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Strategic Plan 2023-2028 

Vision 

Water is at the heart of a thriving East Gippsland. 

Role 

To support a healthy water cycle so communities share the benefits. 

Values 

¶ Proudly United 

¶ Truly Authentic 

¶ Passionately Innovative 

¶ Openly Accountable 

Commitments 

¶ We manage our assets to achieve better outcomes for our customers 

¶ We work collaboratively with our partners to achieve better outcomes 

¶ We act to protect the health, safety and wellbeing of our people and the 

community. 

¶ We invest to build an engaged, skilled and capable workforce. 

¶ We continually improve our systems and processes to enable our people to 

perform efficiently, effectively and safely. 

¶ We continually improve every customer interaction to enhance their 

experience. 

¶ We proudly contribute to the region and share our story with our people and 

community. 

¶ We deliver reliable and sustainable service to our customers by being a 

financially efficient and effective business. 

¶ We act sustainably, ethically and responsibly in everything we do. 

Customer Outcomes 

1. Customer water supply will be more secure. 

2. Our capital investment portfolio will be delivered on time and on budget. 

3. Our assets will be more reliable and available. 

4. Annual business plans and objectives will be delivered within budget. 

5. Our annual customer net trust score will be 10 or higher. 

6. Our workforce will be capable. 
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WHERE WE OPERATE 

East Gippsland Water serves an area of 21,000 square kilometres in the east of Victoria, 

which boasts some of Australiaõs most diverse and spectacular scenery. 

The regionõs world-renowned beaches, lakes, high country and national parks are a natural 

draw-card for those seeking a lifestyle change, as well as for the many tourists that swell 

the regionõs population numbers over the busy holiday periods. 

We serve a population of around 49,422 people, with a population density of 2.36 persons 

per square kilometre and a customer growth rate of 1.4% per annum. Our service area 

extends from Lindenow and Bairnsdale in the west, to the Wilderness Coast and Mallacoota 

near the New South Wales border. We also service customers as far north as Dinner Plain 

in the High Country of the Victorian Alps (Alpine Shire). 

We have nine water supply systems that serve the communities of Bairnsdale, Bemm River, 

Bruthen, Buchan, Cann River, Dinner Plain, Eagle Point, Johnsonville, Lakes Entrance, Lake 

Tyers Aboriginal Trust, Lake Tyers Beach, Lindenow, Lindenow South, Mallacoota, Marlo, 

Metung, Newlands Arm, Newmerella, Nicholson, Nowa, Omeo, Orbost, Paynesville, 

Raymond Island, Sarsfield, Swan Reach and Swifts Creek. 

Eleven individual water recycling systems serve Bairnsdale, Bemm River, Bruthen, Cann 

River, Dinner Plain, Eagle Point, Johnsonville, Lakes Entrance, Lake Tyers Beach, Lindenow, 

Mallacoota, Marlo, Metung, Newlands Arm, Nicholson, Omeo, Orbost, Paynesville, Raymond 

Island and Swan Reach. 

We have 28,611 water account holders (assessments) and 24,283 wastewater service 

account holders. 
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SNAPSHOT OF OUR SERVICES 

¶ 28,661 water customers:  

o 25,440 residential water customers 

o 3,171 non-residential water customers 

¶ 8 water treatment plants 

¶ 4,688 megalitres of drinking water supplied 

¶ 24,283 wastewater customers 

o 21,955 residential wastewater customers 

o 2,328 non-residential wastewater customers 

¶ 11 water recycling systems 

¶ 3,443 megalitres of wastewater collected 

¶ 3,443 megalitres of recycled water produced 
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THE CORPORATION 

We are the East Gippsland Region Water Corporation and trade as East Gippsland Water. 

We are a regional Victorian water corporation established under the Water Act 1989 (Vic) 

on 1 January 1995. 

The responsible Ministers during the reporting year were: 

¶ The Hon Harriet Shing, Minister for Water from 1 July 2024 to  

18 December 2024 

¶ The Hon Gayle Tierney, Minister for Water from 19 December 2024 to  

30 June 2025. 

In accordance with the Water Act, we deliver the full range of retail water services, including 

water harvesting, storage and drinking water supply. We also provide wastewater collection 

and treatment services, recycled water for rural and beneficial community uses, and trade 

waste services to industrial and commercial customers. 

ABOUT THIS REPORT 

This Annual Report details East Gippsland Waterõs performance and achievements in all 

areas of our operations during the 2024/25 financial year. 

It has been prepared in accordance with the Financial Reporting Direction FRD 30 -

Standard Requirements for the Publication of Annual Reports. This defines the design and 

print specifications of annual reports to ensure consistency, cost minimisation and low 

environmental impact. 

Further information and previous Annual Reports are available on our website, 

egwater.vic.gov.au. 

  



  

 7 East Gippsland Water Annual Report 2024/25 

 

 

 

Responsible Body Declaration 

In accordance with the Financial Management Act 1994 I am pleased to present East 

Gippsland Waterõs Annual Report for the year ending 30 June 2025. 

 

 

Therese Tierney 

Chairperson 

East Gippsland Water 

 

East Gippsland Water Financial Management Compliance Attestation Statement 

I Therese Tierney, on behalf of the Responsible Body, certify that East Gippsland Water has 

no Material Compliance Deficiency with respect to the applicable Standing Directions under 

the Financial Management Act 1994 and Instructions. 

 

 

Therese Tierney 

Chairperson 

East Gippsland Water 

7 October 2025 
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REPORT FROM THE CHAIRPERSON AND MANAGING DIRECTOR 

In 2024/2025, East Gippsland Water continued to evolve as a customer-focused 

organisation, delivering essential services while laying the groundwork for long-term 

resilience. Our strategic direction remained clear: to ensure a healthy water cycle so 

present and future communities share the benefits. 

Capital delivery was a key focus, with major investment in renewals and upgrades. These 

projects were delivered efficiently and with improved governance, thanks to new systems 

and a dedicated project management office. At the same time, we began a longer-term 

journey to strengthen asset management. New tools and planning frameworks are helping 

us shift from reactive maintenance to predictive and preventative approaches. 

Our deep and ongoing engagement with the community continues to shape everything we 

do. This year, we strengthened our partnerships, improved communication and reaffirmed 

our commitment to listening and responding to our communities. To meet community 

expectations, we advanced our response to climate change. We are embedding climate 

resilience into our operations, infrastructure and decision-making. This ensures we remain 

prepared for a changing environment and future conditions. 

Strengthening relationships with Traditional Owners and Aboriginal communities was 

another key priority. Through the establishment of our Traditional Owner Engagement and 

Opportunities Working Group, we are formalising pathways for partnership, self-

determination and shared water management.  

Internally, we embedded a culture of continuous improvement. Staff across the 

organisation contributed to initiatives that improved service delivery, reduced risk and 

enhanced collaboration. These efforts are now part of our everyday operations, supported 

by leadership and aligned with our strategic goals. We also remained disciplined in 

managing our resources. Operating and capital expenditure were kept within approved 

forecasts and new reporting tools improved transparency and accountability. We continue 

to deliver value while living within our means. 

Finally, we invested in our people. Staff development, wellbeing, and performance were 

prioritised, recognising that a capable and supported workforce is essential to delivering for 

our customers. We thank our staff, stakeholders and community for their continued 

support. Together, we are building a more responsive, resilient, and customer-centred 

organisation. 

 

  

Therese Tierney      Michael Wandmaker 

Chairperson       Managing Director     
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2024/25 Financial summary  

East Gippsland Water recorded a loss before tax of $2.660 million for 2024/25. This was a 

better outcome than the budgeted loss of $6.875 million, predominately driven by: 

¶ the reprioritisation of the Paynesville desludging works 

¶ transition of trainees inhouse 

¶ a concerted effort to reduce reliance on external contractors, and  

¶ offset by higher electricity expenditure.  

Capital works expenditure totalled $26.683 million for the year, with several major projects 

completed, including the Wy Yung Storage refurbishment and Bairnsdale Wastewater 

Treatment Plant Interim upgrades. 

East Gippsland Water increased total debt from $33 million to $51 million for the reporting 

period, to support the increasing capital expenditure program. A total of $8.274 million was 

recorded in cash at the bank at the end of the financial year, which is set aside for $31.80 

million of planned capital works projects in 2025/26. 
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Summary of Financial Results 

Financial Result 2020/21  2021/22  2022/23  2023/24  2024/25  

  ($'000) ($'000) ($'000) ($'000) ($'000) 

Core business revenue 33,140 32,624 34,933 38,224 40,278 

Other revenue 5,277 3,126 4,450 8,597 5,409 

Total Revenue 38,417 35,750 39,383 46,821 45,687 

Operating expenditure 24,396 22,287 25,860 29,012 29,400 

Depreciation & Amortisation 11,848 13,490 14,097 14,607 15,585 

Finance costs 411 398 451 1,003 1,662 

Other expenditure 1,840 1,756 2,611 1,833 1,892 

Total Expenditure 38,495 37,931 43,019 46,455 48,539 

Net result before tax -78 -2,181 -3,636 366 -2,852 

Current assets 14,193 16,035 11,580 16,346 19,663 

Non-current assets 549,642  549,112  554,915  672,664  681,576  

Total Assets 563,835  565,147  566,495  689,010  701,239  

Current liabilities 11,497 10,810 15,022 15,060 21,567 

Non-current liabilities 107,899  106,312  106,283  144,817  156,234  

Total Liabilities 119,396  117,122  121,305  159,877  177,801  

Net cash flows from 

operations 

7,632 9,129 9,319 8,237 11,789 

Payments for property, plant 

and equipment (including 

infrastructure) 

12,754 10,240 17,288 15,751 28,110 
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Summary of Financial Performance 

Performance 

Indicator 2020/21  2021/22  2022/23  2023/24  2024/25  

Interest Cover 

(Cash) times 20.77 22.40 22.93 9.95 8.28 

Gearing Ratio 2.66% 2.46% 3.71% 4.82% 7.28% 

Internal Financing 

Ratio 59.59% 59.04% 53.00% 55.54% 44.21% 

Current ratio   0.95 1.42 1.06 

Return on Assets 0.06% 0.18% -0.58% 0.20% -0.20% 

Return on Equity 0.12% 0.16% -0.63% 0.08% -0.41% 

EBITDA   27.44% 40.23% 31.26% 

 

 

Customer account overview 

Customer Type 2020/21  2021/22  2022/23  2023/24  2024/25  

Average Residential (146kL)  $1,202   $1,200   $1,249   $1,343   $1,398  

Average Residential (200kL)  $1,323   $1,321   $1,377   $1,481   $1,541  

Average Non-Residential   $3,284   $3,283   $3,422  $3,680 $3,830 

Tenant (146kL)  $325   $329   $345   $371   $387  
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Corporate Governance 

(including Risk Management) 

THE BOARD 

In line with the Water Act 1989, the Board of East Gippsland Water has nine members 

appointed by the Minister for Water based on their skills and experience, and a Managing 

Director appointed by the Board. 

The Board is responsible for establishing corporate strategy and overseeing policies and 

business objectives to achieve that strategy. It is committed to performing its role with the 

highest standards of corporate governance. 

Therese Tierney, Chairperson 

First appointed: October 2019 

Current term expires: September 2027 

Therese is an experienced CEO, Board Director and Chair. She has held CEO and senior 

management roles in Melbourne and regional Victoria, and in both the private and public 

health sectors and local government as both a Councillor and General Manager. 

Therese is currently the Chair of VicWater, Non-Executive Director of the Gippsland Primary 

Health Network and Chair of Maryvale Private Hospital. 

She now works as a consultant, providing strategic and innovative solutions to challenges 

with business, change management, health/business planning and design, people and 

systems thinking. This also includes supporting Boards to improve their  governance and 

create a positive and accountable culture. 

Committee memberships: 

¶ People, Safety & Culture (Chairperson) 

¶ Strategy (Chairperson) 

 

Michael Wandmaker, Managing Director 

Appointed: July 2024 

East Gippsland Waterõs Managing Director, Michael Wandmaker, is a Director of the Board. 

Michael brings a breadth and depth of leadership and operational experience at the Chief 

Executive/Managing Director level having worked globally and nationally in both public and 

private industry, including seven years as the Managing Director of Melbourne Water. 

He has a Bachelor Degree in Engineering, Mechanical and Computing and is a Fellow of the 

Institute of Engineers and is a Graduate of the Australian Institute of Company Directors. 
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Angela Hutson, Deputy Chairperson  

First appointed: October 2015 

Current term expires: September 2025 

Angela is a Board Member of TAFE Gippsland and a Member of the Gunaikurnai Traditional 

Owner Land Management Board. She also is a Member of the East Gippsland Shire Council 

Economic Development Advisory Committee and is Secretary of her local Landcare group. 

Angela has a Masters in Organisational Leadership, a Bachelor of Arts, a Graduate Diploma 

of Business in Entrepreneurship & Innovation and a Diploma of Education. 

She is a Fellow and Graduate of the Australian Institute of Company Directors. 

Committee memberships: 

¶ Infrastructure, Operations and Environment (Chairperson) 

¶ Strategy 

 

Jamie Williamson 

First appointed: October 2023 

Term expires: September 2027 

Jamie has extensive experience in leadership roles including working within the social 

services sector at the CEO and executive level and working in the advocacy space. He also 

has strong stakeholder and community engagement experience within government and the 

private sector; his expertise comes from being able to engage with diverse communities on 

a range of subjects including health, education, employment and social policy issues such 

as housing and crime. 

With experience of working in remote, rural and urban settings, Jamie has a practical 

background in program and policy review and development, team building, change 

management, facilitation and public speaking. 

Committee memberships:  

¶ Audit & Risk 

¶ Infrastructure, Operations and Environment 

¶ Strategy 
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Ian Gibson 

First appointed: October 2019 

Current term expires: September 2027 

Ian is a long-term resident of Gippsland and has extensive networks in the public sector, 

community organisations, business, academia and sporting bodies.  

He holds qualifications as a Master of Public Policy and Management and in Economics 

and Arts. He also has public sector board experience, which includes the State Electricity 

Commission of Victoria, Coal Corporation, West Gippsland Catchment Management 

Authority, the Latrobe Regional Hospital and the Mine Land Rehabilitation Authority. 

Ianõs work experience has been in local government, regional development and tertiary 

education. He is currently Chair of the Community Advisory Group for the Star of the South 

offshore windfarm, and works part-time as an Industry Advisor at Federation University. 

Committee memberships:  

¶ People, Safety and Culture 

¶ Infrastructure, Operations and Environment  

¶ Strategy 

 

Tricia Hiley 

First appointed: October 2021 

Current term expires: September 2025 

Tricia lives in Mallacoota in far East Gippsland and is a semi-retired business consultant, 

focusing on innovation, sustainability, resilience and social/climate change. She has 

worked in government, IT, financial and social services, education, and Non-Government 

Organisation sectors, and has extensive experience as an organisation change and 

leadership development consultant. 

Tricia has a PhD in Business and a Masters in Organisation Change and Development. She 

is a member of the Australian Institute of Company Directors and holds accreditation in 

Socially Responsible Renewable Energy Development. 

She was a Member of our Customer Committee for six years and its Chair for three. She 

was a partner in creating and running the Gippsland Community Power Hub during 2021-

22 and is Co-founder of The Mallacoota Wilderness Collective Inc. 

Committee memberships: 

¶ Infrastructure, Operations and Environment 

¶ Strategy 
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Michelle McLean 

First appointed: October 2019 

Current term expires: September 2025 

Michelle is a Board member of Frontier FSI, and Co Invest (trading as Leaveplus), and a 

member of the Royal Melbourne Agricultural Society, the Risk Management Institute and is 

a life member of the Australian Legal Practice Management Association. 

Previously, Michelle was the Chief Commissioner of the Victorian Building Authority, Deputy 

Chair of the Country Fire Authority and was Managing Partner and CEO of the law firm 

Cornwall Stodart (now Cornwalls). 

She has also been President of the Australian Legal Practice Management Association 

(where she is a life member), an Advisory Board member of the Melbourne University 

Business School, an Executive Council member of the Victorian Chamber of Commerce and 

Industry, and a Board member of the Mercy Health Foundation, the Overnewton Anglican 

Community College and Acom International. 

Committee memberships:  

¶ Audit & Risk (Chairperson) 

¶ Strategy 

 

Andrew Webster 

First appointed: October 2021 

Current term expires: September 2025 

Andrew is the Chief of Staff and Executive General Manager, Technology and 

Transformation at Aussie Broadband Limited.  He is a non-executive director of Umbrella 

Dementia Café Limited and a business mentor with the Asylum Seeker Resource Centre.  

Andrew has 20 years of experience in utilities, infrastructure, and the public sector in 

Australia and overseas. 

Andrew holds a Master's in Criminal Justice Administration, a Graduate Certificate in 

Business Law, a Graduate Certificate in Business Administration, a Diploma in 

Management and a Diploma in Business Management. 

He is a Fellow of the Governance Institute of Australia and a graduate of the Australian 

Institute of Company Directors.  

Committee memberships: 

¶ Audit & Risk 

¶ Infrastructure, Operations and Environment 

¶ Strategy 
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Steven Wright 

First appointed: October 2021 

Current term expires: September 2025 

Steven Wright is an experienced Director, Strategic Advisor, Consultant and CEO.  

He is the Founder and Managing Director of ODIN360, a management consultancy that 

specialises in undertaking projects for the government, tourism, sport, major events and for 

purpose sectors. Previously, Steven has held a number of CEO roles including BIG4 Holiday 

Parks of Australia, Tourism & Events Queensland, Richmond Football Club and the 

Australian Grand Prix Corporation. He was also previously a Senior Associate & Solicitor at 

Hebert Smith Freehills. 

Steven is currently a member of the Victorian Tourism Industry Councilõs Board and is a 

member of the Advisory Board of Delware North Australia. He is the former Chairman of 

South East Leisure and a former Director of Whitehorse Community Enterprises Limited. 

He holds a Master of Laws, a Bachelor of Laws (Honours), a Bachelor of Economics and is a 

graduate of the Australian Institute of Company Directors. He is a Life Member of Australian 

and New Zealand Sports Law Association. 

Committee memberships: 

¶ Audit & Risk 

¶ Strategy 

 

Kate Young 

First appointed: October 2021 

Current term expires: September 2025 

Kate Young is a fourth-generation East Gippslander and a qualified town planner and 

Director at Crowther & Sadler. Kate is an experienced Director in the water sector having 

recently served six years with South Gippsland Water, including four as Chair of the People, 

Safety and Culture Committee. 

Kate is a former Board member at Gippsland Grammar, and is a former Director of the East 

Gippsland Catchment Management Authority. Kate also served on the Gippsland Lakes 

Ministerial Advisory Committee and East Gippsland Shire Inundation and Adaption 

Management Project Steering Group Committee. 

Kate holds a Bachelor of Arts (Psychology), post graduate qualifications in Planning and 

Environment, Arts (Criminology) is a Graduate of the Australian Institute of Company 

Directors and a qualified town planner and Director with Crowther & Sadler. 

Committee memberships: 

¶ People, Safety and Culture 

¶ Strategy 
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BOARD MEETINGS 

The Board meets formally nine times a year, with invited members of the executive 

management attending as necessary. Additional meetings are held, as required, to consider 

specific issues. 

BOARD COMMITTEES 

The Board has constituted a committee structure to assist in meeting its governance 

obligations. Each committee has a charter that guides its functions and duties and is 

reviewed regularly.  

Audit & Risk Committee 

The committee supports the Board in fulfilling its governance and oversight responsibilities 

in relation to internal and external audit, internal control processes, risk management 

systems, legal compliance and fraud control. For more details on the Audit & Risk 

Committee see page 18. 

Members: 

¶ Michelle McLean (Chairperson) 

¶ Steven Wright  

¶ Andrew Webster 

¶ Jamie Williamson 

¶ Chris Barry (Independent member) 

¶ Stuart Read (Independent member) 

Infrastructure, Operations and Environment Committee 

The Infrastructure, Operations and Environment Committee focuses on effective 

management of technical, operational and environmental risks, compliance with laws and 

regulations. 

Members: 

¶ Angela Hutson (Chairperson) 

¶ Ian Gibson  

¶ Tricia Hiley 

¶ Andrew Webster 

¶ Jamie Williamson 
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People, Safety and Culture Committee 

The People, Safety and Culture Committee ensures the Board has a strategic, sustainable 

and long-term approach to issues relating to people working for the corporation including: 

¶ Health, safety and wellbeing 

¶ Workplace culture  

¶ Organisational capability 

¶ Executive remuneration and Managing Director performance  

¶ Safety culture and leadership 

¶ Strategic human resources (including but not limited to diversity and inclusion, 

employee engagement and change management)  

¶ Compliance with regulations, code of conduct and ethical standards.  

Members: 

¶ Therese Tierney (Chairperson) 

¶ Ian Gibson 

¶ Kate Young 

Strategy Committee 

The Strategy Committee acts in an advisory capacity to the Board in the development of 

strategic direction, plans and objectives in priority areas such as strategic intent, the 

corporate plan, price submission, response to Water for Victoria and other strategic issues. 

Members: 

¶ Therese Tierney (Chairperson) 

¶ Michael Wandmaker 

¶ Ian Gibson  

¶ Tricia Hiley  

¶ Angela Hutson 

¶ Michelle McLean  

¶ Andrew Webster  

¶ Steven Wright  

¶ Kate Young 

¶ Jamie Williamson 

 

 

 



 

19 

 

MEETING ATTENDANCE 2024/25  

 Board  

Infrastructure, 

Operations & 

Environment 

Committee  

   

People, Safety and 

Culture Committee   

Strategy Committee  

Director  Eligible Attended Eligible Attended Eligible Attended Eligible Attended 

Therese Tierney 8 7   N/A N/A  4 3  4 3  

Ian Gibson 8 8  4 4  4  4  4 4  

Tricia Hiley 8 8  4 4  N/A  N/A 4 4  

Angela Hutson 8 8  4 4  1 1  4 4 

Michelle McLean 8 5  N/A N/A N/A N/A 4 2 

Michael 

Wandmaker 
8 8  4 4  4  4  4 4  

Andrew Webster 8 7  4 3  N/A N/A 4 3  

Jamie Williamson 8 7 1  1 1 1  4 3 

Steven Wright 8 8   N/A  N/A  N/A N/A  4 4  

Kate Young 8 8   N/A  N/A 4  4  4 4  
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AUDIT & RISK COMMITTEE MEMBERSHIP AND ROLES 

The members of East Gippsland Waterõs audit and risk committee in 2024-2025 are detailed in 

the table below. 

The committeeõs responsibilities are set out in Standing Direction 3.2.1.1 and key responsibilities 

include the following:  

¶ Review and report independently to the board on the annual report and all other 

financial information published by East Gippsland Water. 

¶ Assist the board in reviewing the effectiveness of East Gippsland Waterõs internal 

control environment covering effectiveness and efficiency of operations; reliability of 

financial reporting; and compliance with applicable laws and regulations; 

¶ Determine the scope of the internal audit function and ensure its resources are 

adequate and used effectively, including coordination with external auditors; 

¶ Maintain effective communication with external auditors, consider recommendations 

made by internal and external auditors and review the implementation of actions to 

resolve issues raised. 

¶ Oversee the effective operation of the risk management framework. 

Independent members are appointed for a period of three years and board members are 

appointed annually to the committee. All members are subject to the committeeõs charter. 

Meetings are held quarterly and at any other time on the request of a committee member or the 

internal or external auditor. In 2024/25 the Committee met four times. Attendance of committee 

members are detailed in the table below. 

Name Independent 2024/ 25 Term Attended Eligible to 

attend 

Michelle McLean 

Chairperson  

 1 Jul 2024 ð 30 Jun 2025 
     4       4 

Andrew Webster  1 Jul 2024 ð 30 Jun 2025      4       4 

Chris Barry  1 Jul 2024 ð 30 Jun 2025      3       4 

Jamie Williamson  1 Jul 2024 ð 30 Jun 2025      4       4 

Steven Wright  1 Jul 2024 ð 30 Jun 2025      3       4 

Stuart Read  27 Nov 2024 ð 30 Jun 2025      3       3 

Thelma Hutchinson  1 Jul 2024 ð 27 Nov 2024 
     1       1 
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ETHICAL STANDARDS 

The Board of East Gippsland Water recognises the need for the highest standards of corporate 

governance practice and ethical conduct by all Directors, employees and contractors of the 

corporation. The Board has adopted the Directorsõ Code of Conduct, as issued by the Victorian 

Public Sector Commissioner. 

DECLARATION OF PECUNIARY INTERESTS 

All Board Directors and senior staff have completed a register of interests form for the reporting 

period.  

CUSTOMER ADVISORY COMMITTEE 

We have a Customer Advisory Committee to strengthen our connection, and the quality of 

engagement, with residential and business customers on important drinking water and 

wastewater issues. 

The Committee's input provides our organisation with an invaluable customer perspective on key 

areas of business. 

The committee comprises seven community members, who are all East Gippsland Water 

customers. The aim is that they be representative of the broad customer base demographically.  

The committee is essentially an advisory group to the Board. It meets quarterly, with additional 

meetings held as required. 
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ORGANISATION STRUCTURE  

East Gippsland Waterõs organisation structure as at 30 June 2025: 
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RISK MANAGEMENT 

Risk management principles and procedures are applied to all areas of East Gippsland Waterõs 

work including business operations, construction works and stakeholder management. 

The Board considers and adopts a risk appetite statement that represents the level of risk it is 

willing to accept to achieve East Gippsland Waterõs strategic objectives. Success is measured as 

effectively managing the business to deliver strategic objectives as defined in the Corporate Plan. 

Responsibility for the management of risk is clearly defined within each Executive Managerõs 

portfolio and the team approach allows for ôtop levelõ visibility across the organisation. The 

interaction and interdependence of the portfolios is also recognised. 

The corporationõs risk management framework is in accordance with AS ISO 31000:2018 and 

the Victorian Government Risk Management Framework and is reviewed annually. This includes 

a full review of our risk appetite, strategic risks and operational enterprise risk profile.  

Systems that currently assist in the management of risk are the: 

¶ Drinking Water Quality Management System 

¶ Health & Safety Management System, including the Project and Contractor Health, 

Safety and Environment Management System 

¶ Environmental Management System 

¶ Dam Safety Management System 

¶ Emergency Management Plan 

¶ Asset Management System, this includes the capital works and project planning 

processes 

¶ Financial Management System, incorporates the Financial Management Compliance 

Framework, Accounting Manual and Audit Plan. 

EMERGENCY MANAGEMENT 

Our emergency management capacity is maintained through annual exercises and the training of 

key personnel. During 2024/25, we continued to engage with the Department of Environment, 

Energy and Climate Action (DEECA) on the development of tailored training to improve emergency 

management capacity and capability across the water sector as an ongoing initiative. 

INSURANCE 

East Gippsland Water maintains a full suite of insurance policies that are regularly reviewed to 

ensure adequate cover, with new products considered as they arise. 
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Climate Change and Energy 

We are committed to reducing our energy use and greenhouse gas emissions while continuing to 

reduce the environmental impact of our operations. In 2021, the East Gippsland Water Board 

confirmed our Net Zero emissions target of 2035 ð with the corporation to be powered by 100 

percent renewable electricity by 2025.  

During the reporting period, we maintained concerted efforts to reduce annual greenhouse gas 

emissions while aiming for our 2025 target of 6,496 t CO2-e which represents a reduction of 

approximately 1,746 t CO2-e from our baseline of 8,242 t  

CO2-e. Our greenhouse gas emissions include carbon dioxide, methane and nitrous oxide, with 

the latter primarily occurring from our wastewater treatment operations. 

Emissions are reported in equivalent tonnes of carbon dioxide (t CO2-e) and separated into two 

scopes, Scope 1 referring to direct emissions, including wastewater and fuel emissions, and 

Scope 2 referring to indirect emissions, such as emissions from electricity usage. Due to our 

purchase of GreenPower and the voluntary surrender of large-scale generation certificates 

(LGCs), East Gippsland Water has no reportable Scope 2 emissions for the 2024/25 reporting 

period.  

This reporting period, we refined our methane calculations for water recycling plants to increase 

the accuracy of our emissions reporting and inform future infrastructure planning. The revised 

calculations resulted in an increase in wastewater emissions of over 200% from previous years. 

Fortunately, this increase has been offset by the reduction in our Scope 2 electricity emissions. 

Significantly, we recorded net greenhouse gas emissions of 6,387 t CO2-e for 2024/25 year. this 

result is two per cent lower than our targeted maximum of 6,496 t CO2-e for the 12 months, it is 

almost six percent lower than our 2023/24 result ð marking our lowest recorded emissions to 

date. This result equates to 0.24 t CO2-e per customer.  

East Gippsland Waterõs continued partnership with 12 other Victorian water corporations for 

collective purchase of solar power from the Kiamal Solar Farm has reduced costs for customers 

and allowed us to voluntarily surrender 41 LGCõs, report an extra 41 MWh of renewable electricity 

consumption and reduce our Scope 2 emissions accordingly. Since commissioning in January in 

2021, the partnership has yielded East Gippsland Water over 3,200 LGCõs. 

Other initiatives implemented and/or advanced during 2024/25 included:  

¶ Sourcing 100% renewable electricity via purchasing GreenPower as part of the State 

Purchasing Contract from July 2024 and surrendering LGCs ð meeting our 

Statement of Obligations (Emissions Reduction) Scope 2 reportable emissions target 

of zero a year early. 

¶ Advancing the planning and design of a large-scale solar installation at our Wy Yung 

Water Storage Facility and investigation into expansion of existing and new large-

scale solar installations.   
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¶ Development of a fleet transition plan, purchasing an electric vehicle and installing a 

7kW charger, which has reduced our administration fleet emissions with plans of 

future fleet expansion.  

¶ Actively participating in an ongoing project through VicWater to establish an entity to 

enable collective procurement of carbon offsets for the water industry. 

¶ Development of a carbon offsets plan and assessment of the carbon offset potential 

of EGW owned land. 

¶ Actively engaging and collaborating with other water corporations, industry bodies, 

community networks and external agencies to pursue best practice in energy 

management and greenhouse gas reduction. 

We are continuing to progress a concentrated business-wide approach to emissions reduction 

and energy efficiency going forward, looking at data analytics and monitoring the performance of 

systems while exploring the possibilities of internally produced carbon offsets. 

 

 

 

  



 

 
26 

East Gippsland Water Annual Report 2024/25 

Greenhouse Gas Emissions - Scope 1 and 2 Emissions (t CO2-e) 

Service 

delivery 

category 

Scope 1 and 2 Emissions (t CO2-e) 
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Water treatment 

and supply 
2472 24 30.6 54.9 -98% 

GreenPower purchased at 

198 sites reduced the 

reportable scope 2 emissions  

Sewage 

collection, 

treatment, and 

recycling 

4634 6031 0.0 6031.3 30% 

Revised scope 1 wastewater 

calculations, an increase in 

wastewater inflows and 

anaerobic digester offline for 

maintenance have all led to an 

increase in emissions 

reported.  

Transport 357 332 0.3 332.2 -7% 

Charging EV at external 

charging points increased the 

scope 2 transport emissions. 

A decrease in vehicle use 

from emergency situations 

has contributed to reduced 

transport emissions.  

Other (e.g. 

offices, depots) 
100 0 0.0 0.0 -100% 

GreenPower purchased at 

198 sites reduced the 

reportable scope 2 emissions  

Large 

Generation 

Certificates 

Voluntary 

surrendered 

689 0 31.57 31.6 -95% 

No self-generated offsets 

were generated or retired this 

financial year. We voluntarily 

surrendered 41 Large 

Generation Certificates 

received from the IWN Large 

Scale Renewable Project in 

June 2025.  

Total 

emissions 

(after REC/LGC 

retirement) 

6874 6387 -1 6387 -7%   

Net emissions 

(after offset 

retirement) (aȤ

b) 

6874 6387 -1 6387 -7% 

Decrease in net emissions 

due to eliminating scope 2 

emissions through the 

purchase of GreenPower. 

¶ Planning and design work for a large-scale solar installation at our Wy Yung Water 

Storage Facility and investigation into expansion of previous solar installations 

¶ Actively participating in an ongoing project through VicWater for water industry 

carbon offsets  
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¶ Actively engaging and collaborating with other water corporations, industry bodies, 

community networks and external agencies to pursue best practice in energy 

management and greenhouse gas reduction. 

We are continuing to progress a more concentrated business-wide approach to emissions 

reduction going forward, looking at data analytics and monitoring the performance of systems 

while exploring the possibilities of internally produced carbon offsets. 

Net Greenhouse Gas Emission (tonnes of CO2 equivalent) 
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Progress Towards the Greenhouse Gas Emissions Target for 1 July 2026 

Service 

delivery 

category 

Scope 1 Emissions by greenhouse gas (source greenhouse gas 

reported in t CO2Ȥe) 
 

Carbon 

dioxide 

(CO2) in 

t CO2 

Methane 

(CH4) in  

t CO2-e 

Nitrous 

oxide 

(N2O) in 

t CO2-e 

Other in 

t CO2-e 
Commentary 

 

 

Water 

treatment 

and supply 

24.0 0.0 0.2 0 

The majority of the 

water treatment and 

supply emissions 

are related to diesel 

fuel consumption 

for generators.  

 

Sewage 

collection, 

treatment, 

and recycling 

74.7 5422.8 533.8 0.0 

Sewerage 

emissions 

increased due to 

updates to methane 

calculations and 

inflow increases.   

 

Transport 326.9 8.1 2.9 0    

Other (e.g. 

offices, 

depots, etc.) 

0 0 0.0 0 

  

 

Total 425.7 5430.9 536.8 0.0    
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Electricity sources 

Electricity Source 

2023/24 

 Total 

electricity 

consumption 

 (MWh) 

2024/25 

 Total 

electricity 

consumption 

 (MWh) 

 Commentary 

Purchased directly through an electricity 

retailer 

6699 6902 

Increase grid 

power 

consumption due 

to CHP being 

offline for the 

reporting period. 

Not directly purchased but sourced from 

outside the organisation 

0 0   

Water corporation led/selfȤsourced 

activities and initiatives 167 254   

Total (all by source) 6866 7155   

Service delivery category       

Water treatment and supply 3240 3211   

Sewage collection, treatment, and 

recycling 
3447 3687   

Other (e.g. offices, depots, etc.) 179 217   

Total (by service delivery category) 
6866 7116  

 

  



 

 
30 

East Gippsland Water Annual Report 2024/25 

Renewable Electricity 

Total renewable electricity consumption from gridȤsourced electricity  

Renewable 

electricity 

consumption 

categories 

(generation 

capacity) 

2023/24 

 renewable 

electricity 

consumption 

(MWh) 

2024/25 

renewable 

electricity 

consumpt-

ion (MWh) 

2024/2025 

renewable 

electricity 

consumption  

(% of total 

consumption) 

Variance 

(%) 

between 

2023/24 - 

2024/25 

 Commentary 

Total gridȤ

sourced: 

 Mandatory + 

GreenPower 

1222 1874 26% 53% 

GreenPower was 

sourced from the 

grid for 198 sites 

Biogas (0.08MW 

generation 

capacity) 

249 0 0% -100% 

Due to scheduled 

maintenance of 

the biodigester 

and CHP during 

the reporting 

period, no Biogas 

was utilised for 

electricity.  

Hydroelectric 0 0 0% 0% 

No hydroelectric 

power was 

produced  

Solar (0.37MW 

generation 

capacity) 

106 254 4% 140% 

 Solar power 

production was 

increased from 

previous year 

due to Woodglen 

Solar System 

returning online.  

Wind 0 0 0% 0% 
 No wind power 

was produced 

Other renewable 872 6903 96% 692% 

41 Large 

Generation 

Certificates 

(LGC's) from the 

Zero Emissions 

Water Solar 

project were 

voluntarily 

surrendered by 

East Gippsland 

Water during the 

reporting period 
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plus GreenPower 

purchasing. 

Total renewable 

electricity 

consumption 

from 

Corporation 

led/selfȤsourced 

activities and 

initiatives 

1577 7157 100% 354%   

Total 

Renewable 

energy 

consumed 

2799 7157 226% 
156% 

  

The increase is 

due to the 

purchase of 

GreenPower and 

the 0.45MW 

renewable onsite 

capacity. 
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2024/25 Total onsite renewable electricity generated (MWh) 

Renewable 

electricity 

source 

2024/25 Total onsite renewable electricity 

generated (MWh) Total 

generated 

(By source) 

 Commentary 

Consumed 

on-site Exported Other purposes 

Biogas 

(0.08MW 

generation 

capacity) 

0 0 0 0 

Due to scheduled 

maintenance of the 

biodigester and 

CHP during the 

reporting period, no 

Biogas was utilised 

for electricity.  

Solar (0.37MW 

generation 

capacity) 

253.74 137.08 0 390.31 

No additional solar 

was installed 

during the reporting 

period.  

Other 

renewable 

0 0     

No other 

renewables were 

installed or utilised 

this reporting 

period  

Total 

(renewable) 
253.73 137.07 0 390.3   

NonȤrenewable 

sources  

(please 

categorise as 

appropriate) 

0 0 0   

No non-

renewable 

energy produced 

by EGW 

Total (non-

renewable) 
0 0 0 0  
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Energy system storage 

Energy storage 

system (ESS) 

2024/25 

 Total energy 

storage 

 system power 

capacity (MW) 

2024/25 

 Total energy 

storage 

 system storage 

capacity (MWh) 

 Commentary 

Total Energy 

Storage System 

0 0 

No ESS currently 

operate under EGW 

directive 

 

Total energy usage 

Total 
energy 
usage 

Renewable 
(GJ) 

Non-
renewable 

(GJ) 

TOTAL 
(GJ) 

Customer 
Connections 

Energy 
usage 

normal-
ised 

Commentary  

From fuel  0 5718 5718 25904 0.2 

All fuel-based 
energy from a 
non-renewable 
source 

From 
electricity 

24846 0 32653 25904 1.3 
  

Total 24846 5718 38370 25904 1.5  
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REC retirement method 

2024/25 

 RECs 

retired 

 Commentary 

Voluntarily retired by EGW 41 

41 LGC's were voluntarily 

surrendered by EGW during 

the reporting period.  

GreenPower 6,861 

Through our electricity contract 

we purchase certified 

GreenPower to meet our 

targets 

Certified carbon neutral 

electricity purchased 
-   

Voluntarily retired on EGWôs 

behalf 
0   

Total RECs retired to reduce 

scope 2 emissions 
6901.61  

 

Fuel Usage and Fleet Composition 

Total stationary fuel use (buildings and machinery)  

Fuel 

type  
in GJ in t CO2-e Commentary  

Fossil 

gas  
    

  

Biogas   - - 
No biogas was produced this year as the CHP and 

digester were offline for maintenance 

Diesel  1088 79 
Diesel fuel was used to power generators, pumps 

and other stationary machinery 

LPG  318 19 

Decrease in purchase and use of LPG gas due to 

digester being offline for maintenance during 

reporting period  

Petrol  0 5 Side by Sides for farm and depot use.  

Other        

Total 1405 100  
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Vehicle 
category 

Transportation total energy use by 
fuel type (GJ) 

Fuel type totals 
Comm-
entary 

P
e
tr

o
l 

 

D
ie

s
e

l 

L
P

G
 

E
le

c
tr

ic
 

O
th

e
r 

Total 
energy 

use (GJ) 

Total 
emissions 
(t CO2-e) 

  

Passenger 
vehicles 

85.5 127.4 0 123626.6   123839.58 16.66   

Light 
Commercial 

Vehicles 

16.1 4009.3 0 0   4025.37 313.39   

Heavy 
Vehicles 

0.0 0.0 0 0   0.00 0.00   

Farm Vehicles 70.9 1.6 0     72.51 4.91   

Total energy 
use (GJ) 

172.6 4138.3 0 123626.6 0 127937.46     

Total 
emissions  
(t CO2-e) 

12.5 322.1 0 0.342419 0   334.95  

 

Transportation vehicle engine/fuel type 

 

Vehicle 

category 

Transportation vehicle engine/fuel type 

Commentary 

Petrol Diesel LPG 
Battery 

Electric 
Other 

Passenger 

vehicles 
9 3 0 1 0 

13 passenger vehicles 

currently in the fleet 

Light 

Commercial 

Vehicles 

1 52 0 0 0 
53 light commercial depot 

fleet  

Heavy 

Vehicles 
0 2 0 0 0 

2 heavy vehicles in fleet 

for depot 

Farm 

Vehicles 
4 2 0 0 0  6 farm vehicles: includes 

side by sides and tractors 

Category 

Total  
14 59 0 1 0 

74 vehicles in total in 

EGW fleet 
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CLIMATE ADAPTATION 

In addition to mitigating climate change by reducing greenhouse gas emissions, we are 

proactively planning for the challenges posed by a warmer, drier and more volatile changing 

climate: 

¶ We received funding from the Australian Government through the National Water 

Grid Fund to prepared a Detailed Business Case for a third off-river storage basin at 

our Woodglen facility. We also received funding from the Australian Government 

through the National Water Gridõs WISER funding initiative for the Water Security for 

Buchan Water Security project, as part of our response to climatic scenarios within 

the Urban Water Strategy (UWS). 

¶ Water resource planning, including development of the UWS using the latest DEECA 

Guidelines for Assessing the Impact of Climate Change on Water Supplies in Victoria 

¶ Utilising latest predictions in relation to storm intensity for planning sewer networks 

ð ensuring compliance with the Environment Protection Authority (EPA) requirements 

¶ Continuing to implement our climate adaptation action plan to address the risks 

identified in our climate vulnerability assessments.  This includes projects to 

address: 

o water security risks due to changing climate and population growth 

o water quality impacts from warmer climate, bushfire and storm events 

o vulnerability of built assets to fire, flood, sea level rise and storm events 

o back-up power and communication systems to ensure reliability 

¶ Continuing implementation of Integrated Water Management (IWM) to provide more 

climate resilient pathways for water resources, see page 53. 

We continue to monitor actual and predicted impacts of a changing climate and adapt our asset 

management and business processes, as required. 

See also page 52 regarding long-term water security planning and page 78 regarding asset 

planning. 

ENVIRONMENTAL MANAGEMENT SYSTEM 

East Gippsland Water maintains an ISO14001 certified Environmental Management System 

(EMS). This links in with the safety management system and trade waste management system to 

support operations and capital projects that focus on best practice environmental performance. 

The EMS will remain critical to achieving the Corporationõs sustainability objectives as population 

pressures and resulting increases in sewage and trade waste volumes are received into our 

treatment plants and require recycling and reuse. 

The annual external HSE audit was conducted by MSC Global in April 2025. There were no major 

non-conformances. Work is underway across a number of conformance areas including 

environmental leadership, staff competency, asset failure integrated early warning systems and 
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increased internal audit frequency in the lead-up to the 2026 three-yearly ISO recertification 

audit. 

Significant incidents of sewer pipe breaks and odour complaints from our assets remain an 

ongoing challenge. Improved monitoring of flow from recycled water pipes has been implemented 

at one reuse farm to provide early warning of pipe break. This and the programmed investment in 

new sewer mains to reduce pressure on existing large mains and their resulting odour at pump 

stations, will assist reduction in significant incidents and recurring conditions. 
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Customers, Community and Engagement 

COMMUNICATIONS AND ENGAGEMENT STRATEGY 2023-2028 

Our five-year Communications and Engagement Strategy aligns with our 2023-2028 Price 

Submission and focusses on the five Customer Outcomes that were developed through the 

engagement process, and endorsed by the Board. 

¶ Reliable services, done well. 

¶ Fair prices for all. 

¶ Improved environmental outcomes. 

¶ Prepared for population growth and a changing climate. 

¶ Contributing to community. 

 

An annual action plan was developed for 2023/24, which was carried over to 2024/25, that 

focussed on: 

¶ Activities that contribute to the five Customer Outcomes 

¶ Enhancing an integrated approach across the business, and supporting our people, 

to understand and reflect our customers and communityõs values and preferences in 

our operational and strategic decision making 

¶ Providing opportunities to increase awareness and participation in events, education 

and engagement. 

COMMUNITY SUPPORT 

We provide financial, merchandise and in-kind sponsorship to a number of local organisations 

and community groups for activities with a focus on water use, water efficiency, liveability, 

healthy lifestyles and environmental sustainability.  

The corporation also distributes promotional items to the community which are practical and 

include messages promoting the value and efficient use of water. 

During the reporting year we provided $18,563 in financial sponsorship to events across our 

service area. In addition, we supported 28 events with our portable drinking water stations. A 

further six groups/individuals received East Gippsland Water promotional products or in-kind 

support. 

Our large mobile water fountain trailer was retired in 2024-25. It was a costly sponsorship option 

suited to large events. We are purchasing more portable refill stations which can be set up closer 

to high foot traffic areas and do not need staff to transport them to the events. 
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ENGAGEMENT 

During 2024/25, early engagement commenced for our 2028-2033 Price Submission which 

delivers on our commitment to involve our customers and stakeholders in this decision-making 

process. Targeted community engagement is scheduled for July-December 2025 and will also 

include early engagement on the Urban Water Strategy. 

We continually scan activities happening in our region to seek opportunities to meet customers in 

person to promote our activities and seek their feedback. This is part of our continuous 

engagement to assist with gathering customer sentiments when preparing the Pricing 

Submission engagement. 

COMMUNICATIONS AND SOCIAL MEDIA 

We recognise our responsibility to communicate key messages to all areas of the community, 

with an emphasis on water efficiency and conservation, financial hardship, grants, planned and 

unplanned outages and how we strive towards long-term security of high-quality drinking water 

supply.  

We use a variety of communication tools to reach our audiences and to help our customers and 

stakeholders keep up to date.   

Here is a snapshot of activities during 2024/25: 

¶ Visits to our website: 81,000 (up 30% on 2023/24) 

¶ Website page views: 136,000 

¶ Facebook followers: 2090 (up 121 on 2023/24) 

¶ Facebook impressions: 177,000 

¶ Instagram followers: 916 2090 (up 70 on 2023/24) 

¶ Instagram reach: 5,520 (up 143% on 2023/24) 

¶ LinkedIn followers: 2580 (up 308 on 2023/24) 

¶ LinkedIn page views: 3,610 (up 230% on 2023/24) 

Our Website 

The egwater.vic.gov.au website is ageing and has not had a comprehensive review for many 

years with the current functionality failing to address our current and future business needs. 

Following a statewide Request for Quote process, an East Gippsland vendor has been appointed 

to design and build a new corporate website. This process will include training EGW staff to 

manage the siteõs content ongoing. The new website is expected to go live by January 2026. 
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CUSTOMER ADVISORY COMMITTEE  

Our Customer Advisory Committee is made up of seven volunteers who are our customers. They 

bring their own local views and are representative of our broad demographic customer base 

ensuring topics of interest and issues are consulted on and considered in our decision-making 

processes. 

The Customer Advisory Committee is essentially an advisory group to our Board, and meets four 

times a year. During the reporting period, the committee continued to play an instrumental role in 

advocating for our customers and monitoring our Guaranteed Service Levels (GSL) on behalf of 

customers. 

COMMUNITY EDUCATION AND EVENTS 

Our incursions into schools continued to be on hold in 2024/25 due to extended vacancies in 

the Communications and Engagement team. 

In 2026, schools will implement the Victorian Governmentõs new curriculum for subjects that 

relate to East Gippsland Water. Developing an incursion program that aligns with the F-10 

Version 2.0 Victorian Curriculum is a high priority. The initial focus will be on developing a 

program for primary school students, with the aim to prepare a program for this cohort by 

December 2025. This timeline aligns with teachers preparing their 2026 class plans. 

During 2024/25, we conducted nine tours across different facilities for community and 

educational groups.  We also undertook other forms of engagement such as attendance at 

markets and events. 

We continued our support of National Water Week (NWW) and the annual schoolõs poster 

competition. The theme for NWW 2024 was õAccelerating Actionõ. We received 261 entries. 

As well as taking out first prize in her category for East Gippsland, Grace from Bairnsdale Primary 

School won the Years 5-6 category at the state level ð following on from her second place in 

2023. 

An awards presentation was organised during National Water Week 21-27 October 2024 where 

the winning poster entries were awarded their prizes and certificates by our Managing Director, 

Michael Wandmaker. 

CUSTOMER SATISFACTION 

Annual Customer Satisfaction and Essential Services Commission surveys are a useful tool to 

measure customer perceptions of East Gippsland Waterõs operations, including where the 

corporation is delivering services well and any areas that may require action and improvement. 

The surveys complement other forms of engagement undertaken, including monthly customer 

follow up calls carried out by East Gippsland Water during the year. 
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ANNUAL CUSTOMER SATISFACTION SURVEY 

This was the 11th year the Annual Customer Satisfaction survey was conducted jointly as a 

Memorandum of Understanding (MoU) initiative with other water corporations. Alliance partners 

are: Gippsland, Westernport, South Gippsland, Coliban, Central Highlands and Goulburn Valley. 

The aim is to gain a better understanding of how our services are perceived by customers and 

benchmark the results against other water corporations. The survey was carried out by email in 

October 2024 by Insync Surveys. The survey had a target of 400 responses for statistical 

accuracy; EGW received 478 responses. 

The survey gathers feedback on the following key areas:  

¶ Value for money 

¶ Level of trust 

¶ Reputation in the community, and  

¶ Overall satisfaction. 

The 2024 results showed that we had decreased our ranking in the four key areas:  

¶ Our ôValue for Moneyõ result decreased slightly from 75% in 2024, down from 77% in 

2023. 

¶ Our result for ôValued Member of the Communityõ rose 3% to 66%. We are equal first 

amongst alliance members in this category. 

¶ Our ôNet Trust Scoreõ decreased from 12 in 2023 to 7 in 2024, which is below the 

Board target of 10. We are equal second amongst alliance members for this key 

indicator.  

¶ Our ôReputation in the Communityõ rating increased 3% to 66%. Customers who live 

within the region hold a more positive in their assessment of our community 

reputation (68%) than investment property or holiday house owners who live outside 

of the region (52%).  

¶ Our ôOverall Satisfactionõ rating decreased slightly from 7.9 in 2023 to 7.7 in 2024. 

ESSENTIAL SERVICES COMMISSION SURVEYS 

The Essential Services Commission continued with their quarterly ôrobopollõ survey. Our results 

declined slightly on each measure during 2024/25.  

Following the Black Summer bushfires, EGW reduced the response rate from 100 people to 25 to 

avoid consultation fatigue.  

EGW has now requested the response target of 100 people be reinstated. Given a large number 

of East Gippsland residents do not live in water or sewerage service districts, we are also seeking 

to confirm the survey is only being offered to EGW customers. 
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SOCIAL SUSTAINABILITY 

East Gippsland Water applies a triple bottom line approach to decision making and strategic 

planning. This framework acknowledges that providing water and recycled water services can 

have social, economic and environmental impacts - both positive and negative. 

The organisation undertakes the following activities: 

¶ Supplying drinking water to communities across the region. 

¶ Maintaining its role in water recycling within the Victorian water industry, targeting 

environmentally beneficial and cost-effective reuse across 11 water recycling 

systems. 

¶ Working towards the objectives of the Victorian Governmentõs ôWater for Victoria 

Planõ, which addresses long-term challenges such as climate change and population 

growth affecting water management and supply. Areas of focus include 

environmental sustainability, affordability, liveability, resilience and the recognition 

and management of aboriginal values. 

¶ Collaborating with regional agencies and offering systems and training to assist 

employees supporting community members experiencing family violence. 

¶ Implementing programs designed to assist customers facing financial hardship. 

¶ Making provisions during water shortages to support critical social assets that are 

considered important for community wellbeing. 

¶ Establishing public drinking water fountains throughout the region to encourage 

recreational activities and promote health. 

¶ Sharing knowledge and working with other community-focused organisations, 

including the Gippsland and East Gippsland Aboriginal Co-operative (GEGAC), local 

councils, and the East Gippsland Catchment Management Authority (EGCMA). 
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BILLS, CONCESSIONS AND HARDSHIP  

A number of support options are available to customers experiencing short-term or long-term 

financial hardship. During the last financial year, we facilitated over $2.7 million in assistance, as 

shown below: 

 

Hardship Incentive Payments (PayõnõSave and Utility Relief Grant Scheme EGW 

Contribution)  

There was a slight decrease in hardship incentive payments during 2024/25, reducing to 

$62,248 from $64,507 in 2023/24.  

Pay 'nõ Save  

Pay ônõ Save is an incentive scheme that rewards customers on a payment plan. Customers can 

receive bonus payments for adhering to their payment arrangement over six months. We make a 

contribution to the customerõs account valued at 20% of the total payments made by the 

customer over the six months. During the reporting period we distributed $19,513 in Pay and 

Save payments. 

Referral Agency Rebate 

This rebate is available to customers in temporary or long-term financial hardship (other criteria 

also applies). Eligible customers can receive a one-off $150 rebate. The rebate is applied to a 

customerõs account following the customer seeking assistance of a third-party agency such as 

Anglicare VIC/TAS or Gippsland Lakes Complete Health. 

WATER LEAKS, EXCEPTIONAL CIRCUMSTANCES 

Both residential and non-residential (including small business) customers can apply for a review 

of their water account as a result of an internal water leak. The High Unexplained Leak Allowance 

Value of Community Service Obligation provided 2024/25  2023/24  

Concessions to pensioners $2,408,322  $2,307,106  

Rebates to not-for-profit organisations under the 

Water & Sewerage Rebate Scheme 
$204,262  $190,755  

Utility Relief Grant Scheme payments $132,238  $132,236  

Water concessions on Life Support machines ð 

e.g. Haemodialysis 
$858.22  $427.31  

Hardship Relief Grant Scheme (Sewerage 

Connection Scheme) 
$0 $0 

Total $2,745,680  $2,630,524  
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allows for a maximum of $2,000 per customer, per property, every five-year period (eligibility 

criteria applies). 

In 2024/25, we assisted 120 customers who received a total of $63,115. This is an increase in 

assistance and a decrease in customers from 2023/24, when we provided a total of $59,916 to 

139 customers.   

Community Rebate Program 

The Department of Energy, Environment and Climate Action (DEECA) offers a Community Rebate 

Program for residential customers who: 

¶ hold an eligible concession card;  

¶ are an East Gippsland Water customer; and 

¶ have had a recent high-water usage or are a part of a low-income household. 

In 2024/25, 55 East Gippsland Water customers received a total of $39,022, compared to 

$32,952 for 46 customers in 2023/24.  

ENERGY AND WATER OMBUDSMAN VICTORIA  

Customers who are unhappy with any aspect of their interaction or service experience with a 

Victorian utility can seek support from the Energy and Water Ombudsman Victoria (EWOV), an 

independent organisation funded by its member utilities. 

During the reporting period, East Gippsland Water received three complaints that were referred 

to EWOV for investigation. Each case was thoroughly reviewed and resolved to the satisfaction of 

all parties involved. 

We remain committed to delivering responsive and reliable service, and we value every 

opportunity to improve through customer feedback. 

GUARANTEED SERVICE LEVELS 

To ensure customers receive high standards of service, our independent Customer Advisory 

Committee selected six Guaranteed Service Levels ð or targets - for the organisation and 

appropriate compensation, or other remedy, where these are not met. 

These form an integral part of East Gippsland Waterõs business plan (price submission) for 2023-

2028 and relate to: 

¶ Providing appropriate notice and detail of a planned interruption to a customerõs 

water supply  

¶ Ensuring hardship procedures are fully adhered to when a customer is having 

difficulty with bill payments and legal action or a restriction on their water supply is 

being considered 

¶ East Gippsland Water causing a sewage spill within a customerõs house  

¶ Environmental sustainability: 
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o Providing a six-monthly update on our organisationõs progress towards net zero 

greenhouse gas emissions by 2025 

o Committing $90,000 a year in the form of water efficiency rebates to support 

customers to be more water efficient. 

During the 2024/25 reporting period a total of $975 was paid out for instances where 

Guaranteed Service Levels targets were not met. The only target not met during the year was 15 

account holders were paid $65 because we gave them less than 48 hoursõ notice of a planned 

interruption to their water supply. 

WATER EFFICIENCY REBATE PROGRAM 

A total of $39,710 was paid for 309 applications in 2024/25. This is a substantial increase on 

2023/24, which saw $20,120 paid for 137 applications. The rebate program encourages 

customers to be more water efficient through the purchase of eligible household products. 

SOCIAL PROCUREMENT FRAMEWORK 

Our Social Procurement Strategy (SPS) is aligned with the Victorian Governmentõs Social 

Procurement Framework, reflecting our commitment to responsible corporate practice and 

sustainable development. 

Through this strategy, we integrate social and environmental considerations into every stage of 

the procurement lifecycle, ensuring that purchasing decisions not only deliver operational value 

but also create broader benefits for the communities we serve. 

We recognise that every procurement activity presents an opportunity to achieve positive 

outcomes. Whether through supporting local employment, advancing diversity and inclusion, or 

embedding environmentally sustainable practices, EGW leverages its procurement function to 

help build a fairer, more inclusive, and climate-resilient region. 

Social and Sustainable Procurement 

The Social Procurement Strategy (SPS) is central to the organisationõs broader sustainability 

objectives and is guided by clear procurement principles that extend the concept of òvalue for 

moneyó beyond price alone. This approach ensures that quality, sustainability, and social benefit 

are all considered in our procurement decisions. Specifically, the SPS commits East Gippsland 

Water to: 

¶ Maximising community value by recognising that procurement spend generates both 

economic and social outcomes. 

¶ Creating equitable opportunities for local businesses, social enterprises, and 

marginalised groups to build capability and participate as suppliers. 

¶ Supporting workforce participation by increasing pathways for local job seekers, 

particularly those from disadvantaged or under-represented backgrounds. 
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¶ Embedding environmental responsibility in procurement practices by reducing 

emissions, supporting climate change targets, and progressing towards our long-

term goal of net zero by 2050. EGWõs current objective is to reduce emissions to no 

more than 6,496 tonnes of COϜ-equivalent greenhouse gases. 

¶ Leveraging technology through VendorPanel, our procurement platform, which 

enables buyers to connect with verified social enterprises and supplier diversity 

databases, making it easier to identify, engage, and contract with social, disability, 

and Indigenous-owned businesses. 

During the 2024ð25 financial year, EGW directed approximately $125,000 of expenditure to 

Aboriginal-owned businesses and $509,000 to Victorian-based Social Enterprises. These figures 

highlight our procurement activities and demonstrate our ongoing commitment to strengthening 

supplier diversity and contributing to positive social and economic outcomes. 

By proactively supporting local businesses, social enterprises, and marginalised communities, 

and by embedding sustainability considerations into procurement decisions, EGW creates 

genuine pathways for impact. The use of platforms such as VendorPanel further enhances these 

outcomes, enabling efficient connections with diverse suppliers and contributing to the resilience 

and capacity of the East Gippsland community. 
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Recognise Aboriginal Values 

The East Gippsland region has a rich cultural heritage, with an Aboriginal population of 

approximately three percent, which is well above the Victorian average. We pride ourselves on 

developing and maintaining long standing relationships with local Traditional Owner and 

Aboriginal groups. These relationships are founded on collaboration, cross-cultural learning and 

shared outcomes. 

Water for Life, the Victorian Government Traditional Owner Access to Water Roadmap, 

establishes a framework at the government policy level, to increase Traditional Owner roles in 

and resources for water management across Victoria. 

We are working closely with Gunaikurnai Land and Waters Aboriginal Corporation (GLaWAC) as 

the first Traditional Owner group to be assigned a water entitlement, to develop a formal 

partnership agreement and support opportunities to work together for entitlement usage through 

a self-determination process. We are also implementing the framework and examining 

opportunities where we can enhance our connections and relationships with other Traditional 

Owner groups within our region.  

In 2024/25, our internal Traditional Owner Working Group engaged with Traditional Owners on a 

range of factors, including employment pathways, workplace cultural safety improvements, 

procurement opportunities and water resource management. The Working Group developed an 

Aboriginal Engagement Action Plan, outlining our commitments towards genuine engagement 

and partnership with GLaWAC and Traditional Owner groups across East Gippsland.  

As a member of the Gippsland Environmental Alliance, we continued to work with GLaWAC with 

other Alliance partners under a formal arrangement to gain meaningful outcomes for local 

Aboriginal people. 
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Recognise Recreational Values 

While we do not manage any water storages that offer community access for recreational 

activities, we recognise that our community values the rivers and water courses in East 

Gippsland for their healthy native vegetation and biodiversity, scenic qualities and as a place of 

recreation. 

We support healthy and active communities through sponsorship and in-kind support, we also 

promote drinking water through our portable drinking water stations. We also provide educational 

opportunities of our facilities, regularly providing tours for community and school groups. 

Our focus is to enhance recreational opportunities and outcomes through collaboration with our 

communities and our regional stakeholders by adopting an integrated approach to planning our 

works and collaborating and influencing other projects led by our partners. 

We are committed to collaborating with other organisations and agencies to explore 

opportunities to support recreational objectives in the East Gippsland communities. An example 

of the way we are doing this is through our lead role in the East Gippsland Integrated Water 

Management Forum. 
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Resilient and Liveable Cities and Towns 

In 2024/25, East Gippsland Water continued to deliver essential services across remote 

communities and forested landscapes, enhancing asset protection to ensure service continuity 

and staff safety. 

We strengthened regional resilience and liveability by collaborating with communities and 

partners to deliver integrated water management outcomes. Key milestones included 

progressing the East Gippsland IWM Strategic Directions Statement and initiating two recycled 

water projects: construction of a Class A facility at the Bairnsdale Water Recycling Plant and 

development of a township-wide Recycled Water Network Plan. 

As lead agency of the East Gippsland IWM Forum, we embedded IWM principles into planning 

and decision-making. We also advanced biosolids reuse, with Newmerella biosolids repurposed 

and a GRO partnership supporting composting. Our long-term biosolids strategy is underway to 

guide future reuse targets. 
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WATER CONSUMPTION BY DISTRICT IN 2024/25 

 

System Residential Non-Residential 

Total 

consumption 

Five-year 

average 

annual 

demand (ML) 

Non-Revenue Water 

Total water ð 

all sources 

(ML) 

    

District 

Name 
Assessments 

Billed 

volume1 

(ML) 

Assessments 

Billed 

volume1 

(ML) 

Leaks 

(ML) 

Firefighting 

(ML) 

Other2 

(ML) 

Total non-

revenue 

water (ML) 

Bemm 

River 
97 7 13 6 13 13 2 0 0.02 2 15 

Buchan 85 8 34 8 16 14 11 0 0.08 11 27 

Cann River 155 12 62 10 22 25 12 0 0.29 12 34 

Dinner 

Plain 
510 21 32 12 34 35 37 0 0.08 37 71 

Mallacoota 1,047 94 101 45 139 139 23 0 0.46 24 163 

Mitchell 21,371 2,611 2,444 1,233 3,844 3,763 484 2 37.19 524 4,368 

Omeo 236 26 81 23 49 45 10 0 0.05 10 60 

Orbost 1,837 223 370 332 555 541 41 0 0.28 41 596 

Swifts 

Creek 
102 10 34 6 17 17 2 0 0.02 3 19 

Total 25,440 3,013 3,171 1,675 4,688  4,593  623  2  38.46 663  5,352 

1 Potable water only. 
2 Examples of ôOtherõ use include scouring of tanks and basins, mains flushing, evaporation. 
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WATER ENTITLEMENTS  

To view our water entitlement reporting, see page 61. 

CORPORATE WATER CONSUMPTION 

Total water consumption within the corporationõs Bairnsdale office increased from 258kL in 

2023/24 to 310kL in 2024/25.  

Volume per staff member: 2,279L 

Note: Water consumption of 310kL is divided by 136 staff members (Trainee (6), Technical and 

Admin Staff (69), Senior Managers (22), and General Managers and Managing Director (6)) 

Water consumption is not calculated for our other sites such as depots, water and wastewater 

treatment plants as most of these sitesõ water is used in operational processes. 

SUSTAINABLE WATER USE 

During 2024/25, we continued to progress a number of initiatives in line with the Victorian 

Governmentõs objectives for sustainable water use, specifically its ôWater for Victoriaõ plan and 

the Central and Gippsland Sustainable Water Strategy. 

These initiatives include continuing our program of water conservation as well as the 

implementation of the WaterSmart program, Integrated Water Management and supporting 

Traditional Owner outcomes.    

WATER CONSERVATION 

The East Gippsland Water Strategic Plan commits major funding for new infrastructure that will 

assist to manage changes in our climate, replace aging infrastructure and optimise meters to 

better measure and identify water loss across the region. 

The corporation held off replacing meters under our Meter Replacement Program through the 

2024/25 period; actively exploring digital meter technologies for meter replacements in the 

2025/26 period, which will be replaced throughout the East Gippsland district. 
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Sustainable and resilient water services 

systems 

WATER SUPPLY AND WATER SECURITY PLANNING 

Every five years East Gippsland Water is required to develop an Urban Water Strategy (UWS) and 

Drought Preparedness Plan as part of the Statement of Obligations. The UWS provides a detailed, 

50-year plan to safeguard water security for our customers across the region. 

Our latest UWS was approved by the Minister for Water in June 2022 and is available to view on 

our website, egwater.vic.gov.au. It was informed by learnings from the 2017ð2019 period of 

drought in our region, when record-low stream flows were experienced. It   

considered customer demand patterns and forecasts, recent population growth projections, 

climate change projections, recent water supply system upgrades and changes to operations. 

Where there is an imbalance between supply/storage and demand, initiatives to meet forecast 

demands are recommended. 

The strategy also details East Gippsland Waterõs approach to manage demand, the use of 

recycled water and other integrated water management initiatives and enhancing Traditional 

Owner values. 

The Drought Preparedness Plan, which is part of the Urban Water Strategy, details how we will 

prepare and respond to periods of water shortage, including triggers and procedures for water 

restrictions and identifying key public assets to be considered for water restriction exemption, 

such as recreation facilities. 

The 2022 UWS is a key component in the development of our 20-year capital works plan and our 

2023ð2028 Price Submission. Customer engagement was a core requirement in its 

development, which was aligned to the Price Submission engagement process where possible. 

A partnership with GLaWAC has been developed through the UWS process which is being used to 

further collaborative project opportunities. Consistency with the State Governmentõs ôWater for 

Victoriaõ plan and the Central and Gippsland Region Sustainable Water Strategy (CGRSWS) was 

sought when developing the UWS. 

The CGRSWS was led by DEECA, in collaboration with the relevant water corporations, including 

East Gippsland Water, who were represented on relevant working groups and   

the Consultative Committee. The CGRSWS sought to provide a balanced approach to the 

provision of water for all water users including Traditional Owners, the environment, recreation, 

agriculture and urban water users. It was released in September 2022 and is available at 

water.vic.gov.au. 

The key recommendation from the 2022 UWS is to address the need for an additional water 

storage to provide long-term water security to customers supplied by the Mitchell Water Supply 

System.  
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Historically the Mitchell River has been a reliable source of water supply for the region, requiring 

approximately three months of storage as a buffer during summer low flow periods. The climate 

change scenarios used in the 2022 strategy, based on more recent trends, shows that there is 

an immediate deficit based on levels of services agreed with customers. 

Extensive work has been done to assess options to address this deficit, with significant 

engagement undertaken with the East Gippsland community, Customer Advisory Committee and 

Board. Ultimately, the decision has been made to progress with a third off-stream storage at the 

Woodglen Water Treatment Plant site, scheduled for construction in the 2023ð2028 pricing 

period. 

Our eight other water supply systems were also assessed in detail during the development of the 

2022 UWS, using the climate change scenarios, with no major augmentations identified. 

Work on the 2027 UWS commenced in 2024/25 with engagement planning and project 

planning, with significant efforts expected in 2025/26 to progress the significant planning 

required to ensure water security into the future for customers across the East Gippsland region. 

INTEGRATED WATER MANAGEMENT 

We are actively progressing Integrated Water Management (IWM) across the region as part of the 

commitment to deliver ôWater for Victoriaõ initiatives, improving water quality, liveability and 

delivering economic savings. Facing several extreme weather events in previous years, East 

Gippsland Water recognises the importance of a holistic and collaborative stance to water 

management. 

The East Gippsland Integrated Water Forum comprises the CEOs and managing directors of the 

regionõs water, environmental, Indigenous, ports and health agencies. It is supported by a 

Practitionersõ Group drawn from the Forum membership, along with state and local government 

authorities ð bringing together an invaluable depth of knowledge across organisations that 

influence the water cycle. 

Its priorities are guided by a locally developed Strategic Directions Statement (SDS), outlining a 

vision and plan for implementing integrated water management in the region. A revised SDS was 

published early in the 2022/23 financial year following a review to identify and prioritise new and 

existing opportunities for integrated water management. 

We are the lead agency for IWM across the region and we provide resourcing and coordination 

through the IWM Program Lead position, which is also supported by additional funding from 

DEECA and East Gippsland Shire Council. 

During 2024/25, East Gippsland Water and other IWM partners progressed the delivery of the 

following priority projects: 
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Recycled Water to South Bairnsdale 

(Joint project delivered by East Gippsland Water and East Gippsland Shire Council, supported by 

East Gippsland Catchment Management Authority)  

This project involves three key outputs that support the supply of recycled water and improved 

environmental outcomes. With the assistance of a DEECA IWM grant valuing $606,000, we have 

installed infrastructure to transport recycled water from the Bairnsdale Water Recycling Plant to 

the Bairnsdale City Oval and adjoining livestock exchange. 

East Gippsland Shire Council has engaged consultants to undertake a water balance study and 

options analysis for the use of alternative water sources at the ovals and livestock exchange. The 

final project deliverable, currently in the design phase, is the installation of an inceptor and 

diversion pit to reduce the volume of stormwater entering the Macleod Morass. 

In total this project will save up to 19 megalitres of potable water per year that is currently used 

to irrigate ovals and for use in wash-down areas.  

Crooke Street Wetlands  

(Joint project delivered by East Gippsland Shire Council (EGSC) with support from East Gippsland 

Catchment Management Authority)  

Completed in early 2025, this IWM priority project has seen EGSC receive funding from DEECA 

and the Gippsland Lakes Coordinating Committee to build a constructed wetland adjoining 

Crooke Street in East Bairnsdale. The uniquely designed wetland will mimic natural processes to 

improving water quality before it enters Jones Bay.  

Bairnsdale Class A Recycled Water Plant  

(Delivered by East Gippsland Water)  

Due for completion by December 2025, this project will see the construction of a Class A recycled 

water facility at the Bairnsdale Water Recycling Plant. With funding of $1.17 million from DEECA 

and support by the EGW Board, this important project will provide 100 kL/per day of Class A 

recycled water for use at key locations throughout Bairnsdale.  

Bairnsdale Class A Recycled Water Network Plan   

(Delivered by East Gippsland Water)  

Completed in late 2024 the Bairnsdale Class A recycled water network plan outlined the concept 

design for the delivery of Class A recycled water to key high-water customers around Bairnsdale.   

Lakes Entrance Integrated Water Management Plan   

(Joint project delivered by East Gippsland Water and East Gippsland Shire Council)  

This project will see the development of an IWM Plan for Lakes Entrance and surrounds. A 

community and stakeholder engagement process has explored key issues and future challenges 

relating to population growth, climate change and water resource management. The 
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identification of IWM solutions to address these complex challenges is a core component of the 

project. With funding support of $50,000 from DEECA, this project is due for completion by late 

2025.  

WaterSmart Program and Sporting Ground Feasibility Studies  

(Delivered by East Gippsland Water)  

This project involves working with non-residential, high water use customers to improve 

understanding of their water consumption processes, through the installation of data loggers that 

records water usage at 15 minutes intervals. The project also supports water audits for more 

complex sites.   

Additionally, we are partnering with the EGSC to determine the viability of using alternative water 

sources, such as stormwater harvesting or recycled water at sporting grounds.  

PROMOTING COMMUNITY WATER AWARENESS 

In 2024/25, many parts of Victoria were experiencing an extended dry period. In East Gippsland, 

while some areas of our region had floods and regular rainfall, communities in our High Country 

were experiencing extended dry conditions.  

In 2025, we included water conservation tips in our monthly newspaper advertisement and e-

newsletter, on our social media accounts, and at community events such as the East Gippsland 

Field Days. We also promoted Permanent Water Saving Rules and our work planning for the long-

term security of drinking water supplies. 

The WaterSmart Program, supported by the Department of Energy, Environment and Climate 

Action continued during 2024/25. The program collaborates with local government and non-

residential customers to improve water efficiency through water monitoring and auditing. Digital 

data that is collected is used for leak detection, which has already saved thousands of litres of 

potable water across Victoria. This program will continue to run throughout 2025/26. 

WORKING WITH BUSINESSES 

We maintain a record of non-residential customers consuming more than 5ML of drinking water 

per year and works with them on the implementation and monitoring of water efficiency 

measures. 

In 2024/25, we had one customer, Vegco, exceed the water consumption threshold of 100ML 

per year and therefore classified as a ômajor non-residential water userõ under Section 122ZJ of 

the Water Act 1989. 

ASSISTING LOCAL GOVERNMENT 

During the reporting period, we continued to collaborate with East Gippsland Shire Council and 

Alpine Shire Council on initiatives of mutual benefit. These partnerships reflect our shared 
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commitment to serving communities across a vast geographic area and exploring opportunities 

to collaborate for greater efficiency and impact. 

Key joint efforts included: 

¶ Coordination on current and future developer works, supporting regional growth and 

infrastructure planning 

¶ Development of the East Gippsland Integrated Water Management Strategic 

Directions Statement, guiding integrated water management implementation across 

the region 

¶ Delivery of the WaterSmart Program, resulting in measurable water savings at 

council-owned and managed sites 

¶ Review of council facilities exempt from water restrictions, ensuring consistent and 

sustainable water use practices. 

We are actively exploring further opportunities to collaborate with both councils to enhance 

service delivery and operational efficiency, recognising the unique challenges and opportunities 

presented by the diverse communities we collectively support. 

 

Other Statutory Obligations 

RIVER CATCHMENT AND WATERWAY HEALTH AND BIODIVERSITY 

We continue to have no active on-stream dams in order to minimise the large impact that 

controlling river flow would present. We perform river extraction under a ôbulk entitlementõ 

licence within the Water Act 1989. 

Pumping, storing and treating water for the community includes selective harvesting based on 

local river flow and river quality data to ensure both best quality raw water and minimal impact to 

downstream users. This also aligns with the Victorian Waterway Management Strategy. 

We work closely with the East Gippsland Catchment Management Authority, East Gippsland Shire 

Council and Parks Victoria in a wider and united approach to catchment management. This 

acknowledges that oversight of park uses, stormwater management, revegetation and stock 

exclusion fencing are critical controls for community benefit. 

We are actively involved in maintaining wetland health with two recycled water licenced 

recharges to environment including environmental flows to the Macleod Morass and Lindenow 

Brown Swamp. These are especially important as critical sustaining flows to these recognised 

water bodies during dry periods. 
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DRINKING WATER QUALITY 

Safe drinking water to the East Gippsland community remains at the highest standards regulated 

within Australia.  

We maintained a Drinking Water Quality Risk Management System. This is designed to meet the 

requirements of the Safe Drinking Water Act 2003 and the Safe Drinking Water Regulations 

2025 and our Customer Charter. A central focus of the system is a sampling program across all 

towns that receive a reticulated water supply. The table below shows compliant and safe water to 

the community. 

Our Water Quality Team worked closely with the District Growth Team on new water supply 

developments to ensure connection to existing supply was performed in a systematic way. This 

included the review of laboratory-based water quality samples prior to new mains going live to 

our customers. 
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2024/25 Compliance with the Water Quality Standards specified in the Safe Drinking 

Water Act 2003 and the Safe Drinking Water Regulations 2025 

Water quality location E. coli 

(0 organisms in 100% 

of samples taken) 

Turbidity 

(<5 NTU)1 

Disinfection By-

products2 

 

Bairnsdale P P P 

Bemm River P P P 

Buchan P P P 

Cann River P P P 

Dinner Plain P P P 

Eagle Point / Paynesville P P P 

Kalimna P P P 

Lindenow P P P 

Lindenow South P P P 

Mallacoota P P P 

Merrangbaur P P P 

Metung P P P 

Nicholson / Swan Reach P P P 

Nowa P P P 

Omeo P P P 

Orbost P P P 

Sarsfield / Bruthen P P P 

Sunlakes / Toorloo P P P 

Swifts Creek P P P 

1 95 th percentile of results for samples in any 12-month period must be less than, or equal to, 5.0 NTU  
2 Disinfection By-Products are defined as Trihalomethanes: <0.25 mg/L 
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WATER QUALITY COMPLIANCE INCIDENTS 

We are required to notify the Department of Health if drinking water is not ñ or is not likely, to 

comply with water quality standards known as section 18 and 22 reports.  During 2024/25, 

there were no section 18 and 22s water quality incidents. 

During the reporting year our Water Quality and Operations teams responded to customer water 

quality queries and complaints. These related to aesthetic water quality aspects such as colour, 

odour, hardness, chemicals and taste. We received a total of 43 complaints during 2024-25, 

which remains low and in line with the previous year. These complaints are reported in detail in 

the East Gippsland Water Annual Drinking Water Quality Report to the Department of Health in 

October every year. 

Continuous improvement actions are driven from incident reviews including water main burst 

events, water quality data in terms of treatment plant effectiveness and customer enquiries. 

WATER RECYCLING 

Recycled Water Statistics 2024/25  

 2020/21  2021/22  2022/23  2023/24  2024/25  

Wastewater collected 3,279 3,806 3,529 3,374 3,443 

Recycled water 

produced 
2,969 

3,148 2,879 3,078 3,443 

Recycled water used  2,969 3,140 2,870 3,078 3,442 

Recycled water used (%) 100% 99.7% 99.7% 99.05% 99% 

Target  100% 100% 100% 100% 99% 
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WATER REUSE VOLUMES AND USES 

 

 Water reuse (blue indicates reuse location) 
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Bairnsdale 1,454        

Bemm River 12        

Cann River 26        

Dinner Plain 65        

Lakes Entrance, Kalimna 

West, Swan Reach 
657        

Lindenow 15        

Mallacoota 129        

Metung 199        

Omeo 23        

Orbost, Newmerella 269        

Paynesville 574        
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WATER ENTITLEMENT REPORTING 
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Mitchell Mitchell River 4,518 9,208 4,690 0 No N/A No No Cl.8 

Mitchell1 Groundwater 0 171 171 0 No N/A No No N/A 

Mitchell 

ASR1 
Groundwater 0 172 172 0 No N/A No No N/A 

Bemm 

River 
Bemm River 13.12 100 86.88 0 No N/A No No Cl.7 

Cann River Cann River 31.94 192 160.06 0 No N/A No No Cl.7 

Mallacoota Betka River 87.97 330 242.03 0 No N/A No No Cl.7 

Mallacoota Groundwater 68.68 220 151.32 0 No N/A No No N/A 

Swifts 

Creek 
Tambo River 19.49 224 204.51 0 No N/A No No Cl.7 

Buchan Buchan River 27.39 170 142.61 0 No N/A No No Cl.7 
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Orbost 
Brodribb River 

/ Rocky River2 
613.70 2,031 1417.3 0 No N/A No No Cl.7 

Omeo 
Butchers 

Creek 
62.43 77 14.57 0 No N/A No No Cl.7 

Dinner 

Plan 
Groundwater 70.56 120 49.44 0 No N/A No No N/A 

1 Groundwater in the Mitchell System consists of a fixed license component and a managed 

aquifer recharge project (Aquifer Storage and Recovery ð ASR). During the reporting period no 

water 0ML was injected into the Latrobe Valley Group of aquifers. No water was extracted from 

the 171ML available for extraction in any year (under a take and use license) to supplement 

supply. 

2 The infrastructure to enable harvesting from Rocky River has been decommissioned. 

Items that are not applicable (N/A): 

East Gippsland Water did not submit any proposals associated with ôMaking Allowancesõ Bulk 

Entitlement clauses. Environment programs were in place where required and there were no 

amendments to these programs. 

East Gippsland Water manages Bulk Entitlements in accordance with approved metering 

programs. All Bulk Entitlement conditions were met and no difficulties were experienced in 

meeting these conditions. 
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CIRCULAR ECONOMY OUTCOMES 

East Gippsland Water is committed to circular economy outcomes through continuing 100% 

sustainable reuse of biosolids produced during the water recycling process for agricultural 

purposes.  

During the reporting period, we participated in trials with East Gippsland Shire Council and 

Gippsland Agricultural Group, blending municipal green waste with 11 tonnes of biosolids with 

the aim of producing a compost suitable for use in local parks and garden.  

The trials were funded by Sustainability Victoria and successfully demonstrated positive results in 

using the blended product. The trial was successful in demonstrating a cost saving versus 

purchased material, increased plant growth and weed reduction and building knowledge and 

confidence among the project partners.  

We have around 5,000 dry tonnes of biosolids in storage for future reuse opportunities.  

In 2024/25 we completed an expression of interest to explore the market for alternative end 

uses. Additionally, we participated in a Victorian Water industry trial by providing samples for 

testing pyrolysis technologies as a way of removing emerging contaminants from the waste cycle 

and have continued to engage with the Future of Orbost and District biochar project. 

In planning for upgrades of the Water Recycling Plants resource recovery options are being 

considered. We are also considering opportunities for utilising recycling materials in upcoming 

major projects as part of our implementation of Victoriaõs Recycled First Policy. 
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Leadership, Diversity and Culture 

East Gippsland Water aspires to be an Employer of Choice through developing, supporting 

and empowering a highly motivated and skilled workforce, ensuring our people possess the 

capability, capacity and qualities needed to achieve our strategic goals. 

Strong leadership is essential in modelling safe practices, promoting a supportive 

environment and ensuring organisational values are embedded across our organisation.  

We are committed to promoting a culture of equity and inclusivity in everything we do, by 

developing and supporting a diverse workforce and a culture of inclusion in all areas of our 

organisation, reflective of the community we serve. 

Our values and behaviours guide the way in which we work and articulate the standard 

required to uphold our workplace culture. Developed internally, the agreed East Gippsland 

Water values and behaviours are: 

¶ Proudly United 

¶ Openly Accountable 

¶ Truly Authentic 

¶ Passionately Innovative 

BUILDING WORKFORCE CAPABILITY 

East Gippsland Water remains committed to investing in learning and development 

initiatives that empower employees at every level to grow and success. We foster a culture 

of continuous learning, where everyone is empowered to develop their skills, share 

learnings and embrace innovation. 

As our operating environment continues to change, we need to equip our people with the 

transferable knowledge, skills and competencies to deliver on organisation objectives, now 

and into the future. Our capability framework and skills matrix enables us to identify 

required leadership and technical competencies, address skills gaps and verify competency 

to ensure that staff have demonstrated the ability to perform the tasks necessary in their 

roles. 

During 2024/25, we implemented a new Human Resource Information System. This 

system facilitates learning and development and ensures alignment to organisational 

objectives and individual development plans. This platform gives employees access to 

engaging eLearning content such as regulatory and compliance training and refreshers (e.g. 

Onboarding Program) as well as delivers robust tracking and reporting analytics. 

During the reporting period we partnered with Water Training Australia (a registered training 

organisation) to deliver Certificate II, III and IV in Water Industry Operations to our 

treatment, and operations and maintenance staff. 
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We continued to develop our verification of competency framework utilising the expertise of 

our Learning and Development team alongside our subject matter experts in the field in 

practical assessment and verification of competency when completing tasks. 

Throughout 2024/25, staff were supported to attend facilitated workshops to build 

capability around contract management, business writing, privacy, communication skills, 

risk management and compliance as well as attending a range of water industry 

conferences such as OzWater, VicWater, Water Industry Operators Association Conference 

and Intelligent Water Networks. We have also invested in training to enhance our 

organisational culture, including team collaboration workshops, leadership days, 

psychosocial safety training and family violence awareness training. 

The courses staff undertook in the last financial year are detailed in the table below: 

 

Staff undertaking accredited tertiary training 2024/25 

Course name 
Number of 

participants 

Bachelor of Business  1 

Diploma of Risk Management  1 

AICD Company Directors Course 1 

Professional Engineering Registration 1 

Certificate IV in OHS 1 

Certificate IV in Water Industry Operations 2 

Certificate III in Water Industry Operations: Networks 15 

Certificate III in Water Industry Operations: Treatment  4 

Certificate III in Electrotechnology Electrician 1 

Certificate III in Business 1 

Certificate III in Supply Chain Operations 1 

Health Safety Representative Training 3 

 

We are proud to support women in leadership roles and have actively encouraged women 

in the corporation to participate in a range of development initiatives including: 

¶ Women in Water Leadership Programs 

¶ Intelligent Water Networks Champion 

¶ Gippsland Environmental Agencies Womenõs Leadership Team 

¶ Leadership programs and coaching services. 
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TALENT AND SUCCESSION 

We are committed to taking a strategic approach to investing in the development of our 

people, building future workforce capabilities, and cultivating a strong pipeline of talent to 

support succession and long-term organisational success. 

The organisation offers a range of employment pathways to create career opportunities and 

develop a talent pipeline for the organisation. Throughout 2024/25, we implemented the 

succession module of our Human Resources Information System. This module is designed 

to map critical roles, identify risks, and profile potential leaders. This mapping will assist in 

ensuring we are providing sufficient development opportunities, supporting our employees 

to build fulfilling careers and contribute to our organisation their fullest potential.  

To support our workforce and succession planning, we are also actively engaging 

prospective talent to ensure we can meet our workforce needs into the future. Tertiary 

students were hosted through a range of programs such as our summer vacation 

placements and university scholarship programs. We also hosted secondary students from 

across the region as part of work experience programs through high schools. 

We are dedicated to supporting local talent by partnering with education institutes and 

attending careers expos to showcase the diverse range of careers available in the water 

industry. 

We continue to invest in our traineeship and apprenticeship programs which provides early 

career pathways within our community, with 11 trainees and apprentices engaged during 

the reporting period. These trainees and apprentices have worked across various areas of 

the business including Network Operations, Treatment Operations and Customer Service. 

 

PUBLIC ADMINISTRATION EMPLOYMENT AND CONDUCT PRINCIPLES 

East Gippsland Water is committed to applying equity principles when appointing new 

employees, including key initiatives through the Gender Equality Act 2020. Our merit-based 

selection and recruitment process ensures that applicants are assessed and evaluated 

fairly and equitably on the basis of the key selection criteria, values and behaviours, and 

other role-specific factors, without discrimination.  

All staff are expected to engage in behaviours in the workplace that abide by the principles 

of Equal Employment Opportunity, the Victorian Charter of Human Rights and 

Responsibilities and the Public Sector Employment Principles. Staff are provided with 

appropriate training to inform them of this obligation. 

Staff receive updates on the Victorian Charter of Human Rights, and all new staff receive an 

introduction to the Charter and the Equal Opportunity Act and Victorian Public Sector Code 

of Conduct as part of their induction to the organisation. 

We have developed a Workforce Plan that is committed to maximising the potential of our 

staff by ensuring we have the right people, in the right place, at the right time with the right 

capabilities. We aim to attract high quality talent to address current and future resourcing 
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challenges by proactively promoting initiatives targeted at enhancing the employee 

experience, supporting diversity and inclusion, embedding succession planning and 

ensuring retention of talent. We are focused on and committed to becoming a learning 

organisation through the Empowered Workforce campaign. 

WORKPLACE RELATIONS   

We continue to foster our ôProudly Unitedõ approach by establishing a number of forums 

where information can be shared, feedback provided and change management instigated.  

This past year saw many opportunities for our Executive and Senior leadership teams to 

come together to collaborate and achieve cross organisation goals.  

The Employee Consultative Committee is one such forum, where every department has at 

least one representative. This is used for two-way communication, debate, the exchange of 

ideas and importantly, the establishment of working groups that focus on matters 

important to East Gippsland Water. Examples include the establishment of an employee 

working group in preparation for Enterprise Bargaining, the ongoing embedding of the 

trademark values and behaviours and safety moments, the application of a range of 

policies and procedures, and feedback on staff surveys and health and wellbeing initiatives. 

STAFF ENGAGEMENT 

Surveys assist us in pinpointing areas where we excel, particularly in terms of our peopleõs 

leadership and employee experience, whilst also highlighting opportunities for 

enhancement in workplace procedures and practices. 

East Gippsland Water, in conjunction with other water corporations, utilises the People 

Matter Survey conducted by the Victorian Public Sector Commission (VPSC). This survey is 

designed to evaluate staff satisfaction with our organisation and its employment practices. 

Conducted annually, our consistently high participation rates underpins our workforceõs 

trust in the importance we place on using this feedback as a key component of our 

continuous pursuit of workplace improvements. 

The results of the People Matter Survey offer valuable insights that enable us to formulate 

strategies that enhance inclusion and wellbeing, eradicate negative workplace behaviours 

and ensure that the public sector workforce mirrors the diversity of the Victorian 

community. The survey assists in our understanding of employee engagement and job 

satisfaction, this allows us to create the most conducive work environment for our staff. 

  

The most recent People Matter Survey was carried out in May 2025. The results from this 

survey will serve as a valuable gauge of employee psychological health and wellbeing, 

workplace culture, managerial support, leadership, and the level of engagement and value 

our employees perceive in their workplace. The survey results will also furnish us with 

comprehensive workplace demographic data that will bolster our commitment to enhancing 

opportunities for equity, diversity, and inclusion. 
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Furthermore, these results will facilitate the revision of existing team action plans, building 

upon the achievements from 2024. These plans are designed to concentrate on specific 

areas such as: 

¶ psychological health and wellbeing 

¶ learning and development 

¶ communication and engagement 

¶ workload management and escalation 

¶ empowerment 

¶ enhancement of team building, and  

¶ to bolster our commitment to augmenting opportunities for equity, diversity and 

inclusion. 

We received a high response rate from the survey results, compared to both the 

comparator group and the broader VPSC. The highest scoring results were in relation to 

safety climate, manager support and leadership, inclusion and job enrichment.  

A large proportion of staff have expressed their intention to continue working for East 

Gippsland Water, and we take pride in being an employer of choice and maintaining a high 

level of public trust. 

We also undertook the People at Work Survey, which assists us to identify and measure 

risks to the psychological health and safety of our employees. Corrective actions are 

identified and working groups have been established throughout the organisation to 

empower employees to make decisions that help keep them and the community safe. 

To further monitor staff satisfaction, we collect and consider feedback as part of the 

personal development planning and review process, as well as our staff exit process. 

WORKFORCE INCLUSION 

We are committed to engendering a culture of inclusivity in everything we do and 

supporting a diverse workforce that upholds a workplace culture based on our core 

organisational values. The community we live and work in is becoming increasingly diverse, 

with a significant Indigenous culture, multicultural groups and a strong farming community. 

Historically diversity has covered gender, age, disability, race and nationality. Diversity is 

now considered more holistically, with consideration given to the strengths that can be 

leveraged from people with different backgrounds, lifestyles, abilities and opinions. 

Each year, we implement a range of actions to drive sustainable and genuine change and 

encourage people of all abilities and backgrounds to build a rewarding career and achieve 

their full potential. Our Equity, Diversity and Inclusion (EDI) Plan, which aligns to the 

Victorian water industry peak body VicWaterõs EDI strategic plan 2024-28, highlights our 

key initiatives to promote and enhance the diversity of our workforce, and achieve better 

inclusion outcomes for our employees in line with the priorities of the Victorian water 

sector. 
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We continue to be actively involved in VicWater programs to strengthen collaboration, 

including the Diversity and Inclusion Steering Committee and WaterAble working group. 

These networks provide greater opportunity for cross-corporation collaboration for 

enhanced inclusion outcomes for the Victorian water sector. 

In 2024/25, we actively participated in and promoted Wear it Purple Day (LGBTQI+ 

inclusion) and International Womenõs Day events, as well as participating in WaterAble 

workshop days, to identify key procedural improvements to accessibility and employment 

outcomes for people with disability. 

As a key pillar to our EDI Plan, gender equality continues to be a key focus of our inclusion 

activities. As we reflect on the outcomes from our first Gender Equality Action Plan, we 

continue to be involved in the industry-based Community of Practice and work with other 

water corporations to identify and address barriers for gender equality in the water industry. 

¶ We are also proud to be involved with programs at a regional and local 

community-based level. Our work in this area recognises the efforts of our 

stakeholders, including: 

¶ The GEA partnership groups, including active involvement in development 

activities for the Women in Leadership network  

¶ Collaborating on common issues with other local government agency partners 

under a Shared Services Agreement 

Gippsland Regional Water Alliance, in the development of a shared employment pathways 

program to address common barriers to attracting and retaining new talent to regional 

water corporations and creating support networks to enhance the employee experience for 

graduates and trainees 

¶ Collaboration with local secondary schools and Gippsland East Local Learning 

and Employment Network (GELLEN) to support work experience opportunities 

and career exploration. 

During 2024/25, we continued to work with the GEA GLaWAC working group to contribute 

to the Aboriginal Workforce Strategy for the region and assist with the development of a 

cultural competency framework that will apply to all public sector staff in the Gunaikurnai 

catchment.  

We will continue to support the development and implementation of the Strategy 

throughout 2025/26, as well as reflecting on our own workplace practices and 

improvements that we can make now to increase our own awareness and cultural safety. 
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Key diversity and inclusion targets and the outcomes 

 

2025 VicWater Targets 2025 East 

Gippsland Water 

Targets 

2024/25 East Gippsland 

Water Outcomes 
2023/24 East Gippsland 

Water Outcomes 

40:40:20 gender balance in 

senior leadership positions 

  

  

  

  

Gender balance (40:40:20) 

across the organisation 

  

  

A reduction in gender 

segregation in all areas*** 

40:40:20 gender 

balance in senior 

leadership 

positions  

  

  

  

40:40:20 across 

the organisation 

  

A reduction in 

gender 

segregation in all 

areas 

14:86 gender balance at 

executive and MD level 

  

31:69 gender balance at 

top 3 levels of organisation 

  

25:59:2 across the 

organisation 

(14% prefer not to say) 

  

Not yet formally identified - 

Improving Workforce 

segregation is a key activity 

captured in our Gender 

Equality Action Plan 

 

14:86 gender balance at 

executive and MD level 

  

31:69 gender balance at top 

3 levels of organisation. 

  

  

  

  

Not yet formally identified ð 

information will be available 

in line with 2026 Gender 

Equality Progress Report 

submission 

10% of our workforce 

identify as a person with a 

disability, including 

neurodiversity**  

7% differing 

abilities 

  

3% differing abilities 1% differing abilities 

20% of our workforce 

identify as having a 

multicultural background**  

14% multicultural 

inclusion 

26% multicultural inclusion 9% multicultural inclusion 

2.5% of our workforce 

identify as Aboriginal and/or 

Torres Strait Islander** 

2.5% Aboriginal 

and/or Torres 

Strait Islander 

5% self-identify as 

Aboriginal or Torres Strait 

Islander 

3% self-identify as Aboriginal 

or Torres Strait Islander 

35% of our workforce 

identify as carers, with 

caring responsibilities for 

children, elderly family, a 

person with a disability or 

other caring responsibility 

35% of our 

workforce identify 

as carers, with 

caring 

responsibilities for 

children, elderly 

family, a person 

with a disability or 

other caring 

responsibility 

Not yet formally identified - 

has been included in future 

People Matter Surveys and 

recruitment application 

forms as a voluntary 

response 

Not yet formally identified - 

has been included in future 

People Matter Surveys and 

recruitment application 

forms as a voluntary 

response 

7% of our workforce identify 

as belonging to the LGBTIQ+ 

communities**  

7% LGBTIQ+ 

  

8% LGBTIQ+ 11% LGBTIQ+ 
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Flexible work arrangements 

are available to all 

employees, unless there is a 

specific operational 

constraint 

Flexible work 

arrangements are 

available to all 

employees, unless 

there is a specific 

operational 

constraint 

Flexible work arrangements 

are available to all 

employees, unless there is 

a specific operational 

constraint 

Flexible work arrangements 

are available to all 

employees, unless there is a 

specific operational 

constraint 

35% of employees work 

flexibly (through informal 

and formal flexible work 

arrangements)  

All roles are flexible 

with 35% of 

employees utilising 

informal and 

formal flexibility 

arrangements 

18%, of staff have formal 

flexible agreements in 

place 

However, all employees 

continue to have the option 

to work flexibly with our 

span of hours and where 

operational requirements 

allow  

8% of staff have flexible 

agreements in place 

  

All employees continue to 

have the option to work 

flexibly, where operational 

requirements allow 

*Takes into account the regional demographics that differentiate the East Gippsland region from 

Melbourne and urban areas. 

** This information is currently captured through the annual People Matter Survey. Declaration of 

this indicator is voluntary. 

WORKFORCE DATA  

As at 30 June 2025, the corporation employed 136 people, or 122.2 full-time equivalent 

(FTE), compared to 121 people, or 116 FTE, on 30 June 2024.  

Breakdown of staff 

Employment levels June 2025 

  All Employees Ongoing Fixed term and Casual 

  Number 

(Headcount) 

FTE Full- Time 

(Headcount) 

Part-Time 

(Headcount) 

FTE Number 

(Headcount) 

FTE 

Gender               

Men 93 88.0 76 4 77.4 13 10.6 

Women 43 34.2 30 8 31.2 5 3.0 

Self-described* n*  n*  n*  n*  n*  n*  n*  

Age               

15-24 9 9.0 5 0 5.0 4 4.0 

25-34 27 24.2 21 2 21.0 4 3.2 

35-44 31 24.4 23 7 24.2 1 0.2 

45-54 30 29.8 28 1 28.8 1 1.0 

55-64 32 29.8 25 1 25.6 6 4.2 

65+ 7 5.0 4 1 4.0 2 1.0 

Classification               

Trainees 6 6.0 0 0 0.0 6 6.0 

Technical and 

Administrative Staff 

69 59.0 56 9 57.8 4 1.2 

Field Staff 33 30.4 30 1 30.0 2 0.4 

Senior Managers  22 20.8 20 2 20.8 0 0.0 

Executive and 

Managing Director  

6 6.0 0 0 0.0 6 6.0 

Total Employees 136 122.2 106 12 108.6 18 13.6 

*n ð Figure not available. The way staff data is collected is being reviewed to enable this figure to be 

collected in the future. 
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SUPPORTING THE FUTURE WORKFORCE 

During the reporting year we hosted a number of trainees, apprentices and university 

students, providing valuable, practical experience in a range of careers on offer in the water 

industry. We run a Vacation Student Program for university students from December to 

February each year. In 2024/25 we hosted 8 students as part of this program. 

Trainees, apprentices and vacation students as at 30 June 2025 

 

 

 

 

 

 

* n ð Figure not available. The way staff data is collected is being reviewed to enable this figure to 

be collected in the future. 

EXECUTIVE OFFICER DATA 

As at 30 June 2025 , East Gippsland Water employed five Executive Officers (known as 

General Managers), excluding responsible persons (Ministers and accountable officers), of 

which one is a woman. General Managers are employed under a Public Entity Executive 

Remuneration (PEER) contract and report directly to the Managing Director. 

The breakdown of Executive Officer numbers is as follows: 

Number of Executive Officers 

 All Ongoing* 

  Number 
Variation on 

previous year 
Number 

Variation on 

previous year 

Executive Managers 5 0 5 0 

Total 5 0 5 0 

*Ongoing ð Executives responsible for ongoing functions. 

  

Staff classification Men Women Self-described Total 

Trainees and Apprentices 4 2 n*  6 

Placement Students 1 0 n*  1 

Total 5 2 n*  7 
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Executive Officers ð Gender 

Executive Officers - gender 

  Men Women Self-described Vacancies 

  No. 

Variation on 

previous 

year 

No. 
Variation on 

previous year 
No. 

Variation on 

previous year 
No. 

Executive 

Managers 
4 0 1 0 n*  0 0 

Total 4 0 1 0 n*  0 0 

 

Reconciliation of Executive Numbers 2025 2024 

 Executives with total remuneration over $192,800 (financial 

statements, Note 9, page 136) *  

5 5 

 

Add 

Vacancies 0 0 

Executives with total remuneration below $192,800 0 0 

Less Separations* 0 0 

 Total executive numbers at 30 June 2023 5 5 

* Note 9 in the financial statements shows the amount of remuneration paid to executive 

officers over the course of the reporting period. It does not report against vacant positions 

or separations which are included above. 

WORKPLACE HEALTH AND SAFETY  

All of Us. All of the Time. Everywhere 

East Gippsland Water promotes a safety culture focussing on putting everyone first, 

including the public. Our corporate goal is to provide quality and sustainable water and 

wastewater services in a responsive, cost effective, safe and environmentally sensitive 

manner. 

Our top priority is to continually develop and improve effective and safe work practices and 

use safe equipment to deliver services to customers, aligning with our Safety Strategic Plan 

and the Corporate Plan. 

 We maintain a Health & Safety (H&S) management system with certification to the 

international ISO 45001:2018. Our Occupational, Health & Safety (OHS) certification has 

been maintained since 2005. 
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The safety management systemõs main key objectives are: 

¶ To promote staff ownership, safety culture and safety leadership by everyone in 

all our activities 

¶ Creating a psychologically safe environment for everyone to collaborate on all 

aspects of safety 

¶ Timely management of hazard and incident reporting, investigation and control 

implementation 

¶ Investing in the development of our staff to safely and more productively 

perform, with a focus on high-risk activities 

¶ Empowering staff to make work decisions that are both safe and in the best 

interests of East Gippsland Water 

¶ Managing an effective return to work, rehabilitation or stay at work plan 

through consultation with all stakeholders including staff, WorkSafe, medical 

practitioners and our insurer 

¶ Promoting an organisational health and wellbeing program 

¶ Using innovation to continuously improve the efficiencies of safe work 

practices. 

Our Contractor Safety and Environment Management System is a critical component to 

successfully manage our high-risk construction contracts. The system provides an efficient 

approach to manage project and contractor safety risks through all stages including 

Planning, Design, Tendering and Contract Management. 

Safety-related key performance indicators are shown in the table below: 

 

Safety Key Performance indicators 2024-/ 25 

 
Audits/Inspections 

Conducted 

External Audit 

Compliance* 

Safety meetings 

conducted 

Incidents 

reported on 

time 

Result (%) 100 100 100 100 
 

*No non-conformances by external auditor. 
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Significant achievements in Health and Safety for 2024/25 included: 

¶ Maintained certification of the corporationõs H&S Management System to the 

international ISO 45001:2018 from AS/NSZ 4801 and compliance across all 

management system elements. 

¶ Continued the corporate health and wellbeing program, with an emphasis on 

monthly activities on themes, mental health and social events. 

¶ Health and Safety workplace inspections and risk assessments, which enables 

staff to complete field workplace inspections online. 

¶ Ongoing participation in the water industry as a member of the VicWater OHS 

Safety Executive Group, the VicWater OHS Network and the Water Services 

Association of Australia Health & Safety Network. 

¶ Development of a Safety Continuous Improvement Plan to investigate 

initiatives to address and monitor progress in key safety focus areas. 

¶ Successful implementation of an electronic incident and hazard reporting 

system. 

STAFF HEALTH AND WELLBEING 

East Gippsland Waterõs Health and Safety Management System focuses on ensuring staff 

have a good work/life balance and emphasises the importance of personal wellbeing 

through regular health and wellbeing initiatives and events. Each event covers a different 

physical or mental health theme from fundraising and awareness campaigns, to 

encouraging employees to actively participate in physical or mental health wellbeing 

initiatives. 

Health and wellbeing events and initiatives are coordinated by the Health & Wellbeing 

Working Group. This group is made up of representatives from across the organisation and 

activities encourage staff to consider their personal wellbeing as an important contributing 

factor to their employee experience. 

We continue to align these activities with our Safety Strategic Plan and Health & Wellbeing 

Framework, which outlines the organisationõs commitment to promoting, protecting and 

supporting the mental health and wellbeing of our workforce. These plans provide a guide 

to embedding safety systems and processes that supports our vision of an engaged 

workforce that is physically and mentally healthy and safe. This year we continued our focus 

on upskilling our leaders and people in psychosocial hazard and risk, and in the importance 

of supporting and enabling a psychologically safe workplace. 

During 2024/25, health and wellbeing themes, fundraisers and awareness campaigns 

included mental and physical health topics such as bullying in the workplace, bowel cancer, 

and heart health, and a particular emphasis on mental health and asking for help during 

Menõs Health Week. 
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We continued to provide cross-team social opportunities, including barbecues and lunches 

to mark RU OK Day and World Mental Health Day. We also actively promoted support 

services available through local providers and our Employee Assistance Program. 

EMPLOYEE ASSISTANCE PROGRAM  

Our Employee Assistance Program (EAP) is an ongoing initiative offering staff and their 

families confidential counselling and support for personal and workplace issues that may 

impact on their wellbeing and work capability. The corporation employs the services of a 

qualified independent counsellor, who regularly visits work sites to discuss any issues with 

staff in the strictest confidence. 

The EAP service was maintained throughout 2024/25. We responded to additional 

pressures on our workforce by actively promoting the various services provided by our EAP 

provider, Converge International, and utilising a range of initiatives to keep in touch and 

provide support, such as: 

¶ Increased staff training for accredited mental health first aid and contact 

officers, available to provide support directly to staff as needed. 

¶ Promoted initiatives to keep our people connected, including monthly wellbeing 

and inclusion activities and a fortnightly staff newsletter 

¶ Updating our intranetõs wellbeing page with resources, articles and links to 

other support services and organisations 

¶ Circulating relevant articles, events and the monthly Converge International e-

magazine ôFlourishõ, providing relevant resources for mental, physical and 

emotional wellbeing. 

HEALTH AND SAFETY 

Number of Incidents/Lost-Time Incidents  

Hazard reporting and incident investigation remains an effective tool to assess the 

effectiveness of East Gippsland Waterõs safety system, including the timeliness of reporting 

all incidents. 

There were 32 incidents in 2024/25, which is a decrease of 24 percent from the previous 

year, which shows an improved effectiveness in the safety system. All significant incidents, 

whether a near hit or an injury, were formally investigated so that suitable preventive 

controls could be agreed and implemented. 

Correspondingly, the number of reported hazards of 112 in 2024/25 was similar to the 

previous year, which highlights our strong staff safety leadership to identify hazards and 

maintaining a safe workplace. The overall severity of incidents to our staff remained low as 

per the previous year.  
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All incidents are tabled at regular committee and Board meetings. Significant incidents, 

including high potential near misses, are subject to a formal investigation to determine the 

cause and build in preventive controls. 

 

Total Health and Safety Incidents Reported (per 100 Full-time Equivalent staff1) 

Incidents 2020/21  2021/22  2022/23  2023/24  2024/25  

Number of reported incidents 51.57 35.45 49.53 36.12 26.19 

Number of reported hazards 104.21 109.09 117.75 94.58 92.47 

Number of lost time standard 

claims 
1.05 0.90 1.86 0.86 0 

Number of medical treatment 

incidents  
0 0 0 0 0.82 

Average cost per claim $1,647 2 $1,769 $0 $5,506 $959 

WorkSafe estimate of 

outstanding claim costs2  
$0 $448,312  $453,441  $6,668 $6,668 

 

       1 ð In 2024/25 we had 122.2 Full Time Equivalent staff. 

       2 ð This is a combination of actual costs, plus a statistical claim estimate across one long-term claim 

(June 2020) as at 2 July 2022. This cost is an actual cost, not a rate per 100 FTE. 

 

Average Time Lost  

ôAverage time lostõ is the average time lost from work, per incident, in days. For the purpose 

of this indicator, 12 months (220 days) is the maximum time for any single incident. It is 

calculated against total incidents recorded, as well as against lost time incidents. 

 

Average Time Lost =       Number of Working Days Lost 

  Number of Incidents in the Period 

Average Lost Time 

 2020/21  2021/22  2022/23  2023/24  2024/25  

Days lost per 

total incidents 
0.03 0.05 0.24 0.02 0.00 

Days lost per 

lost time 

incident 

1.50 2.00 6.50 1.00 0.00 
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Asset Management 

East Gippsland Water is responsible for delivering quality water and recycled water services 

to customers through the planning, creation, augmentation, operation and maintenance of 

an extensive range of infrastructure assets. These assets comprise water and sewerage 

networks and include pipes, pumps, storages, treatment plants and equipment, in addition 

to depots and office buildings. 

Providing services that our customers value is at the forefront of our asset management 

decision making, with the services tailored to meet their needs, and associated assets 

structured to provide these services. 

Our Asset Management Policy aims to achieve the safe, reliable, cost effective and efficient 

delivery of services to both existing and new customers. During the reporting period East 

Gippsland Water worked to ensure that assets were being managed safely and with 

minimal environmental impact. 

In the 2024/25 financial year we participated in the Water Services Association of Australia 

- Asset Management Customer Value project. This will assist us identify further continuous 

improvement activities to support us in continuing to mature our systems and processes to 

improve the reliability, cost effectiveness and delivery of services to our customers. 

Our compliance with the Asset Management Assessment Framework (AMAF) has also 

continued to improve. The AMAF is a non-prescriptive, devolved accountability model of 

asset management that requires compliance with 41 mandatory requirements. 

East Gippsland Water is currently compliant with 37 of the 41 mandatory requirements. 

These requirements can be found on the Department of Treasury and Finance (DTF) 

website (www.dtf.vic.gov.au/infrastructure-investment/asset-management-accountability-

framework). 

ASSET PLANNING 

Our 20-year capital works program outlines the planned upgrade and renewal of assets for 

the long-term. This program informed our 2023-2028 Price Submission and it is updated 

regularly based on business risk and customer needs. 

To formulate the works program, East Gippsland Waterõs customer demand forecasts, 

proposed developments, water resource modelling, water and sewerage hydraulic models 

and treatment plant capacity assessments continue to be reviewed and updated. These 

models, together with asset data, such as asset age and asset condition, are key inputs to 

developing, reviewing and updating our asset management plans - to plan for the future of 

our assets to meet customer demands. 

In addition, we continue to consider innovative approaches to meet future asset needs 

through new technology, including adaptive planning principles and appropriate industry 

best practice. 

http://www.dtf.vic.gov.au/infrastructure-investment/asset-management-accountability-framework
http://www.dtf.vic.gov.au/infrastructure-investment/asset-management-accountability-framework
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NEW ASSETS AND PROJECTS 

The 2024/25 period marked the second year of a five-year capital works program worth 

more than $115 million. Capital expenditure for the year totalled $26.68 million, which 

included the finalisation of $16.72 million in completed asset renewals and capacity 

upgrades. 

The program was designed to maintain high-quality, reliable water supplies and sewerage 

services for customers, while also catering for population growth. East Gippsland Water 

continued to work closely with regulators and stakeholders, including the Gunaikurnai Land 

and Waters Aboriginal Corporation (GLaWAC), to ensure cultural heritage requirements 

were embedded in project planning and delivery. 

Portfolio value by category: 

¶ Renewals: $11.6 million (44%) 

¶ Regulatory Compliance: $8.9 million (33%) 

¶ Growth: $4.8 million (18%) 

¶ Corporate / Systems / Other: $1.4 million (5%) 

Key projects during the reporting period included the following: 

Wy Yung No.1 Storage Refurbishment ($5.31M, Renewals) 

Major renewal of a critical clear water storage, including liner and cover replacement. 

Completed in 2024/25, this project secures long-term supply reliability for the Bairnsdale 

system. 

Paynesville Water Recycling Plant ð Winter Storage Expansion ($4.37M, Regulatory) 

Stage one works were completed in 2024/25, with expanded effluent storage now in place 

to support irrigation reuse during wet weather periods. 

Bairnsdale Wastewater Recycling Plant Interim Upgrades ($2.27M, Regulatory) 

Delivered targeted capacity and treatment improvements, strengthening wet weather 

resilience and maintaining environmental compliance. 

Buchan Water Tanks Renewal ($695K, Renewals) 

Replacement of township clear water storage tanks progressed and achieved substantial 

completion in 2024/25, providing improved supply reliability and operational safety. 

Hydraulic Model Builds (Water and Sewer, $1.0M combined, Growth) 

Completed during 2024/25, delivering updated system models to guide master planning 

and ensure growth servicing capacity. 
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Gravity Sewer Relining Program (3.1km, Sewer Renewals) 

Extended the life of critical sewerage assets in multiple townships, reducing infiltration and 

improving network performance. 

Watermain Renewals (Orbost, Paynesville, Bairnsdale, Nicholson Street) 

Delivered over 2km of replacement mains, improving supply reliability and providing 

headroom for future growth in key service areas. 

Pump Station and Treatment Component Renewals 

Renewed pumps, valves, actuators, and control systems across multiple sewer and water 

pump stations, ensuring reliability and operator safety. 

OTHER ASSET RENEWALS 

We continued our ongoing program of renewal and improvement works across the network, 

aimed at improving reliability, performance, efficiency, and safe operator access. 

Key projects included: 

¶ Renewal of 730m of watermain on Lochend Road, Orbost. 

¶ Renewal of 550m of watermain at the entrance to Paynesville. 

¶ Upgrade of 500m of watermain in Bairnsdaleõs Bosworth Road industrial 

precinct to support future industrial and commercial capacity. 

¶ Replacement of 200m of ageing watermain in Nicholson Street, Orbost. 

¶ Completion of a program to clean and reline 3.1km of gravity sewers across 

priority townships. 

¶ Renewal of pumps, valves, actuators and control systems across multiple water 

and wastewater facilities. 

¶ Delivery of safety and access upgrades across treatment plants, including 

platforms, barriers, and improved disinfection systems. 

 

We invested $26.68 million in capital works in 2024/25, with the majority directed towards 

asset renewals (44%) and regulatory compliance (33%) to secure core service reliability and 

environmental performance. Growth-related projects (18%) ensured the organisation 

remains positioned to service a growing customer base, while investment in corporate 

systems (5%) improved planning, digital capability, and operational resilience. 

The mix of completed major projects ñ including the Wy Yung No.1 Storage Refurbishment 

and the delivery of updated Water and Sewer Hydraulic Models ñ demonstrates strong 

delivery performance, while continued renewal programs and targeted compliance 

investments ensure ongoing protection of public health, environmental outcomes, and 

service reliability. 



  

 
81 

East Gippsland Water Annual Report 2024/25 

 

Supervisory Control and Data Acquisition  

Supervisory Control and Data Acquisition (SCADA) operates continuously, using remote 

monitoring to detect faults and performance issues at our key water and water recycling 

facilities. This ensures timely alerts, helping us maintain reliable service delivery and 

minimise disruptions for our customer community. 

To support this, the team has been continuously upgrading ageing SCADA equipment, as 

some components have become obsolete with newer versions now available. These 

upgrades not only improve operational efficiency and system resilience but also enhance 

safety for our staff, reducing the need for manual fault detection and enabling quicker, 

safer responses to potential issues. 

DEVELOPER WORKS AND SUBDIVISIONS 

 

New services properties 

  2021/22  2022/23  2023/24  2024/25  Total 

increase 

Water 27,438 27,744 28,312 28,611 299 

Sewer 23,269 23,551 24,047 24,283 236 

Total new 

services 

        535 

 

MAINTENANCE AND RENEWAL OF ASSETS 

We are committed to delivering a high quality, reliable and efficient water and sewage 

services to our customers. To achieve this, we rely on a dedicated team of Operations and 

Maintenance staff and regularly review our criticality and risk-based approach to 

maintenance schedules, this ensures optimal infrastructure performance and reliability in a 

cost-effective manner. 

In addition, contractors play a valuable role across areas of operations and maintenance, 

bringing the added benefit of specialist expertise along with access to emerging 

technologies.     

Our ongoing maintenance programs in 2024/25 included proactive: 

Sewer Maintenance 

¶ A total of 50 sewer pump stations have been serviced to ensure that optimal 

performance and efficiency is met 

¶ 14,982m of sewer jetting has been performed in an effort to provide on going 

reliable sewage services to our customers 

¶ 1,065 Manhole inspections have been carried out identifying partial blockages, 

infiltration and updated condition assessment 
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¶ A total of 6 valve replacements have been carried out as a result of 

identification through routine valve inspection programs 

¶ 35 sewer air valves have been serviced  

¶ CCTV continues to be a valuable method to condition assessing our 

underground gravity assets with over 13km of gravity sewer inspected within in 

the last financial year. 

 

Inflow and Infiltration Within the Sewer Gravity Network 

Visual and CCTV inspections of the sewer network continue to provide valuable data that 

assists in the identification, monitoring and rectification of defects that are attributed to the 

inflow of storm water into the sewer network. 

In addition to the inspection program initiatives such as manhole raises, relining and 

planned repairs have been carried out to reduce the impact of I&I in our network and 

treatment facilities. 

 

Water Reticulation Maintenance 

¶ Total of 153 air valves were serviced 

¶ 390 water stop valves have been exercised and inspected  

¶ 49 water pumps station serviced to ensure asset longevity and efficiency 

¶ We continue to improve SCADA capabilities at our water pump stations allowing 

for greater remote access and operation     

¶ Remotely Operated Vehicles or ROVõs were utilised to inspect storages and 

tanks, this strategy significantly decreases associated safety and water quality 

risks associated with conventional methods such as divers or draining 

storages. 

¶ High velocity water mains flushing was implemented in targeted areas to 

remove bio films and improve overall water quality and aesthetics. 

ODOUR 

We manage odour risks across our entire sewerage network, including manholes, pump 

stations, and water recycling plants. A dedicated database is maintained to record and 

track odour incidents, enabling us to respond quickly to customer reports and proactively 

plan mitigation measures. 

The Lakes Entrance Water Recycling Plant (WRP) has been the focus of ongoing odour 

management works. 

Recent activities to manage odour at the Lakes Entrance WRP include: 

¶ Replacement of the inlet screening system with a more efficient and reliable 

model. This has improved solids removal and increased the reliability of the 
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water recycling process. The new system was commissioned in March 2024 

and the project was completed in June 2025. 

¶ Design of upgrades to the existing odour control system to increase capacity 

and replace odour covers at upstream process units in poor condition. The 

upgraded system is expected to be fully operational by July 2026. 

DISCLOSURE OF ASSET MATURITY ASSESSMENT 

The following sections summarise East Gippsland Waterõs assessment of maturity against 

the requirements of the Asset Management Accountability Framework (AMAF). 

The AMAF is a non-prescriptive, devolved accountability model of asset management that 

requires compliance with 41 mandatory requirements. These requirements can be found 

on the Department of Treasury and Finance website (www.dtf.vic.gov.au/infrastructure-

investment/assetmanagement-accountability-framework). 

East Gippsland Waterõs target maturity rating is ôcompetenceõ, meaning systems and 

processes are fully in place, consistently applied and systematically meeting the AMAF 

requirement. The next continuous improvement plan was developed in 2024/25, the Total 

Asset Management and Maintenance Optimisation Program. Implementation of this 

program began in December 2024 to expand system performance above AMAF minimum 

requirements. 

Leadership and Accountability  

East Gippsland Water is compliant with most requirements in this area. There is no material 

non-compliance reported in this category and 4 non-material non-compliances, and there is 

a plan in place to improve East Gippsland Waterõs maturity rating.  

Planning 

East Gippsland Water is compliant with this requirement, with a plan in place to increase 

maturity in this area.  

Acquisition 

East Gippsland Water is compliant with this requirement, with a plan in place to increase 

maturity in this area.  

Operation  

East Gippsland Water is compliant with this requirement, with a plan in place to increase 

maturity in this area.  

Disposal  

East Gippsland Water is compliant with this requirement, with a plan in place to increase 

maturity in this area.

http://www.dtf.vic.gov.au/infrastructure-investment/assetmanagement-accountability-framework
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Other Information 

CONSULTANCY EXPENDITURE 

Details of consultancies (valued at $10,000 or greater) 

In 2024/25, there were 25 consultancies where the total fees payable to each consultant 

was $10,000 or greater. The total expenditure incurred during 2024/25 in relation to these 

consultancies is $9.326 million (excl GST). 

Details of individual consultancies are outlined on our website, at egwater.vic.gov.au.  

Details of consultancies (valued at less than $10,000) 

In 2024/25, there were 26 consultancies engaged during the year, where the total fees 

payable to each consultant was less than $10,000. The total expenditure incurred during 

2024/25 in relation to these consultancies was $62,392 (excl GST). 

DISCLOSURE OF MAJOR CONTRACTS 

East Gippsland Water did not enter into any major contracts during 2024/25. A ômajor 

contractõ is a contract entered into during the reporting period valued at $10 million or 

more. 

CAPITAL PROJECTS 

East Gippsland Water manages a range of capital projects each year as part of its 

commitment to delivering reliable, safe, and sustainable water and wastewater services. 

None of the capital projects completed during the 2024/25 financial year exceeded the 

disclosure threshold of $10 million. 

For further information on capital projects managed by East Gippsland Water and the 

broader Victorian public sector, please refer to Budget Paper No. 4 ð State Capital Program 

(BP4) available on the Department of Treasury and Financeõs website: 

www.budget.vic.gov.au/budget-papers. 

FREEDOM OF INFORMATION 

The Freedom of Information Act 1982 (the Act) allows public access to documents held by 

government entities, which includes right of access to documents held by East Gippsland 

Water.  

The documents comprise both those created by East Gippsland Water, or supplied to East 

Gippsland Water by an external organisation or individual, and may also include maps, 

films, microfiche, photographs, computer printouts, computer discs, tape recordings and 

videotapes. Information about the type of material produced by East Gippsland Water is 

available on the Freedom of Information page on our website. 
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The Act allows East Gippsland Water to refuse access, either fully or partially, to certain 

documents or information. 

Examples of documents that may not be accessed include:  

¶ some internal working documents 

¶ law enforcement documents 

¶ documents covered by legal professional privilege 

¶ such as legal advice 

¶ personal information about other people, and 

¶ information provided to East Gippsland Water in-confidence. 

If an applicant is not satisfied by a decision made by East Gippsland Water, under section 

49A of the Act, they have the right to seek a review by the Office of the Victorian Information 

Commissioner (OVIC) within 28 days of receiving a decision letter. 

Making a request 

Freedom of Information (FoI) requests can be lodged online at www.foi.vic.gov.au. An 

application fee of $33.60 (as at 1 July 2025) applies. Access charges may also be payable 

if the document pool is large, and the search for material, time consuming. 

Access to documents can also be obtained through a written request to East Gippsland 

Waterõs FoI Officer, as detailed in section 17 of the Act, clearly identifying what types of 

material/documents are being sought. These requests should be addressed to: 

Freedom of Information Officer 

East Gippsland Water 

PO Box 52 

Bairnsdale, Victoria, 3875 

The telephone number is 1800 671 841 and enquiries can also be e-mailed to 

foi@egwater.vic.gov.au. 

Freedom of Information Statistics 

During the reporting period East Gippsland Water received one Freedom of Information 

request from a member of the public. The request was acceded to within the 30-day time 

period. The request was not subject to a complaint/internal review by OVIC, nor appealed to 

VCAT. 

Further information 

Further information regarding the operation and scope of Freedom of Information can be 

obtained from the Act, and regulations made under the Act, and at ovic.vic.gov.au. 
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ADDITIONAL INFORMATION AVAILABLE ON REQUEST 

In compliance with the requirements of the Standing Directions of the Minister for Finance, 

details in respect of the items listed below have been retained by East Gippsland Water and 

are available (in full) on request from its Freedom of Information Officer (details above), 

subject to the provisions of the Freedom of Information Act 1982: 

¶ Details of publications produced by East Gippsland Water about itself and how 

these can be obtained. 

¶ Details of any major external reviews carried out on East Gippsland Water. 

¶ Details of major research and development activities undertaken by East 

Gippsland Water. 

¶ Details of major promotional, public relations and marketing activities 

undertaken by East Gippsland Water to develop community awareness of the 

corporation and its services (see the Community Engagement sections of this 

annual report and our website, egwater.vic.gov.au). 

¶ A list of major committees sponsored by East Gippsland Water, the purposes of 

each committee and the extent to which the purposes have been achieved (see 

also pages 17, 21 and 40 of this annual report). 

¶ Details of changes in prices, fees, charges, rates and levies charged by East 

Gippsland Water. 

¶ Details of all consultancies and contractors including: 

o consultants/contractors engaged 

o services provided, and 

o expenditure commitment for each engagement (see also our website, 

egwater.vic.gov.au)  

The information is available on request from: 

 

Information Officer 

East Gippsland Water 

Phone: 1800 671 841 

Email: egw@egwater.vic.gov.au 

 

Additional information included in this annual report  

Details in respect of the following items have been included in East Gippsland Waterõs 

annual report, on the pages indicated below: 

¶ A statement that declarations of pecuniary interests have been duly completed 

by all relevant officers (page xx). 

mailto:egw@egwater.vic.gov.au
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¶ Details of assessments and measures undertaken to improve the occupational 

health and safety of employees (the Health and Safety section ð pages xxx).  

¶ A general statement on industrial relations within East Gippsland Water and 

details of time lost through industrial accidents and disputes (the Staff Health 

and Wellbeing section ð pages xx). 

 

Information that is not applicable to East Gippsland Water 

The following information is not relevant to East Gippsland Water for the reasons set out 

below: 

¶ Details of shares held by a senior officer as nominee or held beneficially in a 

statutory authority or subsidiary (no shares have ever been issued in East 

Gippsland Water) 

¶ Details of overseas visits undertaken including a summary of the objectives 

and outcomes of each visit (no board directors or senior executives took 

overseas work-related trips). 

COMPLIANCE WITH THE PUBLIC INTEREST DISCLOSURES ACT 2012 

The Public Interest Disclosures Act 2012 (the Act) enables people to make a disclosure 

about corrupt or improper conduct by a public officer or a public body.  

East Gippsland Water is a public body for the purposes of the Act. 

What is a public interest disclosure?  

A public interest disclosure is a complaint of corrupt or improper conduct by a public officer 

or a public body. 

ôImproper or corrupt conductõ involves substantial mismanagement of public resources, risk 

to public health or safety or the environment, or corruption.  

ôDetrimental actionõ is action taken against a person in reprisal for making a public interest 

disclosure. 

How do I make a public interest disclosure? 

You can make a public interest disclosure about East Gippsland Water or its Board 

members, officers or employees by contacting IBAC (details below).  

East Gippsland Water is not able to receive public interest disclosures. 

We have established procedures for the protection of persons from detrimental action in 

reprisal for making a public interest disclosure about East Gippsland Water, its Board 

members, officers or employees. You can access our procedures on our website at 

egwater.vic.gov.au/customer-info/public-interest-disclosures. 
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Independent Broad-Based Anti-Corruption Commission (IBAC) Victoria 

Address:  Level 1, North Tower, 459 Collins Street, Melbourne Victoria 3000 

Mail:   IBAC, GPO Box 24234, Melbourne Victoria 3001 

Internet:  www.ibac.vic.gov.au  

Phone:   1300 735 135  

Email: See the IBAC website, www.ibac.vic.gov.au for the secure email disclosure process, 

which also provides for anonymous disclosures.  

GOVERNMENT ADVERTISING EXPENDITURE 

During the 2024/25 reporting year our government campaign advertising was nil. 

INFORMATION AND COMMUNICATION TECHNOLOGY (ICT) EXPENDITURE 

For the 2024/25 reporting period, East Gippsland Water had a total Information and 

Communication Technology expenditure of $2,467,000 with the details shown below: 

 

Information and Communication Technology expenditure 2024/25 ($) 

 

All operational ICT 

expenditure 

ICT expenditure relating to projects to create or enhance ICT 

capabilities 

Business as Usual 

ICT expenditure 

 

(Total) 

 

Non-Business As 

Usual (non-BAU)  

ICT expenditure 

 

(Total = Operational 

and Capital 

Expenditure) 

Operational 

expenditure 

Capital expenditure 

2,322,000  145,000  2,000 143,000  

 

These totals include SCADA service delivery costs. 

Note: 

ôICT expenditureõ refers to East Gippsland Waterõs costs in providing business-enabling ICT 

services. It comprises Business As Usual (BAU) ICT expenditure and Non-Business As Usual 

(Non-BAU) ICT expenditure. 

ôNon-BAU ICT expenditureõ relates to extending or enhancing East Gippsland Waterõs 

current ICT capabilities. 

ôBAU ICT expenditureõ is all remaining ICT expenditure which primarily relates to ongoing 

activities to operate and maintain the current ICT capability. 

 

http://www.ibac.vic.gov.au/
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REVIEWS AND STUDIES EXPENDITURE 

During 204/25 , there were eight reviews and studies undertaken with the total cost of 

$716,327. Details of individual reviews and studies are outlined below. 

Name of the 

review  

Reasons for 

review/study 

Terms of 

reference/ 

scope 

Anticipated 

outcomes 

Estimated 

cost for the 

year (excl. 

GST) 

Final 

cost if 

complete

d (excl. 

GST) 

Publicly 

available 

(Y/N) 

and URL 

Bairnsdale 

Class A 

recycled water 

network 

 

Early planning 

for delivering 

Class A 

recycled water 

to key locations 

 

 

 

Develop a 

demand 

estimate for 

potential Class 

A recycled 

water 

customers and 

identify a 

concept level 

distribution 

network  

 

 

Preferred 

concept option 

and high-level 

cost estimates 

to inform future 

planning and 

progress to 

design stage 

 

 

$50,589  complete N 

 

 

 

 

 

Lakes Entrance 

Integrated 

Water 

Management 

(IWM) Plan 

 

Identify 

integrated 

water 

management 

opportunities 

for addressing 

multi-agency, 

interconnected 

water issues for 

Lake Entrance 

Develop an 

IWM Plan for 

Lakes Entrance 

and surrounds 

following 

DEECA IWM 

guidelines 

Actionable plan 

to progress 

IWM 

opportunities 

for Lakes 

Entrance and 

surrounds 

 

$88,874  Not 

complete 

Not yet  

 

 

Paynesville 

Water and 

Sewerage 

Network Master 

Plan 

Planning for 

future growth 

and compliance 

in the 

Paynesville 

water and 

sewerage 

networks 

Develop a 

master plan 

over a 20-year 

planning 

horizon for the 

Paynesville 

water and 

sewerage 

networks 

A suite of 

recommended 

capital projects 

required to 

service growth 

and by 

compliant with 

various 

requirements 

$132,843  Not 

complete 

N 

Treatment 

Plant Capacity 

Assessments 

Technical 

review of small 

town water and 

water recycling 

treatment 

plants to inform 

future facility 

master 

planning 

Assessment of 

treatment plant 

capacities, 

capturing 

operational 

feedback and 

identifying 

deficiencies at 

a high level 

Performance, 

operability, 

capacity and 

condition 

shortfalls as 

well as areas 

for 

improvement 

for 14 WTPs 

and WRPs 

 

$148,196  $148,196  N 
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Name of the 

review  

Reasons for 

review/study 

Terms of 

reference/ 

scope 

Anticipated 

outcomes 

Estimated 

cost for the 

year (excl. 

GST) 

Final 

cost if 

complete

d (excl. 

GST) 

Publicly 

available 

(Y/N) 

and URL 

Mitchell water 

supply system 

ð groundwater 

options 

assessment 

Early work to 

inform future 

optioneering for 

water security 

of the Mitchell 

Water Supply 

System 

Hydrogeological 

assessment to 

assess the 

potential to 

utilise 

groundwater for 

augmenting the 

current Mitchell 

urban water 

supply system 

A report 

establishing if 

the Mitchell 

system can 

potentially be 

augmented 

with 

groundwater 

and 

recommend 

further 

investigations 

and actions to 

support this 

$53,759  $45,575  N 

Project 

Management 

Framework 

Improvement 

Project  

Maturing of 

Project 

Management 

Framework 

Facilitate and 

support the 

development of 

the project 

management 

improvement 

program 

A project 

management 

improvement 

program 

$70,730  $70,730  N 

Bairnsdale 

Water Tower 

Condition 

Assessment 

Improve 

understanding 

of asset 

condition and 

works required 

to manage its 

condition 

ongoing 

Complete a 

detailed 

condition and 

structural 

assessment & 

recommend 

required 

remediation & 

maintenance 

works to 

maintain the 

structure in a 

safe condition 

A report with 

recommendatio

ns on the asset 

condition and 

works required 

to manage its 

condition 

ongoing 

$73,767 $73,767  N 

Lakes Entrance 

and Metung 

Water 

Recycling Plant 

(WRP) 

Environmental 

Risk 

Assessments 

To understand 

environmental 

risks to the 

receiving 

environment 

associated with 

the operation of 

each WRP to 

inform 

operational 

matters and 

long-term 

planning. 

The 

environmental 

risk 

assessments 

focussed on 

Mississippi 

Creek, Lake 

Bunga and the 

lower Tambo 

River 

A report 

detailing the 

environmental 

risks for 

specific 

possible 

receiving 

waters 

$97,569  Not 

complete 

N 
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EMERGENCY PROCUREMENT 

East Gippsland Water did not declare any emergency events during the 2024/25 reporting 

period. All operational and service-related issues were effectively managed under Business-

As-Usual (BAU) processes, without the need to trigger emergency procurement provisions. 

This outcome reflects the strength of our proactive planning, asset management, and risk 

mitigation strategies, which support timely and controlled responses to emerging issues 

while ensuring compliance with procurement governance requirements. 

In addition to BAU responses, we remain committed to strengthening organisational 

preparedness for potential emergencies. On 28 and 29 April 2025, we conducted Exercise 

Crisi Confluxus, a comprehensive functional desktop exercise designed to consolidate the 

Emergency Management (AIIMS) Functional Role Training delivered earlier in 2025. 

The exercise consisted of four separate sessions, each simulating the management of a 

different hazard: wildfire, flood, earthquake and H5N1 bird flu. These scenarios were 

delivered through real-time òinjectsó that required active response and decision-making by 

participants. 

Approximately 50 staff members were involved, providing a safe, non-threatening learning 

environment to consolidate their training. Feedback indicated the exercise was very well 

received. 

Other objectives included testing the structure of our Emergency Management Plan and 

exploring the operations of the Emergency Management Operations Centre. The exercise 

was attended by DEECA and satisfied the Part 7a Emergency Management annual 

exercising requirements under the Statement of Obligations (General) 5-2 Incidents and 

Emergencies. 

Exercise Crisi Confluxus gave staff greater confidence in undertaking assigned emergency 

roles. Building on this success, EGW will supplement the training with a multi-agency 

exercise in 2026 to further develop collaboration and strengthen relationships with 

emergency services and agency partners. 

During the 2024/25 financial year, East Gippsland Waterõs total expenditure on Emergency 

Management-related goods and services amounted to $131,262. 

LOCAL JOBS FIRST 

The Local Jobs First Act 2003, which came into effect in August 2018, consolidated the 

Victorian Industry Participation Policy (VIPP) and the Major Project Skills Guarantee (MPSG) 

into a single legislative framework.  

Under the Act, we are required to apply the Local Jobs First policy to all projects valued at 

$1 million or more in regional Victoria. In addition, the MPSG requirement applies to all 

construction projects valued at $20 million or more. 

It is important to note that the VIPP and MPSG guidelines will continue to govern projects 

where contracts were executed before 15 August 2018, ensuring compliance with the 

framework that was in place at the time those agreements were made. 
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We are committed to creating opportunities for local businesses that actively contribute to 

social outcomes. Through this strategy, we encourage our staff to incorporate social 

considerations into procurement planning and practices. 

This includes adopting place-based approaches that address our social procurement 

objectives, strengthen our local communities, and support the growth and sustainability of 

regional small-to-medium enterprises (SMEs). 

Projects completed ð Local Jobs First Standard 

In the 2024ð25 financial year, East Gippsland Water successfully delivered two Local Jobs 

First Standard projects across regional Victoria, contributing to local employment 

opportunities and regional development. 

Wy Yung Basin No. 1 Liner Renewal and Associated Works  

The implementation of the Local Jobs First policy to this project intended to achieve the 

following values for localisation.  

a) 60% of Local content or ANZ Value-Added Activity 

b) 5,705 workhours of Victorian Standard Employees retained 

c) 2,445 workhours of ANZ Standard Employees retained 

Paynesville Water Recycling Plan Barkhill Road Fixed Irrigation 

The implementation of the Local Jobs First policy to this project intended to achieve the 

following values for localisation.  

a) 93.73% of Local content or ANZ Value-Added Activity 

b) 0.98% Apprenticeships Retained 

c) 0.98% Traineeships Created 

d) 14.02% Standard Employment Retained 

These two projects in regional Victoria had a total value of $7 million (ex GST). 

Projects commenced ð Local Jobs First Standard 

During 2024/25 we commenced one Local Jobs First Standard project and the project is 

progressing. This project, located in regional Victoria, is estimated to have a value about $8 

million (ex GST). 

Paynesville Water Recycling Plant Winter Storage Capacity Upgrade 

The implementation of the Local Jobs First policy to this project intended to achieve the 

following values for localisation.  

a) 98.84% of Local content or ANZ Value-Added Activity 

b) 0.12% Apprenticeships Retained 

c) 0.03% Cadetships Retained 

d) 0.98% Traineeships Retained 
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e) 0.30% Standard Employment Created 

f) 5.97% Standard Employment Retained 

No projects were initiated that extended across the state. In addition, the Major Project 

Skills Guarantee (MPSG) requirements were not applicable to these projects, as none met 

the threshold for inclusion under the policy. 

REPORTING REQUIREMENTS ð ALL PROJECTS 

For projects anticipated to exceed $1 million, shortlisted tenderers were required to submit 

a VIPP Plan, which was independently assessed by the Industry Capability Network (ICN) 

Victoria. In evaluating each tender, a minimum formal weighting of 10 per cent was applied 

to the local content component outlined in the VIPP Plan, ensuring that consideration of 

local industry participation was an integral part of the procurement assessment process. 

Reporting requirements ð grants (Local Jobs First) 

For grants provided during 2024/25, no Interaction Reference Numbers (IRN) were 

required. 

COMPLIANCE WITH THE BUILDING ACT 

East Gippsland Water complies with the building and maintenance provisions of the 

Building Act 1993, the Building Regulations 2018 and the National Construction Code. 

The corporationõs portfolio of buildings includes offices, combined office/depot sites, 

depots, pump stations, water and wastewater treatment plants at various locations around 

East Gippsland. The corporation is responsible for maintaining these facilities in a safe and 

serviceable condition in accordance with the Act and for providing the annual essential 

safety measures report for these assets. Either an Occupancy Permit or Certificate of Final 

Inspection, endorsed by a Registered Building Surveyor Practitioner, is obtained for new 

buildings, or upgrades to existing buildings as required. 

No major building works projects (greater than $50,000) were completed during the 

reporting period. No emergency orders or building orders were issued in relation to East 

Gippsland Water buildings and no buildings needed modification to conform with building 

standards. 

No existing buildings were required to be brought into conformity with building standards 

during the reporting period. 
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COMPETITIVE NEUTRALITY POLICY  

Competitive neutrality requires government businesses to ensure where services compete, 

or potentially compete with the private sector, any advantage arising solely from their 

government ownership be removed if it is not in the public interest. Government businesses 

are required to cost and price these services as if they were privately owned.  

Competitive neutrality policy supports fair competition between public and private 

businesses and provides government businesses with a tool to enhance decisions on 

resource allocation. This policy does not override other policy objectives of government and 

focuses on efficiency in the provision of service. 

East Gippsland Water continues to comply with the requirements of the Competitive 

Neutrality policy. 

PROCUREMENT COMPLAINTS 

Under the Governance Policy of the Victorian Government Purchasing Board (VGPB), East 

Gippsland Water must disclose any formal complaints relating to the procurement of goods 

and services received through its procurement complaints management system.  

East Gippsland Water did not receive any formal complaints through its procurement 

complaints management system in 2024/25. 

SUBSEQUENT EVENTS 

There were no events occurring after the balance date which may significantly affect East 

Gippsland Waterõs operations in subsequent reporting periods. 

LETTER OF EXPECTATIONS DISCLOSURE 

In compliance with the Minister for Waterõs Letter of Expectation, information on the 

following priority areas is provided in this annual report or on East Gippsland Waterõs 

website, egwater.vic.gov.au. 

 

Priority area In annual report On website (annual report page) 

Climate Change and Energy Page 24 - 

Customer, Community and 

Engagement 

Page 38 Community Engagement 

Strategy 2023-2028 and Annual 

Action Plan  

Recognise Aboriginal Values Page 47 - 

Recognise Recreational Values Page 48 - 

Resilient and Liveable Cities and 

Towns 

Page 49 - 

Leadership Diversity and Culture Page 64 Diversity and Inclusion Plan 

(summary) 

2024/25 Performance Report Page 95 - 
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East Gippsland Water 2024/25 

Performance Report 

With a view to improving the efficiency and consistency in the reporting of performance 

information across public sector entities, Financial Reporting Direction 27 ð Presentation 

and Reporting of Performance Information (FRD 27) requires the disclosure of such 

information in a concise statement of performance as part of an entityõs report of 

operations. 

Relevant targets and indicators included in the performance report are determined by the 

responsible portfolio Minister to ensure that consistent and comparable information is 

reported across similar entities. 

Key performance indicators 

KPI 

No. 

Key Performance 

Indicator 

2023/24 

Result 

2024/25 

Result 

2024/25 

Target 

Variance to 

prior year 
Note 

Variance 

to target 
Note 

F1 

Cash Interest Cover 

Net operating cash 

flows before net 

interest and tax/net 

interest 

payments 

9.95 8.28 2.98 -16.8% 1a 177.9% 1b 

F2 

Gearing Ratio 

Total debt (including 

finance leases)/Total 

Assets * 100 

4.82% 7.28% 8.00% 51.0% 2a -9.0% 2b 

F3 

Internal Financing 

Ratio 

Net operating cash 

flow less 

dividends/net capital 

expenditure * 100 

55.54% 44.21% 16.00% -20.4% 3a 176.3% 3b 

F4 

Current Ratio 

Current 

assets/current 

liabilities (excluding 

long term employee 

provisions and 

revenue in advance) 

1.42 1.06 0.61 -25.4% 4a 73.8% 4b 

F5 

Return on Assets 

Earnings before net 

interest and 

tax/average assets * 

100 

0.20% -0.20% -0.77% -200.0% 5a 74.0% 5b 

F6 

Return on Equity 

Net profit after 

tax/average total 

equity * 100  

0.08% -0.41% -1.10% -612.5% 6a -62.7% 6b 

F7 

EBITDA Margin 

Earnings Before 

Interest, Tax, 

Depreciation and 

Amortisation/total 

revenue * 100 

33.84% 31.26% 25.00% -7.6% 7a 25.0% 7b 
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East Gippsland Water 2024/25 Performance Report 

Notes 

1a The Corporation increased debt by $18 million in 2024/25, which was in line with 

budget. Net cashflow from operations was impacted by increased operating costs, 

primarily employee expenditure and electricity. Debt levels are expected to increase over 

the 2023-28 Price Submission period as significant investment in capital expenditure is 

undertaken to address critical infrastructure upgrades. 

1b The Corporation increased debt by $18 million in 2024/25, which increased debt levels 

to $51M, taking into account the delivery of $26.66 million in capital works. Net 

operating cash flow was impacted by the decision to cancel the Paynesville Water 

Recycling Plant desludging works, totalling $5.5M. 

2a The Corporation increased debt by $18 million in 2024/25, increasing total debt to 

$51M in line with budget. The total asset based increased by $16M in 2024/25 

primarily driven by infrastructure assets in 2023/24. Overall, the gearing ratio is still low 

when compared to other infrastructure intensive businesses. 

2b The Corporation increased debt by $18 million in 2024/25, increasing debt to $51M in 

line with budget. Our asset base increased by $16M, however this was lower than 

budget and has meant the gearing ratio for 2024/25 is lower than budget.  Our gearing 

ratio is expected to increase going forward due to a significant increase in capital 

expenditure over the coming Price Submission 2023-28 period. 

3a Net operating cashflow for 2024/25 was $3.7M higher than 2023/24, however capital 

expenditure for 2024/25 totalled $26.5M. This is $12m higher than 2023/24 and 

drove the reduced result for 2024/25. The capital expenditure profile for the next five 

years will see a decline in this ratio as annual expenditure increases significantly. 

3b Capital expenditure for 2024/25 was $26.6 million, $3.1 million higher than the budget 

amount of $23.5 million. Net operating cashflows were higher in the reporting period 

due to the cancelation of the Paynesville Recycle Water Plant desludging works, totalling 

$5.5M. 

4a The Corporation in 2024/25 held $8 million in cash holdings at the end of the period, 

$4 million higher than budget due to the timing of capital works payments. Short term 

debt increased by $3.5 million as the maturity profile of the Corporation's debt changes 

as the amount of debt increases. 

4b The Corporation is holding $4 million extra in cash than included in the budget. This was 

due the cash expenditure for capital works being delayed throughout the year, resulting 

in an uplift in spend at the end of June, however cash flow for payments will appear in 

the 2025/26 financial year. 

5a The Corporation delivered a lower profit on the back of reduced revenue received from 

developer contributed assets ($3.7 million), which are dependent on timing of delivery 

from developers. The budget included expected revenue of $5.7 million. 
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East Gippsland Water 2024/25 Performance Report 

Notes (continued) 

5b The Corporation delivered a lower profit on the back of reduced revenue received from 

developer contributed assets ($3.7 million), which are dependent on timing of delivery 

from developers. The budget included expected revenue of $5.7 million. 

6a The Corporation delivered a lower profit due to reduced revenue received from 

developer contributed assets ($3.7 million). 

6b The Corporation delivered an operating result $6M higher than budget primarily driven 

by the cancellation of the Paynesville Recycle Water Plant desludging works, totalling 

$5.5M. 

7a The Corporation delivered a lower profit due to reduced revenue received from 

developer contributed assets ($3.7 million) offset by the cancellation of the Paynesville 

Water Recycling Plant desludging works, totalling $5.5M. 

7b The Corporation delivered an operating result $6M higher than budget primarily driven 

by the cancellation of the Paynesville Recycle Water Plant desludging works, totalling 

$5.5M. 
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East Gippsland Water 2024/25 Performance Report 

Water and sewerage network reliability indicators 

KPI 

No. 

Key Performance 

Indicator 

2023/24 

Result 

2024/25 

Result 

2024/25 

Target 

Variance 

to prior 

year 

Note 
Variance 

to target 
Note 

REW 8 

Unplanned water 

supply interruptions 

No. of customers 

receiving more than 5 

unplanned 

interruptions in the 

year/total number of 

water (domestic and 

non-domestic) 

customers * 100 

0.00 0.00 0.00 0.0%  0.0%  

REW 5 

Water service - minutes 

off supply (planned and 

unplanned) 

How many minutes on 

average a customer 

was without water 

supply during a year 

26.93 14.05 24.50 47.9% 1a -42.8% 1b 

RES 1 

Sewerage service - 

sewer blockages 

Number of sewer 

blockages reported per 

100 kilometres of 

sewer main 

5.18 3.95 7.00 -20.4% 2a -43.6% 2b 

RES 6 

Sewerage service - 

sewer spills 

Number of sewer spills 

reported per 100 

kilometres of sewer 

main 

3.45 2.76 7.00 -25.4% 3a 60.6% 3b 

RES 7 

Sewerage service - 

containment of sewer 

spills 

Sewer spills from 

reticulation and branch 

sewers contained 

within 5 hours 

100.0% 100.00% 100% 0.0%  0.0%  
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East Gippsland Water 2024/25 Performance Report 

Notes 

1a We continue to prioritise safety, water quality and customer experience, this has seen 

an increase in time required for water main shutdowns. We continue to invest in valve 

maintenance programs, water main renewals and new valve installations to improve 

asset reliability and minimise any interruptions to customers. This has seen an increase 

in shutdowns for contractors utilising more of the available shutdown time to conduct 

work prioritising safety, water quality and customer experience. 

2a The past couple of years have been wet and as a result we have had less tree roots 

encroaching into the sewer mains causing a reduction in blockages. A proactive sewer 

main program has been developed within our Asset Management Improvement Plan. 

This has resulted in proactive CCTV and root cutting across our sewer main networks. 

This has resulted in lower blockages within our sewer main network. This work is 

continuing with the aim to reduce blockages throughout our network. 

2b The past couple of years have been wet and as a result we have had less tree roots 

encroaching into the sewer retic causing a reduction in blockages. A proactive sewer 

main program has been developed within our Asset Management Improvement Plan. 

This has resulted in proactive CCTV and root cutting across our sewer main networks. 

This has resulted in lower blockages within our sewer main network. This work is 

continuing with the aim to reduce blockages throughout our network. 

3a The past couple of years have been wet and as a result we have had less tree roots 

encroaching into the sewer retic causing a reduction in blockages. A proactive sewer 

main program has been developed within our Asset Management Improvement Plan. 

This has resulted in proactive CCTV and root cutting across our sewer main networks. 

This has resulted in fewer blockages within our sewer main network. This work is 

continuing with the aim to reduce spills throughout our network. 

3b The past couple of years have been wet and as a result we have had less tree roots 

encroaching into the sewer mains causing a reduction in blockages. A proactive sewer 

main program has been developed within our Asset Management Improvement Plan. 

This has resulted in proactive CCTV and root cutting across our sewer main networks. 

This has resulted in fewer blockages within our sewer main network. This work is 

continuing with the aim to reduce fewer spills throughout our network. 
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East Gippsland Water 2024/25 Performance Report 

Customer responsiveness indicators 

KPI 

No. 

Key Performance 

Indicator 

2023/24 

Result 

2024/25 

Result 

2024/25 

Target 

Variance 

to prior 

year 

Note 
Variance 

to target 
Note 

CRS 4 

Customer 

Responsiveness - water 

quality complaints 

No. of complaints per 

100 customers 

0.12 0.15 0.27 25.0% 1a -55.6% 1b 

CRS 7 

Customer 

Responsiveness - 

number of payment 

issue complaints 

No. of complaints per 

100 customers 

0.04 0.10 0.03 150.0% 2a 233.3% 2b 

CRS 3 

Customer 

Responsiveness - total 

complaints 

No. of complaints per 

100 customers 

0.20 0.51 0.37 155.0% 3a 37.8% 3b 

UPP 1 

Water bills - customers 

on flexible payment 

plans  

No. of customers with 

instalment plans 

616 663 N/A# 7.6%  N/A#  

UPP 6 

Water bills - customers 

awarded hardship 

grants  

No. of customers 

awarded hardship 

grants 

287 237 N/A# -17.4%  N/A#  

# No targets included in 2024/25 Corporate Plan. 

Notes 

1a East Gippsland Water received 40 water quality complaints, compared to 31 in the 

2023-24 financial year. The uplift in complaints was driving by colour, rising from 13 in 

2023/24 to 19 in 2024/25. East Gippsland  Water is committed to ensuring high quality 

drinking water across all our water supply regions, through improved maintenance 

practices in the water delivery network. 

1b Of the 40 water quality complaints registered in 2024-25 financial year; 15 were for 

ôTaste and Odourõ, 19 for water ôColourõ and 6 for ôOtherõ types of quality.  East 

Gippsland Water is committed to ensuring high quality drinking water across all our 

water supply regions, East Gippsland Water continues to improve maintenance of its 

water delivery network which reduces the likelihood of customer complaints. 
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East Gippsland Water 2024/25 Performance Report 

Notes (continued) 

2a East Gippsland Water received 25 billing related complaints, compared to 11 in the 

2023-24 financial year. These complaints are monitored and where a common theme is 

identified, East Gippsland Water attempt to educate customers in our monthly 

community newsletter, via social media or on the website about our services.  

Additional training was undertaken by the Customer team to identify what constitutes a 

billing compliant vs an enquiry. This is a transitional piece of work and has contributed 

to the increased billing complaints being reported for 2024/25. 

2b East Gippsland Water has increased customer support measures and introduced 

targeted awareness campaigns over the 2024-25 financial year, however as a result of 

cost of living pressure and community expectations, we have seen an increase in billing 

complaints. 

Å8 complaints related to East Gippsland Waterõs ability to charge a vacant land 

(undeveloped) water and wastewater tariff. 

Å4 complaints related to debt process and lag between EGW and third-party agent. 

ÅNumerous complaints relating to East Gippsland Waterõs invoice processing, such as 

water leak notifications, monthly invoicing and general invoice disputes. 

3a The total complaints received for the 2024/25 financial year (135), 35 related to water 

quality and 30 relating to billing complaints and 32 relating to water supply issues (i.e. 

unplanned shutdowns). This is a significant increase on the 51 complaints recorded in 

2023/24.  Additional training was undertaken by the Customer team to identify what 

constitutes a compliant vs an enquiry. This is a transitional piece of work and has 

contributed to the increased complaints being reported for 2024/25. 

3b Customer complaints are actively monitored and where possible, are investigated to 

ensure they do not re-occur in the future. Embedding the outcomes of the recently 

completed training will ensure clarity in complaints reporting and management going 

forward. 

 

Water re-use indicators 

KPI No. 
Key Performance 

Indicator 

2023/24 

Result 

2024/25 

Result 

2024/2 5 

Target 

Variance to 

prior year 
Note 

Variance 

to target 
Note 

E1 
Effluent re-use 

volume (end use) 

Percentage recycled 
99.0% 99% 100% 0.0%  -1.0%  

Notes         
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INDEPENDENT AUDITORõS REPORT 
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INDEPENDENT AUDITORõS REPORT (CONT.) 
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