Minutes

Venue:  Sydney Water Parramatta Office

Level 5, 2 Parramatta Square, Parramatta NSW

Meeting title:

29 September 2025
9:00am — 2:00pm

Date and time:

Customer and Community Reference Group

Attendees
Independent Chair:

CCRG Members:

Joy Horton — Community Representative

Mary Karras — Ethnic Communities Council NSW
Bruce McClelland — Business Western Sydney
Stephen McMahon — Urban Development Institute of
Australia

Graham Turner — Council on the Ageing

Ross Williams — Local Government NSW

Abigail Goldberg

Guest:
Danielle Francis — Manager Customer and Policy,
Water Services Association of Australia (WSAA)

Sydney Water:

Paul Plowman — Acting Chief Executive (part)

Stuart Wallace — General Manager, Customer &
Stakeholder Engagement

Dean Page — Executive General Manager Finance,
Commercial & Digital

Rachelle Legrand — Head of Strategy Change &
Performance

Josh Isben — Head of Customer & Strategic Insights
Izzy Kerr — Customer Research Manager

Arli Miller — Head of Government, Stakeholder &
Community

Clare Porter — Head of Strategic Communications and
Corporate Social Responsibility (part)

Daniel Peacock — Head of Customer Contact (part)
Rose-Marie Siros — Customer Advocacy Manager (part)
Sharon Bowyer — Senior Customer Governance Specialist

Anna Bacik — Community Representative

Apologies/absent:

Mario Ferreira Compart — Community Representative
Douglas McCloskey — Justice & Equity Centre

Leigh Martin — Total Environment Centre

Meeting purpose:

Bi-monthly meeting according to CCRG Charter

The CCRG works with Sydney Water at a strategic level to achieve the highest possible levels of customer
focus within our practices. It supports Sydney Water to ensure that our business decisions, as set out in our
strategy, enterprise plan and regulatory submissions, are in the best interests of all Sydney Water customers
and the community and are shaped by them.

Desired outcome:

Discussion and feedback from CCRG Members

Actions

1 Welcome and Acknowledgement of Country

The meeting opened at 9:00am and the Chair welcomed participants.

Paul Plowman acknowledged country and paid respects to elders past and present.

2 | Introductions and apologies
Housekeeping

be continuing on the CCRG.

November.

The Chair noted apologies and advised that Anna Bacik had confirmed she would not

The Chair also advised that Renee Acers has joined the CCRG from the Community
Industry Group (lllawarra), replacing Donna Rogers, and will be joining the meeting in
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3 | Minutes of previous meeting and review of actions / issues log

Declaration of interests

The Minutes and action/issues log of the 4 August 2025 CCRG meeting, which had
been transmitted inter-session, were accepted.

No interests were declared.

Sydney Water and CCRG updates

4 | Acting Chief Executive Officer update

Paul Plowman advised the following:

IPART Final Price Determination has been released, accepting 95% of Sydney
Water’s revised submission. While this secures necessary funding, it results in
higher prices for customers.

WaterNSW is facing financial difficulties, unable to cover operating costs and debt.
This has led to the announcement of 250 redundancies.

Data Centres will increase Sydney Water's demand by 25%, not accounted for in
the IPART determination. They require high service levels, especially during
droughts, and cannot be subject to water restrictions. Sydney Water is working
with government and industry to explore solutions, including recycled water and
infrastructure investment. Larger Data Centre operators are able to contribute
financially due to their capital capacity and community impact awareness.

Leadership update - Darren Cleary, currently MD of Hunter Water, will join
Sydney Water as Managing Director in mid-November 2025.

Key questions and comments raised by the CCRG included:

Can Data Centres recycle their own water?

Concern over infrastructure costs being passed to Data Centres and developers -
Can’t rely on the IPART regulatory model to support funding.

Delays in delivering South West infrastructure (eg Wilton corridor lacks sewer
infrastructure)

How population growth estimates are determined, and how factors such as
migration affect them?

Will WaterNSW redundancies impact the Greater Sydney Water Strategy?

Will the new Sydney Water Board continue to support CCRG, and will the new MD
attend meetings?

Sydney Water provided the following response:

Data Centres can recycle up to 80% of their water needs, but residual demand
and wastewater impacts remain.

Regulatory models can lag behind infrastructure needs.
Data Centres differ from housing in service expectations and community benefits.
Acknowledged the delays in Wilton/South-West infrastructure delivery.

Growth estimates are based on Department of Planning data, housing targets, and
internal modelling. Population figures are critical to revenue forecasting.

Sydney Water is engaging with WaterNSW to help retain operational capability;
redundancies have so far affected only senior staff.

The new Board is being briefed on CCRG’s role. Sydney Water anticipates that
the incoming MD will attend future meetings.
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Paul Plowman thanked CCRG members for their insights and support, noting this was
his final meeting as acting CEO. The Chair expressed appreciation for Paul's
contributions and candour and noted the value in MD engagement with CCRG.

5 | General Manager update
Stuart Wallace provided an update on the following:

¢ Price determination - the price increase is effective from 1 October and will
impact customers over the coming months as quarterly bills arrive.

e Affordability campaign has been launched to promote the range of support
options.

e PFAS Parliamentary Inquiry highlighted opportunities to improve transparency in
water quality reporting. Sydney Water currently publishes data from Cascades and
will expand reporting to other sources. DCCEEW is coordinating the overall
response to the inquiry.

¢ Community engagement - Sydney Water recently participated in the Cabramatta
Moon Festival.

e Northern Suburbs Ocean Outfall Sewer (NSOOS) Project - the heritage and
education strategy to communicate the significance and purpose of the NSOOS
project is being finalised. A community sentiment survey will be launched to
monitor impacts over the six-year duration of the project.

6 | CCRG Chair and Member update

Graham Turner advised that he had attended the first two meetings of the Sydney
Desalination Plant (SDP) Customer Advisory Panel. Sydney Water has shared
customer engagement research data with SDP.

Price Proposal

7 Presentation: IPART’s Final Price Determination
Dean Page and Stuart Wallace provided an update on IPART’s Final Price
Determination and Sydney Water’s customer communications including:

e Residential bills: Typical household bills will increase by $168 (13.8%) in the first
year.

¢ Non-residential bills: Increases range from 3.4% to 6.6% per year, with larger
water users seeing smaller percentage impacts.

¢ National comparison: After the price increase, Sydney Water is still ranked in the
middle of other major Australian water utilities.

e Low-income support: Unlike the energy sector, Sydney Water does not currently
offer a low-income rebate (other than for pensioners). This is under review by the
NSW Government.

e Customer communications: CCRG input has helped shape messaging including
increased focus on information for tenants.

¢ Restored funding: IPART reinstated funding for Growth, Pre-treatment, and
Digital Meter Replacement following additional data from Sydney Water and NSW
Health.

e Expenditure plan: Sydney Water is finalising its expenditure plan with the Board
and Executive.

Key questions and comments raised by the CCRG included:

e Is the residential 13.8% increase mostly in the fixed service charge or usage
charge?
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e s it fair that larger non-residential water users have lower bill impacts?
e How do Sydney Water bills compare to Melbourne Water?

e What is the typical opex vs capex split across water utilities?

o What criteria will be used to prioritise expenditure?

e Could Purified Recycled Water (PRW) support Data Centres?

e  Will customer bill impact information be available in hardcopy/flyers?

e Community groups are cross-promoting Sydney Water’s payment assistance
program as well as the Energy sectors programs.

e Suggested infographic improvements - include tenant scenarios and weekly cost Sydney Water
breakdown. to follow up on

communication
e How is Sydney Water engaging new/emerging communities (e.g. Afghan, Lnieat

strategies for
Sudanese)? Are podcasts or NSW Health partnerships being considered? new a%ld

emerging
Sydney Water provided the following response: communities.

e |PART shifted more of the residential increase to usage charges to give customers
more control.

¢ Non-residential fixed charges vary by meter size. Water usage charges are
consistent regardless of the user.

e Melbourne has three retailers (Yarra Valley, Greater Western, South East Water).

e Opex vs capex varies by utility structure, but all face challenges with ageing
infrastructure.

e Expenditure prioritisation is based on risk, performance, customer outcomes, and
inflight projects and existing commitments.

e Risk appetite statements are used by the Board to guide decisions, especially for
public health and environmental risks.

o If actual growth exceeds forecasts, IPART allows for “true-up” or in-period
adjustments.

e Customer Communication will use multiple channels — hardcopy, website, radio,
social media.

¢ Infographic feedback -weekly cost breakdown was previously considered but was
thought to trivialise quarterly bill impacts.

Customer and community engagement

8 | Paper for discussion: Strategic Customer Engagement planning update and
check-in

Josh Isben and Izzy Kerr provided an update on strategic customer engagement
including:
e Thanking Mary and Douglas for participating in the online industry briefing for the
Customer Engagement Request for Information (RFI).
e Suppliers raised questions about:
o CCRG’s engagement cadence with Sydney Water
o Other stakeholder involvement
o Sydney Water’s relationship with IPART

e 21 responses to the RFI received, some with strong customer engagement
experience (e.g. Victoria, Energy sector), others with limited or no experience.

e CCRG subgroup members will be invited to review shortlisted submissions.
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Key questions and comments raised by the CCRG included: Sydney Water

e How many suppliers will be invited to tender? tggoRII(gw up on

e Why did Hunter Water receive an ‘advanced’ rating for its Price Proposal? engagement

e Future engagement should explore diversity within CALD communities and their with IPART in
lived experiences. the future.

Sydney Water provided the following response:
e 6-7 suppliers likely to be invited to tender.
e Hunter Water’'s smaller size and less diverse customer base was highlighted.

e Some key elements contributing to Hunter Water’s advanced rating including
closing the loop with its customer panel and clear and accessible customer
materials

e Sydney Water is learning from Hunter Water’s approach.

e Josh Isben will attend Hunter Water’s October Stakeholder Advisory Forum as an
observer.

e CCRG members invited to provide feedback on Sydney Water’s engagement
approach to be discussed at the next meeting.

9 | Paper for discussion: Purified Recycled Water (PRW) — How do we best engage
and build support?

Stuart Wallace introduced Danielle Francis, Manager Customer and Policy (Water
Services Association of Australia (WSAA)) and Clare Porter, Head of Strategic
Communications, Sydney Water, who joined the meeting for this item.

Sydney Water provided the following update:

e Sydney Water has been engaging stakeholders (MPs, Councillors, Advisors) and
over 5,000 visitors have attended the PRW demonstration plant with positive
feedback.

e Research shows higher water literacy leads to greater support for PRW.

e NSW Government discussions are ongoing; a paper will be submitted by year-end.
City of Orange is also exploring PRW.

e Sentiment is generally positive, though some communities remain cautious.
Messaging is being tailored accordingly.

e Acceptance tends to decline when dams are full and drought memories fade.
¢ No major media campaigns or opposition to date; situation remains calm.
e Awaiting NSW Health approval for PRW taste testing.

e PRW timeline spans the next 6 years and must be considered within the broader
water/wastewater system.

Danielle Francis (WSAA) provided the following insights:

e Engagement should be incremental and allow time for building public
understanding.

e Education is ongoing and essential for future generations.

e Support doesn’t need to be unanimous - 50% is used in referendums.

e PRW is a cost-effective, high-quality solution - not just a last resort.

e All drinking water is treated, regardless of source.

e Cross-government bipartisan support is critical.

e PRW is being normalised across Australia (Melbourne, Geelong, Canberra, SA).
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e Sydney Water should demonstrate cost and benefit comparisons (e.g. PRW vs
desalination).

e Transparency around PFAS is key. Reverse osmosis is essentially large-scale
water filtration.

Key questions and comments raised by the CCRG included:
e How much multicultural engagement is done face-to-face?
e Tackling the “toilet to tap” stigma directly is essential.

¢ Recent First Nations engagement was strong. Participants understand catchment
variability.

e School education and PRW site visits should be ongoing.

e What are the impacts of reintroducing mineralised PRW as environmental flows?
e Should support be measured as a range rather than a fixed percentage?

e Mistrust in government is a barrier - trust scores must be maintained.

e Transparency about all water options (e.g. desalination) is important.

¢ Was PRW investment included in the current Price Determination?

e Could PRW support growth in Western Sydney?

e PRW should benefit all of Sydney, not just Western Sydney.

¢ If mixed with surface water at Prospect Reservoir, 80% of Sydney would receive
PRW.

e Has PRW research considered demographics beyond CALD groups? Young
mothers show more concern; older people are more accepting.

e Sydney Water can tailor messages and channels to different demographics.

CCRG Member Case Studies

Mary Karras shared two case studies on shifting attitudes around complex social
issues (corruption and domestic violence), highlighting key engagement principles:

e Listen to community stories

e Provide relevant, accessible information
e Co-design with communities

e Build shared understanding and trust

e Use real-life examples

e Create safe spaces for dialogue

e Respect cultural and language diversity
e Work in partnership

e Support individual education.

Mary highlighted similarities to PRW engagement including:

¢ Importance of education and trust

e Safe, culturally sensitive communication

e Listening and allowing expression in preferred languages and formats.

The Chair and Sydney Water thanked Mary for sharing her case studies as well as
insights and principles for achieving successful transition.

10

Paper for discussion: Mitigating family, domestic and sexual violence
Daniel Peacock and Rose-Marie Siros outlined the following:
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e The item builds on discussions with the CCRG in September 2024 around
customer data privacy and security.

e Sydney Water is developing a roadmap to better support customers experiencing
Family, Domestic and Sexual Violence (FDSV).

e The water industry is working collectively to improve processes, supported by
WSAA.

Key questions and comments raised by the CCRG included:
e Mary Karras sits on the Minister’s Council on FDSV.

e Not all CALD communities are vulnerable in the same way. Migrants and refugees
may have different experiences.

e FDSV affects all demographics and any type of relationship, including elder abuse
and non-intimate relationships.

e Sydney Water must define its role clearly for awareness and referral, it is not a
social work agency (refer cases to professional service providers, not
intervention).

e Staff training should focus on trauma and cultural awareness, rather than deep
expertise.

e Banks often mishandle FDSV cases, especially around Power of Attorney and joint
accounts. Sydney Water faces similar challenges.

¢ Internal risks must be considered e.g. staff could be perpetrators. What access do
they have to customer data?

e Sydney Water’s core responsibilities (e.g. growth, sewer servicing) should remain
the priority.

e Sydney Water has a role in ensuring its systems and processes do not contribute
to harm.

e Implementation of improvements is challenging.

Sydney Water thanked the CCRG for the feedback and will use it as input to the
development of the roadmap.

Strategic planning

11

Paper for discussion: Informing future strategic planning
Rachelle Legrand provided an update on Sydney Water progress since the workshop
held with the CCRG in August 2025 including:

e Planning themes were discussed with the Executive in mid-September.
e 50 strategic items were synthesised, including:

e Climate change

e Contaminants

e  Workforce pressures and productivity

e Declining trust in government.

Questions and key comments raised by the CCRG included on the following themes:

e Customer experience - What does personalisation mean in practice? Could it lead
to inconsistent or unfair treatment?

e Emphasis needed on water conservation (demand management) and protecting
environmental flows, especially with rising demand from growth and uses such as
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Data Centres. Unlike energy providers, there’s little incentive for customers to
install water tanks as there is minimal bill impact.

e Growth should be central to strategic planning, especially in areas like Wilton with
no sewer infrastructure.

e Was the Premier's Department’s future-focused research used in planning?
Sydney Water provided the following response:

e Water conservation is a key focus in strategic planning.
e Personalisation refers to tailoring communication and services to customer needs.

e Sydney Water strategic planning draws on insights from multiple sources,
including the Premier’'s Department.

Other business and close

12 | Other business
Nil for this meeting.
13 | Look-ahead to November meeting CCRG
Josh Isben advised that the November meeting is to be held at the Upper South Creek Members to
Advanced Water Recycling Centre (AWRC — Kemps Creek). PPE is required, arrange Steel
including long sleeved shirts, long trousers and steel capped boots. Capped Boots.
14 | Thanks and meeting close

The Chair thanked participants. Meeting closed at 1:50pm.
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