524 600 3,897 

System optimisation - Water Asset Management 3,266 2,160 1,973 1,000 8,399 

WTP Renewal Program Compliance 2,976 4,002 3,580 1,944 12,502 

Total for WTP Programs which have forecast capex in PSP3 6,747 6,430 8,077 3,544 24,798 

Sewage Treatment Plants  

Ambient Monitoring  Investigations 584 493 650 370 2,096 

STP AS4024 Machine Safety Audit and Upgrade Asset Management 4 22 0 200 226 

STP Renewal Program (STP Renewals) Asset Management 3,133 7,652 4,735 2,537 18,057 

System optimisation - Sewer Compliance 3,743 619 1,329 1,000 6,691 

Total for STP Programs which have forecast capex in PSP3 7,464 8,786 6,714 4,107 27,071 

Dams 

Dams - Minor CAPEX Dams - Minor CAPEX 3,601 403 1,250 1,350 6,604 

Dams - Compliance Reporting 
Dams - Compliance 
Reporting 1,007 485 859 1,109 3,460 

Total for Dams Programs which have forecast capex in PSP3 4,608 888 2,109 2,459 10,063 

Sewer Networks 

CCTV Inspection Program 
Condition 
Assessment 620 570 652 651 2,493 

Combined System Program N/A 8 15 0 600 623 

Inflow and Infiltration Rectification Program Capacity 329 419 0 554 1,302 

Sewer Main Renewals Asset Management 4,666 5,334 1,930 2,785 14,715 

SPS renewals Asset Management 2,446 2,990 1,629 1,987 9,051 

Total for Sewer Networks Programs which have forecast capex in PSP3 8,069 9,328 4,211 6,577 28,184 

Water Networks 
 

Table A13.2: Forecast PSP3 capex – programs ($’000s) 
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Program Description FY2018–19 FY2019–20 FY2020–21 FY2021–22 
PSP3 capex 
total 

Fireplug condition assessment 
Condition 
assessment 5 32 204 370 611 

Metering Program Asset Management 4,898 4,909 2,379 2,587 14,773 

Reservoir Renewal/Upgrade Program Asset Management 1,233 3,145 2,407 1,944 8,729 

Unplanned State Wide Meter Renewals NPV positive 0 0 0 0 0 

Water Main Renewals Asset Management 8,138 15,684 8,397 3,470 35,689 

WPS renewal program Asset Management 449 553 672 0 1,674 

Total for Water Networks Programs which have forecast capex in PSP3 14,723 24,323 14,059 8,371 61,476 

Business Systems and Other  

Electrical Program 
Business Systems / 
Corporate / Safety 3,845 3,427 4,593 3,200 15,065 

IT Business initiatives 
Business Systems / 
Corporate / Safety 0 400 2,154 1,980 4,534 

Minor Projects Program 
Business Systems / 
Corporate / Safety 4,049 2,155 2,699 1,000 9,903 

Non-network IT 
Business Systems / 
Corporate / Safety 2,544 3,431 4,657 3,567 14,199 

Non-network Other - Fleet Fleet 5,869 5,932 6,797 2,956 21,554 

Non-network Other - Plant and facilities Facilities 0 2,200 1,597 585 4,382 

SCADA Program 
Business Systems / 
Corporate / Safety 4,503 4,404 3,857 2,430 15,194 

Total for Business Systems / Other Programs which have forecast capex in PSP3 20,810 21,969 26,354 15,718 84,852 

 

Total Program Capex for All Activity Streams 62,421 71,724 61,524 40,775 236,444 
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Appendix 14 – List of major capital expenditure projects for PSP4 
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Forecast PSP4 capex – major projects ($’000s) 

Table A14.1: Forecast PSP4 capex – major projects ($’000s) 

Project 
no. 

Project 
description 

Benefit 
category 

Asset 
class 

Quantified 
outcome 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Previous years 
expenditure 

Capex in 
later years 

Total 
capex 

PSP4 capex 

Water 

            

Project 1 North West 
Water Supply 
Upgrade-NWWS 
(Old Forth Leven) 

Drinking 
Water 
Quality 

Water Additional 
7.5% of 
customers 
will receive 
drinking 
water from 
systems with 
public health 
risk that 
meets 
BPRMSs 

2,188 25,422 50,314 46,590 583 13,655 138,752 124,514 

Project 2 Bryn Estyn Major 
Upgrade / 
Replacement 

Drinking 
Water 
Quality 

Water Additional 
23.7% of 
customers 
will receive 
drinking 
water from 
systems with 
public health 
risk that 
meets 
BPRMSs 

77,637 8,437 731 0 132,709 0 219,515 86,806 

Project 9 Ridgeway 
Upgrade 
(Ridgeway Dam 
Safety - Anchor 
Replacements) 

Dam Safety - 
Very High 
Risk Dams 

Water 1 less dam 
plotting 
above As Low 
As 
Reasonably 
Practical 
guidelines 

1,334 12,723 8,585 2,501 1,295 0 26,438 25,142 

Project 10 Launceston water 
supply surety 

Growth & 
Water 
Surety 

Water Reduction in 
number of 
annually 

510 1,180 6,898 12,547 929 5,000 27,064 21,134 
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Project 
no. 

Project 
description 

Benefit 
category 

Asset 
class 

Quantified 
outcome 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Previous years 
expenditure 

Capex in 
later years 

Total 
capex 

PSP4 capex 

adjusted 
person days 
experiencing 
restrictions 
worse than 
the 1 in 10 
year target by 
1.3M 

Project 11 Regional Towns 
Water Supply 
Program Stage 4 - 
WP1 (Bothwell, 
Dover, St Marys, 
Oatlands, Coles 
Bay) 

Drinking 
Water 
Quality 

Water Additional 
0.8% of 
customers 
will receive 
drinking 
water from 
systems with 
public health 
risk that 
meets 
BPRMSs 

3,499 12,540 4,439 0 1,994 0 22,471 20,477 

Project 12 Bridport Water 
Surety 

Growth & 
Water 
Surety 

Water Reduction in 
number of 
annually 
adjusted 
person days 
experiencing 
restrictions 
worse than 
the 1 in 10 
year target by 
0.2M 

763 6,598 6,493 200 950 0 15,003 14,053 

Project 14 Pet Dam (Pet 
Dam - Safety 
Upgrade) 

Dam Safety - 
Very High 
Risk Dams 

Water 1 less dam 
plotting 
above the 
societal LoT 

5,072 4,679 1,685 0 700 0 12,136 11,436 
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Project 
no. 

Project 
description 

Benefit 
category 

Asset 
class 

Quantified 
outcome 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Previous years 
expenditure 

Capex in 
later years 

Total 
capex 

PSP4 capex 

Unclassified 
Water 
Projects 

Various Water 
Projects 

 

Water 

 

31,157 18,078 9,941 3,000 

   

62,177 

Total Water Projects 

   

122,160 89,659 89,084 64,837 139,161 18,655 461,378 365,739 

Sewer 
            

Project 3 Launceston Sewer 
Improvement 
Plan (LSIP) 

STP Effluent 
Quality (i.e. 
Environment
) & Asset 
Managemen
t 

Sewer Additional 
1.0% of 
statewide STP 
effluent will 
be compliant 
with EPA 
requirements 

1,005 2,512 11,041 61,054 595 128,610 204,818 75,612 

Project 4 Hobart Sewer 
Improvement 
Plan 

STP Effluent 
Quality (i.e. 
Environment
) & Asset 
Managemen
t 

Sewer Additional 
0.02% of 
statewide STP 
effluent will 
be compliant 
with EPA 
requirements. 

Improve 
percentage of 
STP’s with 
acceptable 
risk by 38.0. 

2,000 4,750 7,465 31,598 0 130,000 175,813 45,813 

Project 5 Macquarie Point 
relocation 

STP Effluent 
Quality (i.e. 
Environment
) & Asset 
Managemen
t 

Sewer Additional 
0.6% of 
statewide STP 
effluent will 
be compliant 
with EPA 
requirements. 
Allow growth 
and remove 
high risk 
assets 

4,679 34,162 15,555 3,252,520 548 0 58,196 57,649 
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Project 
no. 

Project 
description 

Benefit 
category 

Asset 
class 

Quantified 
outcome 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Previous years 
expenditure 

Capex in 
later years 

Total 
capex 

PSP4 capex 

Project 6 PittWater 
Sewerage 
Strategy 

STP Effluent 
Quality (i.e. 
Environment
) & Shellfish 
and Public 
Waterways 
Health 

Sewer Removal of x 
discharges 
per year to 
Shellfish 
sensitive area. 

Improve 
percentage of 
STP’s with 
acceptable 
risk by 20.7. 

956 1,000 22,958 9,201 44 0 34,159 34,114 

Project 7 Pardoe Sewer 
Improvement 
Plan 

STP Effluent 
Quality (i.e. 
Environment
) & Asset 
Managemen
t 

Sewer Additional 
1.6% of 
statewide STP 
effluent will 
be compliant 
with EPA 
requirements. 
Allow growth 
and remove 
high risk 
assets 

1,380 3,123 21,889 1,528 380 0 28,300 27,920 

Project 8 TERHAP STP Effluent 
Quality (i.e. 
Environment
) & Asset 
Managemen
t 

Sewer No 
quantifiable 
output 

12,150 13,880 0 0 7,170 0 33,200 26,030 

Project 13 Davis St, Smithton 
Sewer Pump 
Station Upgrade 

Capacity, 
safety & 
Shellfish and 
Public 
Waterways 
Health 

Sewer Removal of 11 
discharges to 
Shellfish 
sensitive area 
Removal of 
critical asset 
from our 
infrastructure 

4,091 7,269 2,000 0 3,849 0 17,209 13,360 
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Project 
no. 

Project 
description 

Benefit 
category 

Asset 
class 

Quantified 
outcome 

FY2022–
23 

FY2023–
24 

FY2024–
25 

FY2025–
26 

Previous years 
expenditure 

Capex in 
later years 

Total 
capex 

PSP4 capex 

Unclassified 
Sewer 
Projects 

Various Sewer 
Projects 

   

28,324 27,726 11,289 1,402 

   

68,741 

Total Sewer Projects 

   

54,584 94,422 92,198 108,035 12,587 258,610 551,694 349,238 
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Forecast PSP4 capex – programs ($’000s) 

Program Description FY2022–23 FY2023–24 FY2024–25 FY2025–26 
PSP4 capex 
total 

Water Treatment Plants  

Minor WTP upgrades Asset Management 1,944 1,944 2,332 2,332 8,552 

Fluoride Stations Upgrade program Compliance 2,450 600 720 720 4,490 

Total for WTPs Programs which have forecast capex in PSP4 4,394 2,544 3,052 3,052 13,042 

Sewage Treatment Plants  

Ambient Monitoring  Investigations 370 370 443 443 1,626 

STP AS4024 Machine Safety Audit and Upgrade Asset Management 200 200 240 240 880 

STP Renewal Program (STP Renewals) Asset Management 2,537 2,537 2,745 2,745 10,564 

Total for STP Programs which have forecast capex in PSP4 3,107 3,107 3,428 3,428 13,070 

Dams 

Dams - Minor CAPEX Dams - Minor CAPEX 856 914 1,620 1,620 5,009 

Dams - Compliance Reporting 
Dams - Compliance 
Reporting 1,109 1,109 1,330 1,330 4,878 

Total for Dams Programs which have forecast capex in PSP4 1,964 2,022 2,950 2,950 9,887 

Sewer Networks 

CCTV Inspection Program 
Condition 
Assessment 651 651 781 781 2,863 

Combined System Program N/A 600 600 720 720 2,640 

Inflow and Infiltration Rectification Program Capacity 554 554 665 665 2,439 

Sewers Main Renewals Asset Management 2,137 2,137 2,565 2,565 9,404 

SPSs Renewals Asset Management 1,987 2,158 2,263 2,384 8,792 

Total for Sewer Networks Programs which have forecast capex in PSP3 5,929 6,101 6,994 7,115 26,138 

Water Networks  

Fireplug condition assessment 
Condition 
Assessment 370 370 444 444 1,628 

Metering Program Asset Management 2,587 2,587 3,104 3,104 11,381 

Table A14.2: Forecast PSP4 capex – programs ($’000s) 
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Program Description FY2022–23 FY2023–24 FY2024–25 FY2025–26 
PSP4 capex 
total 

Reservoir Renewal/Upgrade Program Asset Management 1,944 1,944 1,833 1,847 7,568 

Water Main Renewals Asset Management 3,385 3,805 3,620 5,481 16,291 

Total for Water Networks Programs which have forecast capex in PSP3 8,285 8,706 9,001 10,877 36,868 

Business Systems and Other  

Electrical Program Asset Management 1,679 1,679 3,840 3,840 11,037 

IT Business initiatives 
Business Systems / 
Corporate / Safety 1,980 1,783 1,783 1,783 7,328 

Minor Projects Program 
Business Systems / 
Corporate / Safety 1,585 1,575 2,142 2,142 7,443 

Non-network IT Electrical program 3,167 3,167 3,601 3,501 13,436 

Non-network Other - Fleet 
Business Systems / 
Corporate / Safety 3,613 3,775 3,342 3,642 14,372 

Non-network Other - Plant and facilities 
Business Systems / 
Corporate / Safety 715 787 780 780 3,062 

SCADA Program Asset Management 2,816 3,379 3,166 3,891 13,251 

Total for Business Systems / Other Programs which have forecast capex in PSP3 24,554 25,144 18,652 19,578 87,928 

 

Total Program Capex for All Activity Streams 48,233 47,623 44,077 47,001 186,934 

 
  



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653  Page 363 of 378 

Appendix 15 – Schedule of ET rates 
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TasWater’s ET methodology and schedule is based on the NSW Water Directorate Section 64 
Determinations of Equivalent Tenements 2009, updated to reflect changes to water consumption in 
Tasmania and potential sewage load.  

An ET is a measure of the load a property places on the sewerage system. One ET is considered to be 
the sewage discharge from an average single residential house, under dry weather flows. This has 
been determined to be 200kL/ET/annum. ET rates for different land uses are calculated as being a 
factor of this average sewage discharge rate. 

For titles with multiple uses, TasWater will use the relevant use type to calculate a total ET figure. 
For example, a shopping centre with a café and bakery.  

Since PSP2 TasWater has reviewed its ETs and have made some adjustments. The following table 
outlines the change and the reason for the adjustments to ETs since PSP3.  

 

EUC and category Change Reason for change 

Definition: amenities Clarifying that this includes devices 
capable of discharging sewage to our 
network: toilets, showers, water 
closets, urinals, cisterns or bidets, 
and excludes sinks for washing 
hands or dishes. 

Provide improved clarity for customers 

RE02 - Multiple Residential 
Dwellings 

1.0 ET per dwelling Added to categorise multiple dwellings 
on a single title 

RE03 - Dwelling & Sole Occupancy 
Unit (as defined by the National 
Construction Code) 

1.5 ET per property Created in response to changes in the 
Tasmanian Planning Scheme Ancillary 
Dwelling  

RE04 - Dwelling & Secondary 
Residence (as defined by the 
Tasmanian Planning Scheme) 

1.0 ET per property Created in response to changes in the 
Tasmanian Planning scheme Ancillary 
Dwelling  

AS07 - School - Boarding house 
accommodation 

0.375 ET per bed (75 per cent of 
AS05 occupancy) 

 

To reflect reduced use of school 
boarding houses during holiday 
periods 

EF06 - Library/ Museum - Amenity- 
(shower toilet urinal) 

0.6 ET per amenity New category introduced (currently 
categorised as community centres) 

CR00 - Commercial/Retail 
properties - Small commercial or 
retail space (<125 m2) subject to 
change in use with change of lease. 
Can Include café, restaurant, office, 
banks, retail shop, retail beauty 
therapy, retail medical therapy. 

 

1.0 ET per property To improve ease of understanding and 
reduce in administrative effort to 
manage and maintain  

MM06 - Metal 
Processing/Manufacture – Small 
scale commercial workshops 

(<250 m2, GBFA) 

1.0 ET per property To improve ease of understanding and 
reduce in administrative effort to 
manage and maintain 

BE18 - Veterinary Clinic 0.6 ET per consulting room To separate from medical clinics (same 
ET rate) 

BE16 - Large Commercial Retail/ 
Wholesale 

0.002 ET per m2 GBFA (reduced 
from 0.003 ET) 

 

Aligns the approach with shopping 
centres 

BE17 - Horticulture- Primary 
Production/ Wholesale Nurseries 

0.6 ET per amenity Created to cover large scale 
commercial nurseries 

 

Table A15.1: Adjustments to ETs since PSP3 
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EUC and category Change Reason for change 

AP00 - Self-care retirement 
dwelling (units/villas) - can be 
multiple dwellings on a single title 

1.0 ET per Dwelling Combination of EUC AP02, AP03 & 
AP04 

AP05 (a) - Assisted boarding house 
(including community care, respite, 
rehabilitation, group homes 
assisted living) 

0.5 ET per Bed 

AP05 split into A & B categories - Rate 
retained for both from PSP3 

AP05 (b) - General boarding house 0.5 ET per Bed 

AS00 - Accommodation - single 
room with ensuite or shared 
facilities 

0.45 per room Combining of AS03 and AS04 

AS02 – Accommodation (Short 
term Residential)  
AS06 Serviced/unserviced 
apartments 

0.45 ET Charged per bedroom, 
instead of ‘room’  

Improved clarification of assessment 
method  

AS07 - School boarding house 
accommodation 

0.375 ET per bed Rate adjusted to allow for school 
boarding occupancy rate.  

AM00 - Hospital/medical hostel 0.971 ET per bed Combining of AM01 and AM02 

BE00 - Retail shop/s including 
supermarkets 

0.003 ET per Gross Building Floor 
Area (m2) 

Combination of BE01 and BE02 

BE05 - Hairdressers/Beauty Salon 0.25 ET per basin  More reflective of sewage load on our 
sewerage system  

BE07 (a) – Medical centre  No change to unit measure 
consulting rooms (0.63 ET)  Separating into two end use 

categories in response to customer 
feedback and to better reflect sewage 
load on our waste water systems  

BE07 (b) - Allied Health – consulting 
room (Physiotherapy, 
Rehabilitation Services, Massage 
therapy, Psychologist/counselling) 

0.315 ET per consulting room 

BE08 (a) – Service station - Stand 
Alone 

0.003 ET per Gross Building Floor 
Area (m2) (from number of lanes) 

 

 

Service stations are now closer to 
retail shops, rather than pure 
mechanical and petrol supply. 

The refined measure more reflective 
of load on TasWater’s sewerage 
system  

BE08 (b) – Service station - Multiple 
Use 

0.003 ET per Gross Building Floor 
Area (m2) 
+ additional EUC calculations 

BE09 - Car Wash - wand wash and 
drive through 

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

Combination of BE09 and BE10 

BE15 - Funeral 
parlours/crematorium 

0.003 ET per Gross Building Floor 
Area (m2) 

Splitting from CF05 to be more 
reflective of load on our sewerage 
system 

CP01 - 
Telstra/TasNetworks/Council - 
properties that have sewer facilities 
(e.g. exchanges, substations) that 
have small buildings as well). Bigger 
buildings to be assessed via 
amenity count. 

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

More reflective of sewage load on 
TasWater’s sewerage system 

CR00 - Commercial/retail 
properties - Small commercial or 
retail space (<125 m2) subject to 
change in use with change of lease. 
Can Include café, restaurant, office, 
banks, retail shop, retail beauty 
therapy, retail medical therapy. 

1.0 ET per commercial or retail space More reflective of sewage load on 
TasWater’s sewerage system 
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EUC and category Change Reason for change 

EF00 - Pub/bar/licensed club 0.008 ET per Gross Building Floor 
Area (m2) 

Combined EF01 and EF02 

EF07 - Cinema/ theatre/pubic 
entertainment/Conference/Concert 
Hall 

0.014 ET per Visitor (rated capacity) Combined EF03 and EF04 

EF06 - Library/museum 0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

More reflective of sewage load on 
TasWater’s sewerage system 

FM00 Food or Beverage 
Manufacture/processing - meat, 
dairy, grain, confectionary and 
beverages (Including small scale 
catering)  

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

Floor area may overstate the potential 
load on TasWater’s sewerage system 
plus combined FM01 to FM09 plus 
MP04 for easier clarification 

MM00 - Metal 
Processing/Manufacturing 
Industrial/commercial manufacture 
and fabrication including workshop 
and warehouse 

Combined MM01 to MM05 to single 
EUC 

Combining some ET categories to 
reduce complexity 

SF01 (a) - Sports stadium/sports 
grounds/ovals/bowling greens/ 
marinas (water sports) 

(changeroom/clubroom/licensed 
areas/members areas) 

0.008 ET per Gross Building Floor 
Area (m2) 

Combined SF02 to SF06 
SF01 (b) - Sports stadium/sports 
grounds/ovals/bowling greens/ 
marinas (water sports) 

(public amenities available outside 
of clubroom/changeroom facilities) 

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

SF07 – Swimming Pool 0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

More reflective of sewage load on 
TasWater’s sewerage system 

SF08 (a) - Gymnasium/Indoor 
sports  
(changeroom/clubroom/licensed 
areas/members areas) 

0.008 ET per Gross Building Floor 
Area (m2) 

More reflective of sewage load on 
TasWater’s sewerage system 

SF08 (b) - Gymnasium/Indoor 
sports (amenities) 

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 

UD01 Under full redevelopment 
(full demolition and reconstruction) 

default 1 ET while under 
development 

More reflective of sewage load on 
TasWater’s sewerage system UD02 Under partial redevelopment 

(partial demolition and 
reconstruction) 

case-by-case dependant on level of 
development. (Minimum 1 ET) 

BE11 – Animal Boarding and Day 
Care 

0.6 ET per Amenity - toilet, shower, 
urinal (fixture or per linear metre of 
walled urinal) 
Previously 0.075 per kennel 

More reflective of sewage load on 
TasWater’s sewerage system  

BE14 – Nursery  Category removed Combined into retail space and new 
commercial nursery category 

MP04 – Catering  Category removed Combined under food manufacture 

TL01 - Wool Scour  Category removed Assessed within manufacturing 
category 

TL02 – Felt and Carpet Dying and 
Spinning 

Category removed Assessed within manufacturing 
category 
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The following table sets out our ET rates for different property types and the unit of measurement. 

Schedule of ETs for property types 

 Table A15.2: Schedule of ETs for property types 

Code Property type ET per unit Unit 

AP Accommodation (permanent)   

AP00 Self-care retirement dwelling (units/villas) - can be multiple 
dwellings on a single title 

1.0000 dwelling 

AP01 Nursing home / special care home 0.4500 bed 

AP05 (a)* Assisted boarding house (including community care, respite, 
rehabilitation, group homes assisted living) 

0.5000 bed 

AP05 (b)* General boarding house  0.5000 bed 

AS Accommodation (short term)   

AS00 Accommodation - single room with ensuite or shared facilities 0.4500 room 

AS01 (a) Caravan park – caravan/cabin/camping sites, including long 
term sites. 
 
Previous year Q3 to current year Q3 annual water 
consumption measured by the property/site’s water meter/s 
multiplied by the Discharge Factor divided by the Average 
annual residential water consumption 
 
Where: 
- Discharge Factor is 0.75; and 
- Average annual residential water consumption for the 
preceding financial year is based on TasWater’s most recent 
annual performance report 

Q3 to Q3 
 
 

0.7500 
  

Annual water 
consumption 

 
Discharge factor 

AS01 (b) Caravan park – caravan/cabin/camping sites, including long 
term sites (alternative method #1).  

 

This method applies only where previous year Q3 to current 
year Q3 annual water consumption data is not available. 

 
On application, direct measurement of sewage flow may be 
considered. Customers will pay the costs of supply and 
installation of meters and meters must meet TasWater’s 
requirements 

0.4500 
 
 
 

 

0.5000 

per self-contained 
cabin 
 
 
 

per toilet/shower in 
separate toilet block 

AS01 (c) Caravan park caravan/cabin/camping sites, including long 
term sites (alternative method #2).  

 

This method applies only where discharge factor is not 
applicable - (shared amenities/communal showers and toilets 
and urinals) 

0.5000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

AS02 Bed and breakfast/guest house 0.4500 bedroom 

AS05 Backpackers/hostel 0.2300 bed 
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Code Property type ET per unit Unit 

AS06 Serviced/unserviced apartments 0.4500 bedroom 

AS07* School - boarding house accommodation  0.3750 bed 

AM Accommodation (medical care)   

AM00 Hospital/medical hostel 0.9710 bed 

BE Business (excluding food preparation)   

BE00 Retail shop/s including supermarkets 0.0030 Gross Building Floor 
Area (m2) 

BE03 (a) Shopping centre  0.0020 Gross Building Floor 
Area (m2) 

BE03 (b) Shopping centre (including medical centre) 

 

0.0020 

 

Gross Building Floor 
Area (m2) 

BE04 (a)  Office 
 
Previous year Q3 to current year Q3 annual water 
consumption measured by the property/site’s water meter/s 
multiplied by the Discharge Factor divided by the Average 
annual residential water consumption  
 
Where: 
- Discharge Factor is 0.95; and 

 
- average annual residential water consumption for the 
preceding financial year based on TasWater’s annual 
performance report  

Q3 to Q3 
 
 

 

 

 

 

 

 

0.9500 
  

Annual water 
consumption 
 

 

 

 

 

 

 

Discharge factor 

BE04 (b) Office (alternative method #1) 

This method applies only where previous year Q3 to Q3 
annual water consumption data is not available.  

0.006 Gross Building Floor 
Area (m2) 

BE04 (c) Office (alternative method #2) 

This method applies only where the site configuration or use is 
not considered suitable for discharge factor at any stage. 

0.0060 Gross Building Floor 
Area (m2) 

BE04 (d) Office (alternative method #3) 

This method only applies where the primary use of the site is 
‘Office’ but comprises other uses. Assessment uses ‘Inferred 
Consumption’ for the office component. This method is not 
used where the assessment results in a zero or negative value 
for the office component. 

Q3 to Q3  Annual water 
consumption 
Discharge factor + 
other EUC 
calculation  

BE05* Hairdresser/ beauty salon 0.2500 basin 

BE06* Laundromat 0.7100 per machine  

BE07 (a)* Medical - consulting room (GP, Dentist, Specialist) 0.6300 consulting room 

BE07 (b)* Allied Health – consulting room (Physiotherapy, Rehabilitation 
Services, Massage therapy, Psychologist/counselling 

0.3150 consulting room 
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Code Property type ET per unit Unit 

BE08 (a)* Service station - stand alone 0.0030 Gross Building Floor 
Area (m2) 

BE08 (b)* Service station - multiple use 0.0030 + 
additional EUC 
calculations 

Gross Building Floor 
Area (m2) for Service 
station + additional 
calculation for 
separate uses on site 
(e.g. Carwash / 
workshop) 

BE09 Car Wash - wand wash and drive through  0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

BE11 Animal boarding and day care 0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

BE12 Self-Storage - shared amenities including toilets, showers, 
urinals 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

BE13 Airport case-by-case case-by-case 

BE15* Funeral parlours/crematorium - 0.0030 Gross Building Floor 
Area (m2) 

BE16* Large commercial retail/wholesale  0.0020 Gross Building Floor 
Area (m2) 

BE17* Horticulture- primary production/ wholesale nurseries  0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

BE18* Veterinary clinic  0.6000 consulting room 

CF Community Facilities   

CF00 Public amenities (toilets, showers and urinals) parks, gardens 
and reserve 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

CF01 Childcare centre/pre school 0.0500 Child 

CF02 Education – school (primary, secondary, college) 0.0500 Enrolled student 

CF03 Education – TAFE/university (tertiary) 0.0200 Equivalent full-time 
student load (on 
campus) 

CF04 Correction centre 0.7500 Person 

CF05 Church /place of worship 0.0030 Gross Building Floor 
Area (m2) 

CF06 Community centre/hall 0.0030 Gross Building Floor 
Area (m2) 

CF11 Fire station  0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

EF Entertainment   

EF00 Pub/bar/licensed club 0.0080 Gross Building Floor 
Area (m2) 
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Code Property type ET per unit Unit 

EF07 Cinema/ theatre/pubic entertainment/Conference/Concert 
Hall 

0.0140 Visitor (rated 
capacity) 

EF06* Library/museum  0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

FM Food Manufacture   

FM00 Food and beverage Manufacture/processing - meat, dairy, 
grain, confectionary and beverages (Including small scale 
catering)  

 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

MP Meal Preparation   

MP01 Restaurant/café 0.0080 Gross Building Floor 
Area (m2) 

MP02 Take away/fast food - no public amenities 0.0080 Gross Building Floor 
Area (m2) 

MP03 Take away/fast food - including public amenities 0.0160 Gross Building Floor 
Area (m2) 

MM Metal Processing/Manufacturing   

MM00* Industrial/commercial manufacture and fabrication including 
workshop and warehouse  

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

MM06* Metal processing/manufacture – small scale commercial 
workshops 
( <250 m2) 

1 .000 Per property  

RE Residential – Standard Occupancy   

RE00 Unconnected serviced land (i.e. undeveloped vacant land)  
60% of 1ET 

0.6000 lot 

RE01 Single residential dwelling  1.0000 dwelling 

RE02* Multiple residential dwelling/s 

(Multiple dwellings on a single title) 

1.0000 dwelling 

RE03* Dwelling & Sole Occupancy Unit (as defined by the National 
Construction Code) 

1.5000 Dwelling and Sole 
Occupancy Unit 

RE04* Dwelling & Secondary Residence (as defined by the Tasmanian 
Planning Scheme) 

1.0000 Dwelling and 
Secondary Residence 

SL Services   

SL01 Services – laboratories 0.0100 Gross Building Floor 
Area (m2) 
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Code Property type ET per unit Unit 

SL02 Services – laundries - industrial 0.0060 Gross Building Floor 
Area (m2) 

SF Sporting / spectator facilities   

SF01 (a) Sports stadium/sports grounds/ovals/bowling greens/ marinas 
(water sports) 

(changeroom/clubroom/licensed areas/members areas) 

 
0.0080 

Gross Building Floor 
Area (m2) 

SF01 (b) Sports stadium/sports grounds/ovals/bowling greens/ marinas 
(water sports) 

(public amenities available outside of clubroom/changeroom 
facilities) 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

SF07 (*) Swimming pool – indoor/outdoor 0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

SF08 (a) Gymnasium/Indoor sports  

(changeroom/clubroom/licensed areas/members areas) 

0.0080 Gross Building Floor 
Area (m2) 

SF08 (b) Gymnasium/Indoor sports 

(amenities) 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

 Other   

CP01 Telstra/TasNetworks/Council - properties that have sewer 
facilities (e.g. exchanges, substations) that have small 
buildings as well). Bigger buildings to be assessed via amenity 
count. 

0.6000 Amenity - toilet, 
shower, urinal 
(fixture or per LM) 

CR00* Commercial/retail properties - Small commercial or retail 
space (<125 m2) subject to change in use with change of 
lease. Can Include café, restaurant, office, banks, retail shop, 
retail beauty therapy, retail medical therapy. 

1.0000 Per commercial or 
retail space 

UD01* Under full redevelopment (full demolition and reconstruction) 1.0000 default 1 ET while 
under development 

UD02* Under partial redevelopment (partial demolition and 
reconstruction) 

case-by-case case-by-case 

ST00 * Properties that are located within serviced land for sewer, 
have a building structure on site, but do not have a connection 
to the sewer service.  

0.6000 lot  

ST01* STED (Septic Tank Effluent Disposal) 1.0000 dwelling 

PS00* PSS (Pressure Sewer Scheme) Connection 1.0000 dwelling 

SL00* Land that cannot be built on (without water or sewer service 
connections) 

- - 

PO00* Public open space - case-by-case 

XXXX (M)* Mixed use, a generic code for properties which might have 
multiple use, such as multiple use freehold titles 

case-by-case case-by-case 

RU01 Residential property with a water connection and no sewer 
connection (not within serviced land) 

- - 

NR01 Non-residential property with a water connection and no 
sewer connection (not within serviced land) 

- - 
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Code Property type ET per unit Unit 

MH01 Motor home dump points (located outside caravan parks) 1.0000 default 1ET 

* Pricing change will apply from the next billing quarter after a change is identified or notification from the customer.  
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Appendix 16 – Schedule of prices 
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Regulated water and sewerage prices ($) 

Parameter FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Water - $ per 20mm connection 367.39  380.25  393.55  407.33  

Water variable price ($/kL) 1.14  1.18  1.22  1.26  

Sewerage – per ET 705.04  729.71  755.25  781.69  

Fixed water connection price per connection size ($) 

Table A16.2: Fixed water connection price per connection size ($) 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  367.39  380.25  393.55  407.33  

25 1.56  574.04  594.13  614.93  636.45  

30 2.25  826.62  855.55  885.50  916.49  

32 2.56  940.51  973.43  1,007.50  1,042.76  

40 4.00  1,469.55  1,520.98  1,574.22  1,629.32  

50 6.25  2,296.17  2,376.54  2,459.72  2,545.81  

65 10.56  3,880.53  4,016.35  4,156.92  4,302.41  

75 14.06  5,166.38  5,347.21  5,534.36  5,728.06  

80 16.00   5,878.20  6,083.93  6,296.87  6,517.26  

100 25.00  9,184.68  9,506.15  9,838.86  10,183.22  

150 56.25  20,665.54  21,388.83  22,137.44  22,912.25  

200 100.00  36,738.73  38,024.59  39,355.45  40,732.89  

250 156.25  57,404.27  59,413.42  61,492.89  63,645.14  

Fire service charge by connection size ($) 

Table A16.3: Fire service charge by connection size ($) 

Connection 
size (mm) 

Multiplier FY2022–23 FY2023–24 FY2024–25 FY2025–26 

20 1.00  91.85  95.06  98.39  101.83  

25 1.56  143.51  148.53  153.73  159.11  

30 2.25  206.66  213.89  221.37  229.12  

32 2.56  235.13  243.36  251.87  260.69  

40 4.00  367.39  380.25  393.55  407.33  

50 6.25  574.04  594.13  614.93  636.45  

65 0.56  970.13  1,004.09  1,039.23  1,075.60  

75 14.06  1,291.60  1,336.80  1,383.59  1,432.02  

80 16.00  1,469.55  1,520.98  1,574.22  1,629.32  

100 25.00  2,296.17  2,376.54  2,459.72  2,545.81  

150 56.25  5,166.38  5,347.21  5,534.36  5,728.06  

200 100.00  9,184.68  9,506.15  9,838.86  10,183.22  

250 156.25  14,351.07  14,853.35  15,373.22  15,911.28  

 
  

Table A16.1: Regulated water and sewerage prices ($) 
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Trade waste application fee ($) 

Table A16.4: Trade waste application fee ($) 

Trade waste 
application fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Application fee 157.90 163.43 169.14 175.06 

Customers that fail to submit a Trade Waste Application and obtain a Consent to Discharge will also be subject to this fee. 

Trade waste annual prices ($) 

Table A16.5: Trade waste annual prices ($) 

Trade waste 
annual price 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 1 610.04 631.39 653.49 676.36 

Category 2A 1,000.01 1,035.01 1,071.24 1,108.73 

Category 2B 1,403.26 1,452.38 1,503.21 1,555.82 

Category 2C 2,104.57 2,178.23 2,254.47 2,333.38 

Trade waste non-compliance (minor) fee ($) 

Table A16.6: Trade waste non-compliance (minor) fee ($) 

Annual trade waste non-compliance 
(minor) fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 1 (Deemed) 610.04 631.39 653.49 676.36 

Category 2A 1,000.01 1,035.01 1,071.24 1,108.73 

Category 2B 1,403.26 1,452.38 1,503.21 1,555.82 

Category 2C 2,104.57 2,178.23 2,254.47 2,333.38 

Trade waste con-compliance (major) fee ($) 

Table A16.7: Trade waste non-compliance (major) fee ($) 

Annual trade waste non-compliance 
(major) fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Category 2A 2,000.02 2,070.02 2,142.47 2,217.46 

Category 2B 2,806.52 2,904.75 3,006.42 3,111.64 

Category 2C 4,209.14 4,356.46 4,508.94 4,666.75 
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Trade waste catchment management fee ($). 

Table A16.8: Trade waste catchment management fee ($) 

Trade waste catchment management 
fee 

FY2022–23 FY2023–24 FY2024–25 FY2025–26 

High and medium volume – 500 to 
1,500 kL per annum 

$2,135.00  $2,209.73  $2,287.07  $2,367.11  

Low volume – up to 499 kL per 
annum 

$1,273.00  $1,317.56  $1,363.67  $1,411.40  

Trade waste macerator fee ($) 

Table A16.9: Trade waste macerator fee ($) 

Annual trade waste macerator fee FY2022–23 FY2023–24 FY2024–25 FY2025–26 

All trade waste categories 57.40 59.40 61.50 63.60 

Prices for miscellaneous services ($) 

Table A16.10: Prices for miscellaneous services ($) 

Miscellaneous services FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Connections  

Water connections     

Standard 20mm water connection 3,657.00 3,785.00 3,917.47 4,054.58 

Sewer connections     

Standard 100mm sewerage 
connection 

4,010.00 4,150.35 4,295.61 4,445.96 

Meter Fees 

Special meter reads 64.94 67.21 69.56 72.00 

Meter testing - onsite 85.15 88.13 91.22 94.41 

Meter testing - offsite POA POA POA POA 

Meter downsizing (from diameter less 
than or equal to 50mm to a 20mm) 

392.65 406.39 420.61 435.33 

Meter downsizing (all others) POA POA POA POA 

Sundry Fees 

Right to information request 41.62 42.35 43.20 44.17 

Pressure and Flow Testing - New 
connection, single point. For multiple 
test points the additional time (field 
and administration) will be charged at 
‘Field inspection and supervision fee’ 
rate. see next table, item 6 

112.47 116.40 120.48 124.70 

Pressure and Flow Testing - Existing 
connection where a no-charge test has 
been previously provided. See next 
table, item 6 

172.47 177.42 182.68 188.27 

Land Information Certificate (Section 
56ZQ) request 

46.75 47.57 48.52 49.61 

Field Inspection and supervision fee - 
per hr  

63.28 65.49 67.78 70.16 

Consent to register legal document 
(plus GST) see next table, item 2 

230.21 237.34 244.94 253.02 



 

 
Tasmanian Water & Sewerage Corporation Pty Ltd  CM record number: 21/51226 
GPO Box 1393 Hobart, TAS 7001 Uncontrolled when printed 
ABN: 47 162 220 653  Page 377 of 378 

Miscellaneous services FY2022–23 FY2023–24 FY2024–25 FY2025–26 

Restriction charge 112.65 116.59 120.67 124.90 

Account establishment- see next table, 
item 1 

26.78 27.72 28.69 29.69 

Account administration bounced 
payments (per transaction)  

7.61 7.88 8.15 8.44 

Development Application (plus GST)  

Minor 226.70 234.64 242.85 242.85 

Medium 376.67 389.86 403.50 403.50 

Major 723.84 749.17 775.39 775.39 

Significant 1,220.97 1,263.71 1,307.94 1,307.94 

CCW (includes building and plumbing applications)  

Minor 321.74 333.00 344.66 344.66 

Medium 417.27 431.88 446.99 446.99 

Major 470.01 486.46 503.49 503.49 

Significant 593.15 613.91 635.39 635.39 

CCW exemption 42.51 43.99 45.53 45.53 

Engineering design approval (plus GST)  

Minor 305.81  311.16  317.38  324.52  

Medium 674.22  686.02  699.74  715.49  

Major 1,458.40  1,483.92  1,513.60  1,547.66  

Significant  2,081.06  2,117.48  2,159.82  2,208.42  

Legacy Certificate of Compliance for applications1 July 2018 application)  

Minor $111.81 $115.16 $118.62 $122.47 

Medium $279.52 $287.91 $296.54 $306.18 

Major $559.04 $575.81 $593.08 $612.36 

Development Miscellaneous fees 

Request for approval to build near 
infrastructure (WSI Act Section 56W 
request)  

49.36 51.09 52.88 54.73 

Additional Planning Assessment Fee 
(per hour, plus GST)  

70.20/hr 72.38/hr 74.70/hr 77.16/hr 

Private filling stations 

Private filling stations (fixed charge per 
annum for 20mm, scaled by size) 

367.39 380.25 393.55 407.33 

Private filling stations ($/kL) 1.14  1.18  1.22  1.26  

Public filling stations  

Public filling stations ($/kL) 1.75 1.82 1.88 1.94 

Security deposit (one off fee for public 
filling stations) 

53.56 55.44 57.38 59.38 

Account keeping fee (per account) 6.64 6.82 6.82 6.82 

Portable metered standpipes for accredited users 

Portable metered standpipes (fixed 
charge per annum for 20mm, scaled by 
size)  

367.39 380.25 393.55 407.33 

Portable metered standpipes ($/kL) 1.14  1.18  1.22  1.26  
Note: All prices are GST exempt, unless specified  

 
  




