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ESSENTIAL SERVICES COMMISSION VICTORIA SUMMARY OF 2013-18 WATER PLAN 3

WESTERN WATER  

BREAKDOWN OF PROPOSED REVENUE ($M 2012-13) 
 2013-14 2014-15 2015-16 2016-17 2017-18 

Operating expenditure 44.10 46.47 47.63 55.13 62.94 

Return on assets 14.55 15.52 17.06 19.30 21.80 

Depreciation 4.30 4.62 5.08 5.80 6.67 

Tax Liability 0.00 5.68 9.90 10.00 8.52 

TOTAL 62.95 72.29 79.67 90.23 99.93

PROPOSED SERVICE STANDARDS 
 Actual average 

2007-08 to 
2011-12 

Proposed 
average

2013-14 to 
2017-18 

Water 

Unplanned water supply interruptions  (per 100km) 14.2 17.9 

Average time taken to attend bursts and leaks (priority 1) 7.0 25.0 

Average time taken to attend bursts and leaks (priority 2) 19.8 25.0 

Average time taken to attend bursts and leaks (priority 3) 56.1 90.0 

Unplanned water supply interruptions restored within 5 hours 
(per cent) 

98.8% 98.0% 

Planned water supply interruptions restored within 5 hours (per 
cent) 

95.3% 95.0% 

Average unplanned customer minutes off water supply  14.9 12.7 

Average planned customer minutes off water supply  14.0 12.1 

Average unplanned frequency of water supply interruptions per 
customer 

0.2 0.2 

Average planned frequency of water supply interruptions per 
customer 

0.1 0.1 

Average duration of unplanned water supply interruptions  
(minutes) 

87.9 87.8 

Average duration of planned water supply interruptions  
(minutes) 

148.6 180.0 

Number of customers experiencing more than 5 unplanned 
water supply interruptions in the year 

4.0 2.0 

Unaccounted for water  10.3% 9.6% 

Sewerage   

Sewerage blockages (per 100km) 24.7 24.7 

Average time to attend sewer spills and blockages (minutes) 23.3 24.2 

Average time to rectify a sewer blockage (minutes) 89.3 92.3 

Spills contained within 5 hours (per cent) 99.9% 99.9% 

Customers receiving more than 3 sewer blockages in the year 0.2 2.0 

Customer service   

Telephone calls answered within 30 seconds (Accounts Line) 
(% of Calls) 

94.5% 94.4% 

Note that water businesses may have used a different time period for estimating actual average outcomes in their Water 
Plans due to data availability. 



ESSENTIAL SERVICES COMMISSION VICTORIA SUMMARY OF 2013-18 WATER PLAN 4

WESTERN WATER  

PROPOSED GUARANTEED SERVICE LEVELS 
GSL Measure Customer rebate for breach of 

GSL ($) 

Planned interruptions during peak hours (5-9am and 5-11pm) 50 

Planned water supply interruptions longer than notification given 50 

No more than three sewer interruptions in 12 months 50 

Sewer spills inside a house, not contained within one hour of 
notification 

500 

Restricting the water supply of, or taking legal action against, a 
residential customer prior to taking reasonable endeavours to contact 
the customer and provide information about help that is available if the 
customer is experiencing difficulties paying 

300 

CUSTOMER CONSULTATION 

 Deliberative forum informed drafting of the Water Plan. 

 Online panel. 

 Community forums refined feedback on the draft Water Plan.   

ISSUES IDENTIFIED BY THE COMMISSION FOR FURTHER INVESTIGATION 

 Increases in controllable operating expenditure costs. 

 Increases in labour costs above industry averages. 

 Increases in IT costs. 

 Continuation of inclining block tariff. 

 Level of water demand "bounce back". 

 Higher than forecast in period 2. 

More information: View Western Water’s Water Plan at www.esc.vic.gov.au 


