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Our Vision
Busselton Water strives for the attainment of
excellence in the supply, management and
sustainability of water services
Your feedback on this Annual Report is important to us. It helps us to meet the needs of the
reader as well as meeting our statutory obligations
Readers are invited to complete a short questionnaire on page 27 and return it to
Busselton Water, PO Box 57, Busselton WA 6280
or by email to admin@busseltonwater.wa.gov.au

Cover page: Busselton Water photographic competition in celebration of
National Water Week.
Winner: Callum is encouraging customers to monitor their meter and check for leaks
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OVERVIEW SUMMARY
Busselton Water is an independent water authority that supplies water to domestic,
commercial, light industrial and special rural consumers within the town of Busselton and its
environs (the licensed area).
The areas population is around 17,900 1 , but during weekends and holiday periods this can
rise significantly. Being a sought after sea-change destination the population has been
growing at a considerable rate and this trend is expected to continue into the foreseeable
future.
Busselton’s water supply differs from most other sources in Australia because of the deep
artesian aquifers (Leederville and Yarragadee) that offer high microbiological integrity and
very low organic carbon loadings. This means that Busselton’s water supply is of the highest
quality. From bores, the water is aerated and filtered to remove iron before it is stored in
tanks at its operating plants and then pumped through approximately 295 kilometres of mains.
Busselton Water has access to a reliable, high quality water resource and is supported well
by modern treatment plants, storage facilities and network capability.
Disinfection of the water supply is currently undertaken with ultra-violet (UV) irradiation and
spot chlorination as required, however, Busselton Water is moving to full-time chlorination and
this is expected to be implemented within the next 12 to 18 months.
Backflow is always of concern and hence Busselton Water has continued with the installation
of its data collection system utilising radio frequency (RF) technology which can identify likely
sources of contamination. The RF device was piloted in 2007on 45 lots within the new Vasse
Newtown subdivision and proved to be 100% accurate against the benchmark of physical
meter reading. 2,168 RF devices have been fitted to date. The device provides Busselton
Water with a comprehensive suite of real time information and once fully implemented,
through a planned retrofitting program, will result in more efficient management, monitoring
and control of water consumption within its licensed area. An Australian Government grant of
over $750,000 was secured this year which will enable the RF meter retrofit program to be
completed within 2 years.
Water Efficiency Measures continue to be embraced by the majority of the customer base
with some decrease this year in the number of reports received of customers breaching the 2
day per week watering roster, winter sprinkler and day time sprinkler ban. In the coming year
Busselton Water will continue its community education program to ensure all are aware of the
necessity and requirements for protecting our precious resource.
In a financial sense Busselton Water maintains a robust financial position with NIL
indebtedness.

1

Australian Bureau of Statistics 2006
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MAP OF LICENCED AREA
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CHAIRMAN’S REPORT
The year was characterised by two of the most significant
events in Busselton Water’s existence

It is with pleasure I present this year’s annual report to our customers on behalf of the Board.
The year was characterised by two of the most significant events in Busselton Water’s
existence.
The signing of an agreement between Busselton Water and the Water Corporation on 12th
February to supply bulk water to the Corporation’s Dunsborough system. This was a
milestone occasion that will enable residents in Dunsborough to enjoy for the first time the
extraordinary qualities of the Yarragadee aquifer. The project is aimed at completion by the
end of October 2010.
The Board’s decision on 15th February to adopt chlorine treatment as the preferred
disinfectant regime, replacing the U.V. system, was a major decision. It was a difficult but
correct decision to make in the circumstances. The Boards expanding pipe work system
together with the increasing occurrence of the Naegleria amoebae led the Board, after
extensive investigations, to the necessity of incorporating a residual disinfectant into the
supply network. The changeover period is expected in early 2012.
During the year the Board experienced reduced economic activity in line with the global
financial downturn. The Board’s operating profit after tax for the year was $955,286 on a total
revenue of $7,227,043. This compared with profit after tax of $1,035,729 and revenue of
$6,497,307 in the previous year.
In conclusion, I would like to particularly thank all Board members for their support. In addition
I extend sincere appreciation to the management team and all staff for their contribution over
a quite difficult year.
I remain totally confident Busselton Water will continue to meet the community’s expectation
of maintaining a safe and reliable water supply while building on the Board’s proud 106 year
reputation for a quality service operation in the Shire of Busselton.

David Reid
Chairman

Busselton Water
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CHIEF EXECUTIVE OFFICER’S REPORT
Busselton Water has enjoyed another robust year and it gives me great pleasure to outline
the organisations activities and achievements within this Annual Report for 2009/2010.
The year has been notable given the considerable focus on Busselton Water by external
agencies. The organisation has been involved in:•

Implementation of the Australian Drinking Water Guidelines 2004 and the consequent
negotiations of a Memorandum of Understanding with the Department of Health

•

Participation in a water legislation reform process, albeit at a slowed rate compared to
previous years

Pleasingly, I believe Busselton Water has acquitted itself well in both of the above processes
as well as which it has concluded a contract for the supply of bulk water to the Water
Corporation for use in the town of Dunsborough. Infrastructure to accommodate this supply is
hoped to be completed by the end of October 2010.
Water quality is the organisation’s highest priority and following the commissioning of a report
into available and recommended disinfection regimes, the Board took a decision in February
2010 to implement full-time chlorination as the primary water disinfection method for
Busselton. This decision was based upon technical input from a number of highly qualified
sources and was made notwithstanding in the context of negative customer feedback on the
subject over a number of years.
Whilst finances remain robust, the organisation is mindful of a raft of pending matters which
could negatively impact upon its financial position.
With clear direction and support from the Board we have been able to implement our
strategies with confidence to achieve our goals and meet our targets. In this regard I would
like to thank our employees, not only for their application to achieve our targets, but for their
loyalty to the organisation. In the changing environment in which we operate, I believe
Busselton Water is well equipped to meet any challenges put before us.

Keith White
Chief Executive Officer

Busselton Water
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ORGANISATIONAL STRUCTURE (ABRIDGED)

Minister for Water Resources
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David Reid
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Frank Elliott, Neema Premji, William Scott,
Merryl Peet & Yvonne Robinson
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Mr Keith White
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Water Supply Pricing
Customer Accounting

Busselton Water
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Customer Services
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Licence Reporting
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Water Efficiency Measures and
Management Plans

Water Resources Planning
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ANNUAL COMPLIANCE REPORTING TO
COMMISSIONER FOR PUBLIC SECTOR STANDARDS
Busselton Water hereby reports having adopted policies, guidelines and processes which
support the public sector standards in human resource management.
Relevant
documentation contained within the Busselton Water Management Directives and Board
Policies is available for access by all staff and Board Members.
As a small independent utility, shortly to become a government owned corporation, it is
considered that standards relating to transfer, secondment and redeployment of staff are not
applicable. Considering the size of the organization it was also considered appropriate for the
Chief Executive Officer to conduct the self-assessment of the public sector standards.
I have put in place procedures designed to ensure such compliance and conducted
appropriate internal checks to satisfy myself that the statement made herein, is correct.
PUBLIC SECTOR STANDARDS IN HUMAN RESOURCE MANAGEMENT
Procedures include:
• Use of reviews conducted through “one on one” employee interviews.
• An annual review of policies adopted by the Board of Busselton Water, on
staff issues.
Outcome
The standards in Human Resource Management and the Board’s own
policies have been complied with throughout the year.
CODE OF ETHICS AND CODE OF CONDUCT
Procedures include:
• Use of reviews conducted through “one on one” employee interviews.
• Discussion through senior management meetings.
Outcome
The ethical codes have been complied with throughout the year.
Busselton Water does have a Code of Conduct, which has been communicated to employees
as follows:
•
•
•

Advice given to new employees (Awareness Program)
Intranet
General circulars (provided at least annually)

There was a single complaint relating to non-compliance with the ethical codes lodged in
2009/2010.
The following positions covered by the Recruitment and Selection Standard were advertised
during 2009/2010:
•
•
•

Accounting Officer
Administration Officer – Production and Supply
1 x Water Industry Worker

Keith White
Chief Executive Officer
26 July, 2010

Busselton Water
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REPORT ON OPERATIONS
AUTHORITY BY WHICH BUSSELTON WATER IS ESTABLISHED
Busselton Water is a public self-funding entity and is administered by a Board, the Members
of which are appointed by the Governor in Executive Council. Members serve on the Board
for a three-year term and are eligible for reappointment at the conclusion of a term.
The functions and duties of Busselton Water are set out in the Water Board’s Act 1904 (as
amended) and the Reporting Standards are detailed in the Financial Management Act 2006.
Busselton Water holds an Operating Licence issued by the Economic Regulation Authority
under the Water Services Coordination Act 1995. The licence is valid until 1 October 2021.
Details of the area covered are recorded on Plan OWR-0A-085/2B.
The Board is responsible to the Hon. Minister for Water; Mental Health, Hon. Dr. Graham
Jacobs, MLA.
OBJECTIVES OF BUSSELTON WATER
The objectives of Busselton Water are:
a)

b)

c)

Provision of Services
To provide high quality water at a minimum long term cost to the customers within
Busselton Water’s area of responsibility (operating area).
Management of Water Board Resources
To assess, plan and manage the use and protection of the resources purchased by and
entrusted to Busselton Water for the continuing benefit of the customers of Busselton
Water.
Management of Water Resources
To plan, manage and conserve (in association with the Department of Water) all
available water resources by:


Management of eight (8) Production Bores.



Monitoring of the Aquifer Performance.



Monitoring of the quality of water made available for the use and consumption by
the community.

Busselton Water operates a continuous (viz 24 hour) emergency contact service in
accordance with its operating licence requirements, and customers are able to be notified
within one (1) hour of action the operations/maintenance staff will take to combat an
emergency.

FINANCIAL OBJECTIVES


To conduct the financial affairs of Busselton Water in accordance with sound business
principles and comply with the requirements of the Water Board's Act 1904 (as amended)
and the Financial Management Act 2006 and its Operating Licence, for the benefit of
present and future customers.



To meet Busselton Water’s need for financial services information.



To provide financial planning and management functions including budget planning and
control.



To control the levying and collecting of water tariff and other charges.



To provide monthly and annual informative financial statements and performance reports.

Busselton Water
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REPORT ON OPERATIONS..
CUSTOMER BASE
Busselton Water provides quality potable water services to approximately 20,000 residents
within its operating area which includes the town of Busselton and the neighbouring environs
of Vasse, Port Geographe, Siesta Park and Wonnerup.
ADDRESS OF PRINCIPAL OFFICE
Administration Centre
1 Fairbairn Road
BUSSELTON WA 6280
PO Box 57
BUSSELTON WA 6280
Telephone : (08) 9781 0500
Website : www.busseltonwater.wa.gov.au
PUBLICATIONS
Listed below are the publications which are readily available upon request from the
Administration Centre and without cost to customers. Many documents are also available on
the website www.busseltonwater.wa.gov.au


Annual Report, including the Financial Statements and Key Performance Indicators.



Water Quality Reports.



Statement of Corporate Intent.



Customer Charter – a summary of the Customer Charter is forwarded to all customers
annually with a copy of the complete charter available on the website or upon request.



Information on Water Tariff and Headwork’s Contribution Charges.



Budget for current financial year.



Minutes of Board Meetings.



By-Laws adopted by the Board.



Strategic Development Plan. (Ten Year Financial Plan).

CUSTOMER GROUP OUTCOMES


Disability Service Plan – The Board is not required to develop a Disability Service Plan,
however the Board is aware of the key outcomes of such plans and adheres to the
principles.



Equal Employment Opportunity Outcomes – Busselton Water embraces a Policy of Equal
Opportunities in employment.



Cultural Diversity and Language Service Outcomes – every effort is made to assist
customer requests. None were received during 2009/2010.



Youth Outcomes – Busselton Water has not considered programs or policies which
specifically target young people within the age bracket of 12-25. However, it actively
promotes participation by conducting school tours of its operations and National Water
Week promotions.

Busselton Water
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Equity and Diversity Plan – As Busselton Water employs less than 50 employees, it is not
required to provide numerical performance objectives, however Busselton Water is aware
of the Government’s commitment to developing an equitable and diverse public sector
workforce which is representative of the Western Australian community at each level of
employment and which enables employees to combine work and family responsibilities.



Energy Smart Government Policy – Although Busselton Water is exempt from this
requirement, it actively pursues and adopts energy efficient practices.

EQUITY ACCESS
Busselton Water provides a general right of access to other documents and records in
accordance with the Freedom of Information Act 1992.
Initial enquires can be made to the Chief Executive Officer who the Board has appointed as
the Freedom of Information Co-ordinator.
MEDIA ADVERTISING
In accordance with section 175ZE of the Electoral Act 1907, Busselton Water incurred the
following expenditure in advertising, market research, polling, direct mail and media
advertising:
Total Expenditure for 2009/2010 $83,686
Market Advertising Organisations

Amount ($)

Gumption Communication By Design

17,169

Rotary Club Of Busselton Geographe Bay (Inc)

70

Host Direct

780

SW Precision Print
Mosman Glass Printers
Industrial Printing Company
M2 Technology

5,357
560
3,632
150

Supanova Video Production

6,900

Magwash IT

1,955

TOTAL
Market Research
Media Monitors Pty Ltd

36,573
Amount ($)
483

Strategic Marketing Research

7,350

TOTAL

7,833

Media Advertising

Amount ($)

Rural Press Regional Media (W.A.) Pty Ltd

3,262

South West Printing & Publishing

6,265

State Law Publisher Government Gazette

444

Western Australian Local Government Association

1,855

Radiowest Broadcasters

9,605

TOTAL

Busselton Water

21,431

Page 13

Poling Organisations

Amount ($)

Nil

-

TOTAL

-

Direct Mailing Organisations

Amount ($)

Zipform

8,788

Australia Post

9,062

TOTAL

17,850

Total Expenditure for 2009/2010

83,686

BUDGET
The Board approves a Draft Budget usually in April/May and the Draft Budget submission is
then forwarded to the Minister for Water; Mental Health for formal approval, as the adopted
Budget for Busselton Water.

MINISTERIAL DIRECTIVES
There were no Ministerial directives regarding the setting and achievement of operational
objectives, investment activities or financial activities during the year under review.

RECORDKEEPING PLAN
In accordance with Section 19 of the State Records Act 2000 Busselton Water is required to
have a Recordkeeping Plan. Busselton Water is also required to report on its compliance with
the Act as required by Section 61 and State Records Commission Standard 2, Principal 6.
The Registration Number assigned to Busselton Water’s Plan is RKP2003087.
Busselton Water is committed to ongoing compliance of the State Records Act 2000 and to
sound recordkeeping practises. During the 2009/2010 year Busselton Water:
•

Upgraded and improved existing site for long term storage of permanent records,
including purchase of specialised racking.

•

Appraised, sentenced and disposed of old records appropriately.

•

Ensured new staff were provided with adequate records management training.

•

Continued to be a Member of the Records Management Association of Australia.

•

Engaged a consultant to assist with the cataloguing of archival and disposable
records dating back at least 10 years.

•

Investigated long term solutions for electronic document management.

•

Initiated comprehensive research into an electronic document management system
solution for all documentation including incoming and outgoing mail, every day
electronic files, dynamic documents and vital records.

Busselton Water
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EMPLOYEES
Employees
Employees are recruited under Section 31 of the Water Board’s Act 1904 and in accordance
with recruitment policies.
Busselton Water maintains an induction program for all new employees, and continues
ongoing training for its employees.
During the year under review, employees attended training courses relative to:


Traffic Management



Traffic Control



First Aid



Confined Space



Backflow



Telstra APL Refresher



Microsoft Excel



Microsoft Visio



Business Report Writing



Project Management



Occupational Safety and Health



Use of Forklift and Excavator equipment



Taxation and Payroll training



Recruitment and selection



Contract Management

The number of employees by category is as follows:

CATEGORY (Permanent Staff)
Senior Executives
Finance/Administration
Reception Staff
Meter Reading
Purchasing
Construction/Maintenance
Water Treatment Plant Operation
TOTAL

CATEGORY (Casual Staff)
Administration
Construction/Maintenance
TOTAL

Busselton Water

FTE’s THIS YEAR
4
8
1.5
0.5
1.5
6.2
5
26.7

FTE’s THIS YEAR
0.5
0
0.5

FTE’S
PREVIOUS YEAR
COMPARISON
4
8
1.5
0.5
1.5
9.2
4
28.7

FTE’S
PREVIOUS YEAR
COMPARISON
0.8
1.0
1.8
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REPORT ON OPERATIONS..

INDUSTRIAL RELATIONS
A Collective Workplace Agreement with both Busselton Water’s Operational and
Administrative employees was in place. This new agreement runs until June 2011.
OCCUPATIONAL HEALTH, SAFETY AND RISK MANAGEMENT
Busselton Water maintains a commitment to health and safety standards and has adopted a
number of policies to support this commitment.

Policy # S004 - It is the objective of Busselton Water to ensure without compromise
that all of its workplaces are safe, healthy and accident free for all employees and
members of the public. The Board regards compliance with legislation as the
minimum standard and is committed to improving safety performance throughout all
its operations.
Understanding Occupational Health and Safety and Risk Management is a key issue,
therefore policies which address these issues have been developed by Busselton Water.
Regular meetings at employee level focus on the development of responsive action to issues
that may affect employees and have an impact on the general public. The Occupational
Safety & Health Committee meets quarterly to review all matters pertaining to OS&H.

MOD # 04.04 - Busselton Water has a Duty of Care to provide injury management
support to all workers who sustain a work related injury or illness with a focus on a
safe and early return to meaningful work and in accordance with the Workers’
Compensation and Injury Management Act 1981
Courses in First Aid have assisted employees to maintain safe work practices. Busselton
Water’s Occupational Health and Safety Program are independently assessed periodically.
A report of performance for 2009/2010 is included below:
Financial Outcomes
Ministers Approved Target
2009/2010 Actual YTD
Our People
Lost Time Injury Frequency
20.4
41.7
Rate (LTI per 1 Mill Hours)
Lost Time Injury Incidence
3.5
7.6
Rate (LTI for 100 Workers)
Duration (Average Days Lost)
2.0
4.9
Recorded Lost Time Injury’s
2.0
(YTD Incidents)
* Given the small number of employees employed by Busselton Water just one injury can
easily skew these statistics.
WORKER’S COMPENSATION CLAIMS
During the year two worker’s compensation claims occurred.
BREACHES OF PRIVACY COMPLAINTS
There were no complaints received during the year with respect to breaches of privacy.

Busselton Water
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INDEMNIFICATION OF BOARD MEMBERS
During the period ended 30 June 2010 Busselton Water paid insurance premiums in respect
of Directors Liability amounting to $7,832.00

MEETINGS OF THE BOARD
The Board’s business is transacted at a
monthly meeting which is usually held on
the third Monday evening of each
calendar month. The number of Board
Meetings held and attended during the
year by each Board Member holding office
as at 30 June 2010 is depicted in the
following table:
Occasionally Special Meetings are
convened if circumstances warrant.

Board of Directors
Meetings
Member
David Reid
Frank Elliott
William Scott
Merryl Peet
Yvonne Robinson
Neema Premji

Number
Held
14
14
14
14
14
8

Number
Attended
14
13
13
12
10
7

When appropriate, Members record any declaration of a pecuniary interest in the Members’
Interests Register. Nil declarations were made during the year.

REVENUE
Busselton Water pursues financial strategies that aim to recover the full cost of providing its
services. This includes the utilisation of reserves, the use of loan funds where appropriate,
and the raising of water tariff charges to ensure the most equitable revenue source is
acquired for the carrying out of the Board's responsibilities. Busselton Water was debt free as
at the 30th June, 2010.
Busselton Water’s objective in charging for services is to have a system which is fair and
simple to understand and administer. To this end it actively pursues with both the Economic
Regulation Authority (acting in an advisory capacity to the Minister) and the Minister for Water
(who approves Busselton Water’s charging structures), the streamlining of the water charging
regime.

LICENCE COMPLIANCE
The results achieved during 2009/2010 indicate that Busselton Water has once again
performed credibly and to an acceptable level. The major achievements of the year were:


100% compliance with all health related water quality guidelines.



Achievement of a high level of customer satisfaction and 100% of Customer Complaints
being resolved within the time frame permitted in the Operating Licence.

Busselton Water
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REPORT ON OPERATIONS..
CONSUMPTION CHARGES
The cost per kilolitre of water consumed by “Pay As You Use” residential customers was
assessed as follows:
1-150kl
151-350kl
351-500kl
551-700kl
751-1000kl
Thereafter

55c
77c
87c
1.16c
1.62c
2.67c

The cost per kilolitre of water consumed by non-residential customers was assessed as
follows:
1-1000
> 1000

1.00c
1.40c

All pricing and related information was published in the Government Gazette dated 9th
October, 2009 (page 4019) and in the Busselton-Dunsborough Times dated 9th October,
2010.

RADIO FREQUENCY (RF) DATA COLLECTION SYSTEM
Following the successful implementation of the pilot program in October 2007 within the
Vasse Newtown subdivision Busselton Water has expanded the deployment of RF water
meters to other broadacre subdivisions, including Provence and Port Geographe South.
In addition, retro fitting the meters to areas where safety, health benefits and work efficiencies
can be gained have also been implemented. These areas include Siesta Park, Dumbarton,
Ambergate Heights, Whitemoss, Light Industrial Area (LIA), Willow Grove and County Road.
This has increased the total amount of connected RF meters to 2,168 within Busselton
Water’s total network.
The system has improved the early detection of internal water leaks, and has reduced the
time taken to read water meters. RF meters would be a direct contributor to the State
Government’s waterwise objectives in achieving water conservation and demonstrates
Busselton Water’s commitment to the National Water Initiative which includes the requirement
to measure water loss.
RF metering also assists in the monitoring of backflow, through early detection, thus
minimising contamination.
In June 2010 Busselton Water received an Australian Government grant of over $750,000,
50% of the overall project cost. This grant will ensure that the RF meter retrofit program is
completed within 2 years.

Busselton Water
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CAPITAL WORKS PROGRAM
A Capital Works program amounting to $3,079,648 was undertaken during the year. Among
the significant projects undertaken were the following:


Installed new Programmable Logic Controller (PLC) and upgraded wiring at Plant 1.



Installed new transfer pump – Plant 2 to Plant 4.



Undertook power usage audit.



Installed a 450mm polyethylene water main along Ford Road.



Installed a new 375mm trunk main along the Vasse Highway to Plant 8.



Installed a new 150mm main in Queen Street, between Kent to Duchess Streets).



Installed a new 300mm main in Rendezvous Road.

Items of operational equipment acquired during 2009/10 included light vehicles, a skid steer
loader and a mobile welder/generator set.
DUNSBOROUGH BULK WATER
In 2009-2010 the Water Corporation and Busselton Water signed an agreement for Busselton
Water to supply bulk water to the Water Corporation at its western-most boundary in Caves
Road.
A requirement of the agreement was that Busselton Water install infrastructure to meet the
extra demand on its distribution system. To meet this requirement, Busselton Water
extended its distribution main in Caves Road from Toby Inlet 1300 metres westwards to its
operating area boundary. The installation of the 450mm pvc main was carried out by a
contractor (Southbound Contracting) and was completed on time and within budget.

Busselton Water
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REPORT ON OPERATIONS..
WATER PRODUCTION (EX PLANT)

YEAR

PRODUCTION (kl)

INCREASE

DECREASE

2000/2001

3,822,262

4.21%

2001/2002

3,485,137

8.82%

2002/2003

3,387,267

2.81%

2003/2004

3,690,233

8.94%

2004/2005

3,740,844

1.37%

2005/2006

3,724,307

2006/2007

4,042,759

2007/2008

3,824,270

2008/2009

4,316,496

2009/2010

4,143,587

.44%
8.55%
5.40%
12.87%
4.01%

Ex Plant Production
250,000.00

Plant 1
Plant 2

200,000.00

Plant 3

Ex Plant Production (kL)

Plant 4

150,000.00

100,000.00

50,000.00

Jul

Aug

Sep

Oct

Nov

Dec

Jan

Feb

Mar

Apr

May

Jun

Month
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WATER EXTRACTION

YEAR

EXTRACTION (kl)

INCREASE

DECREASE

2000/2001

4,070,316

6.62%

2001/2002

3,638,492

10.61%

2002/2003

3,597,139

1.14%

2003/2004

3,896,927

8.33%

2004/2005

3,922,277

0.65%

2005/2006

3,888,869

2006/2007

4,267,220

2007/2008

3,937,258

2008/2009

4,487,068

2009/2010

4,227,776

0.85%
9.73%
7.73%
13.96%
5.79%

There were an additional 426 properties connected to the Busselton Water supply network
during 2009/2010, compared with 293 in the previous year.

Extraction
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REPORT ON OPERATIONS..

STATISTICS
The following statistics are of interest and therefore included in this report:Total above ground storage

21,000

kl

Total water treatment capacity per day

42,768

kl

Total bore capacity per day

67,997

kl

Total delivery capacity L/second

1,287

L/S

295

kms

Length of Mains

Monthly extraction and production figures for the year are depicted on the above graphs.

WATER QUALITY
Samples of water are regularly collected from Busselton Water's four
Plants and other various locations throughout the Busselton townsite.
These samples are forwarded to Pathwest for bacterial analysis and
any remedial action considered necessary is carried out promptly by
Busselton Water.
Busselton Water is progressively working towards the adoption of the
Australian Drinking Water Guidelines 2004 (ADWG 2004) and has
implemented the ADWG 2004 guidelines for microbiological sampling
since April. It will adopt the ADWG 2004 guidelines for chemical
sampling as from 1 July 2010.
Busselton Water and the Department of Health are currently
negotiating a Memorandum of Understanding (MoU) and this is expected to be finalised early
in the new financial year. The MoU is an agreement between the two parties that ensures cooperation and transparency when dealing with water related issues.
Staff will continue to measure bore draw downs and monitor and evaluate pumpage rates,
undertake electrical conductivity and pH measurements. This data is used to analyse the
health of the aquifer. Busselton Water’s hydrologists (Rockwater) compile and analyse this
data on behalf of Busselton Water.
Quarterly, annual and triennial reports are then submitted to Department of Water for
consideration.
During 2009/2010 Busselton Water installed turbidity meters on the outlets to the filters at
Plants 1 and 2. The turbidity meters are connected to Busselton Water’s SCADA system and
alert the water treatment staff of any change in water quality.
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METER READING AND TESTING
All meters are read three times per year, in October, February and June. Facilities are
available for customers to keep tally of progressive consumption during the year.
Meter tests are undertaken as requested by customers on payment of the prescribed fee.
Busselton Water has approved the replacement of all water meters to take place over the
next two years with the assistance of a grant from the Federal Government. The new Radio
Frequency meters will be fitted to all properties and fire services within Busselton Water’s
licensed area and will facilitate easier reading and better information flow. Once installed, a
regular replacement program will be developed. The project is estimated to cost $1.5M with
Busselton Water sharing 50% of the cost with the Federal Government.

ENERGY CONSERVATION
Busselton Water makes every effort to reduce its energy consumption for example,
operational activities are rationalised to take advantage of off peak power which in turn
minimises organisational costs.
During 2009/2010 Busselton Water engaged a consultant to undertake an energy audit of its
Water Treatment Plants and Administration Centre. The audit was carried out in the summer
months when all plants were operating to meet peak demand. The conclusion to the audit
indicated that Busselton Water’s Treatment Plants were well run and set up to conserve
power. Hence only minor adjustments were recommended.
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COMMUNITY RELATIONS
COMMUNITY SERVICE
Busselton Water continues to fund a rebate to both owner/occupiers of residential properties
who hold a current Concession Card. The rebate is applicable to standard supply charges
and “Pay As You Use” water consumption costs, and is assessed as follows:
Standard Supply Charge/Rates:
•
•
•

Pensioners - up to 50% rebate
Seniors - up to 25% rebate
Commonwealth Seniors Health Card - up to a 50% rebate

Water Consumption:
•

Pensioners and Commonwealth Seniors Health Card - up to 50% rebate on first
350kl’s for the whole year.

A financial hardship policy was adopted this year with the intent to aid residential customers
who are currently experiencing financial hardship.
The financial hardship policy is based on six key principles.
• Enhanced communications to identify and actively engage customers in financial
hardship.
• Flexible payment arrangements to meet our customer’s needs.
• Training programs to raise employee awareness and capability.
• Build and maintain genuine relationships with key stakeholders.
• Ensure our policy and processes are transparent and accessible whilst at all
times protecting confidentiality for customers.
• Demonstrated commitment to best practice and continuous improvement.
Busselton Water is a member of the government funded financial assistance Hardship Utility
Grant Scheme (HUGS) to further assist residential customers experiencing financial hardship.
COMMUNICATIONS
Busselton Water continues to place a high priority on it communications with customers and
stakeholders. It is continually reviewing and implementing programs and identifying
opportunities in which the community can connect and engage with Busselton Water.
This year a photography competition was conducted to celebrate National Water Week and to
further promote the importance of our precious resource. Displays were also conducted in
high profile areas such as local nurseries as requested through last year’s customer survey.
In recognition of its commitment Busselton Water received a State Award for Excellence in
October for its communications during 2009 from the Public Relations Institute of Australia
(WA Division) in the category of Community Relations.
Communication has never been more important than in relation to the decision made by the
Board in February 2010 to implement full-time chlorination of the water supply. Busselton
Water made every effort to communicate to its customers the reasons for that decision.
These efforts included four public information forums and a wide range of printed and
electronic material to assist in addressing customer concerns. Busselton Water recognizes
the ongoing need for dialogue with the community to ensure accurate information is
communicated as to the need for the chlorination decision to be implemented as well as
ongoing education.

Busselton Water

Page 24

The Community Engagement Program has proved popular once again with many schools,
community groups and local events seeking Busselton Water’s participation. The Program
endeavours to provide support which encourages the adoption of good water conservation
practices and promotes the vision of Busselton Water.
Busselton Water’s customer newsletter ‘WaterSource’ is delivered direct to customers twice
per year and continues to be well received.
Last year’s annual report included a customer feedback form however; no feedback on the
report was received.
CUSTOMER SURVEY
The annual customer survey was distributed in March this year to 1000 customers in order to
ensure Busselton Water is fully aware of any changing trends within its customer base.
Key findings from the customer survey indicate that the satisfaction with Busselton’s water
supply is very high. More than 9 out of 10 respondents are either very or somewhat satisfied
with all aspects of their water supply service.
This year new questions were included to gauge customer understanding of the decision to
implement full-time chlorination of the water supply. This feedback will provide guidance in
developing new programs to further assist customers.
As in the previous year the main area highlighted for improvement is education, particularly in
the area of water conservation. This area remains important to customers and programs for
the coming year will be reviewed to address this need.
WATER EFFICIENCY MEASURES
The Board of Busselton Water supports the State Government’s Water Efficiency Measures.
These measures include the winter sprinkler ban, the two day per week watering roster and
the daytime sprinkler ban as well as the necessity to establish Water Efficiency Management
Plans with high end commercial users.
Significant work has been undertaken to establish and implement education and support
programs to ensure customers understand their obligations. Water efficiency continues to be
embraced by the majority of the community with a further decrease this year in the number of
reports received of customers breaching the 2 day per week watering roster and day time
sprinkler ban.
CUSTOMER COMPLAINTS
Busselton Water actively encourages customers to report to it when expectations are not met
– thus Busselton Water uses complaints to grow its business. There is a growing surge of
energy being directed towards effective complaints handling for research and the potential for
improving services and products.
Busselton Water encourages its customers to express by letter, phone call or personal
visitation, any concerns, which do not meet expectations and is committed to provide a
response in a timely and professional manner – avoiding inconvenience wherever possible.
During the year Busselton Water recorded a total of 65 concerns reported by customers,
compared to 28 in the previous year. The increase is mainly attributed the decision to
chlorinate Busselton’s water supply and the introduction of a Customer Contact database
which is more accurately capturing customer concerns.
100% of the concerns were satisfactorily resolved within the time frame stated within
Busselton Water’s Customer Service Charter.
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FORWARD PLANNING
Busselton Water has set out its ambitions for 2010/2011 in a document entitled “Busselton
Water – Statement of Corporate Intent 2010/2011”. The document reflects the significant
opportunities and challenges as perceived by the organisation for 2010/2011. Specifically,
Busselton Water intends to:


Continue to strongly interact with its customers



Continue to react responsibly to government mandates and guidelines in terms of
sustainable management of the State’s water resources



Refocus its efforts for mains replacement programs



Decrease its practice of being involved in the installation of new subdivisional mains



Further improve asset management regimes, operating efficiency and the quality service
provided to customers



Work hard to meet new and ever more stringent regulatory requirements



Enter into a Memorandum of Understanding with the Department of Health; and



Arrange for the installation and operation of new infrastructure required to honour
commitments which the Board has under a large scale bulk water supply contact



Continue its commitment to the installation and retrofitting of radio frequency data logging
devices for water metering purposes



Implement full-time chlorination as its primary water disinfection method

For 2010/2011 and beyond Busselton Water has a Strategic Development plan which outlines
projected revenues and expenses for a period of ten years. The plan attempts to address
customer service needs in the context of infrastructure needs, growth in the district, economic
circumstances, government compliance mandates and government policy.
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----------------------------------------------------------------------------------------------------------

ANNUAL REPORT FEEDBACK
Your feedback is important to us

What did you think?

Disagree

Neither
Agree Nor
Disagree

Agree

1. The information presented is reader friendly
2. The quality of information was of a good standard
3. The information was relevant
4. The presentation is of a high standard while reflecting the
organisation’s commitment to keeping production costs
down

If you disagreed with any of the above, please tell us why

Do you have any suggestions for improvement?

Thank you for taking the time to provide your feedback on this year’s Annual Report.
Your input helps us to provide a publication that meets our reader’s needs as well as
meeting our statutory obligations. Your contact details are welcome but not
essential.
Please forward your feedback to the Manager, Customer Services, Busselton Water,
PO Box 57, Busselton WA 6280 or email admin@busseltonwater.wa.gov.au
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