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Key drivers

Attracting talent to our business 

Retention of talent

Continuous effective business performance
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Our 5-year Ambition 2011-2016

Our Services Our Planned Outcomes

Water Supply Maintain the same level of service to our customers at lower 

cost, and

Maintain the long-term performance of our assetsSewage and Trade Waste Services

Alternate Water Solution Development Optimise sources of alternate water to drive environmental 

and economic benefit

Household Water Efficiency Customers value and practise water efficiency

Business Water & Resource Efficiency Businesses value and practise water and resource 

efficiency

Water for the Urban Habitat Integrate the urban habitat as a recognised customer with 

its own servicing strategy

Underpinning Outcome:  

Service an increasing customer base with the same level of resources 

enabled through transformation of our processes & information.



Used in

• Water Plan

• Corporate Plan

• Departmental Plans

• Individual performance plans
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Achievement of performance KPIs

Julie Douglas

PA to Managing Director

Board of Directors

Anne Barker

Managing Director

Steve Robertson

GM Business 

Transformation & IT

Cameron Fitzgerald

GM Service 

Sustainability

Sean Crees

GM Corporate Services

Sam Torre

GM Water 

Solutions

Matthew 

Giesemann

GM Engineering

Change 

management

Learning & 

Development

Employee 

Relations

Recruitment

HO Relocation

Remuneration

Staff well being & 

engagement

Training

People Mgt & 

development

Secretariat to 

Board

Quality 

systems

Risk Mgt 

/compliance

Governance

Internal audit

Pricing 

strategy

Regulatory 

relations

Regulatory 

structures and 

strategy

Finance 

strategy

Corp. 

Planning

Financial audit

Financial 

reporting

Tax

Treasury

Billing

Credit

Fleet Mgt

Payroll

Legal Services

Contract Mgt

Arrow Program

Info Services

Knowledge Mgt

Water 

conservation

Enviro programs 

& partnerships

Sewage Quality

Cleaner 

production

Customer 

services

Community 

relationships

Key account 

relationships

Corporate 

comms

Customer data 

mgt

Recycled water

Developer 

services

Metering 

contract Network 

growth planning

Land 

development

Connections and 

builder services

Metering 

services

Town planning 

applications

Council liaison

Back flow 

prevention

PFM Contract

Asset 

management

O&M

Asset 

information

Capital works

Standards and 

design

Drinking water 

quality

James Kingsland

GM People 

Strategy & Change



Alternate water sources and integrated 

water management planning
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Water efficiency, resource efficiency and 

Greening the West
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Enablement & Governance
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It starts with our vision, mission and 

strategic objectives

The business purpose and everyone’s roles cascade from 

the vision, mission and strategic objectives

• Water Plan

• Corporate Plan

• Asset Management Plan

• Departmental Plans

• Individual performance plans





What did we ask?





What did we ask?



Leadership at CWW



Application to different 

level of Management

Technical Management Leadership

Front-line Manager Senior ManagerMiddle Manager



Set clear 
expectations

Give 
continuous 

open feedback

Coach and 
develop

Have the right 
people

Trust & 
empowerment

Focus on 

Leadership 

Conversations



Managing Performance



Employee

Manager

Employee

 Go first

 Be honest

 Don’t sell yourself 
short

 Use examples

 Listen attentively

 Ask for clarification

 Give your manager 
feedback

Manager

 Be specific

 Use examples

 Provide constructive 
feedback

 Development 
opportunities

 Reinforce positives

 Action items

Discuss / Review – Two way street 



KPI Rating Scale

1 - Excellent 
performance -
exceeds required 
standards 
of performance 
significantly across all, 
or nearly all, 
responsibilities

2 - Very good 
performance -
exceeds required 
standards 
frequently across most 
responsibilities 

3 - Good 
performance - meets 
required standards 
normally and exceeds 
some occasionally (this 
is regarded as 
completely satisfactory 
performance) 

4 - Satisfactory 
performance - meets 
required standards 
normally, but 
sometimes falls short 
of required 
performance 

5 - Unsatisfactory 
performance -
consistently fails to 
meet 
required standards 

KPI’s



Competencies Rating 

Scale

A – Outstanding
Achieves results by 
demonstrating 
outstanding 
knowledge, 
skills and behaviors 
(role model) 

B – Satisfactory
Achieves results by 
demonstrating 
satisfactory 
knowledge, 
skills and behaviors 

C – Unsatisfactory
Needs to improve 
knowledge, skills and 
behaviors to 
achieve results 

Competencies



What is acceptable 

performance?
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The 9 Box Matrix & Talent 

Management



Operating Model

Organisation
How we set 

ourselves up to work 

Culture
How we do things at 

CWW

Leadership
How we lead at 

CWW

CWW Operating Model - Culture



Values
Leadership

Integrity



Values
Innovation

Respect



Values and behaviours 

Mutual obligations           .

Personal and professional behaviour        .    .

Fairness and equity           ….

Discrimination, bullying and harassment     .

Conflicts of interest        .   .

Outside employment        .    .

Gifts, Benefits, Travel and Hospitality        .

Use of computer, email and internet facilities

Environmental responsibilities

Public Comment

Confidentiality & security of official information

Intellectual property/copyright

Occupational Health and Safety

Drugs and Alcohol

Code

of 

Conduct



Employee Wellbeing

The “Managing Well Program” 

Corporate health program

Proactive use of the Employee Assistance 
Program  

Employee Support Officers

Work-Life Balance



Face the Future

• We understand the 

bigger picture

• We are willing to try 

new things

• We are versatile and 

flexible

• We are avid users of 

technology

• We are positive and 

enthusiastic

Work as ONE

• Our people are 

connected

• We have a shared 

purpose

• We work 

collaboratively and 

break down silos

• We are respected by 

our business partners

Deliver Value

• We make decisions 

based on value to

the customer

• We focus on core 

services and skills

• We are accountable 

for achieving 

outcomes

• We feel empowered 

and responsible 

Underpinned by our values:

Leadership Integrity Innovation Respect

At CWW we:

As we Change towards the future…..



What people know

Technical and/or 

professional 

information needed to 

successfully perform 

job activities

What people have done

Educational and work 

achievements needed 

to successfully 

perform job activities 

What people can do

A cluster of behaviours 

performed on a job

Who people are

Personal dispositions 

and motivations that 

relate to job 

satisfaction, job 

success or failure

Think Holistically

The Complete Job 

Profile



Competency Framework
Our competency framework is divided into four 

main categories:

1.  People Management;

2.  Process Management;

3.  Personal Effectiveness; and

4. Functional/Technical Ability

And described at 3 different levels:

1. Basic

2. Proficient

3. Advanced



Recruitment process 

Phone Screen

Assessment centre

Online psychometric assessment

Behavioural interview

Recruitment process 



CWW Learning Curriculum

CWW Learning 

Curriculum

Business 

Curriculum

Leadership & 

Management 

Curriculum

Technical 

Curriculum

Critical specialised core 

business skills for CWW that 

are difficult or impossible to 

bring into the organisation 

in the right time or quality.  

Therefore it is better to 

‘grow our own’.

Tech
n

ical C
u

rricu
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m

B
u

sin
ess C

u
rricu
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m

Important business skills that 

support the CWW business 

operations.

Across the organisation type 

training or specialised support 

function.

Lead
ersh

ip
 &

 M
an

agem
en

t

Tiered approach for all 

managers

• Front-line Manager

• Middle Manager

• Senior Manager

Programmes built around a 

CWW leadership model.  

Succession management 

and Talent management.

Environmental Engineering

Arrow User

Contract Management

IT Critical Support Apps

TODP

TDP

Compliance

Inductions

Leadership Programmes

Managing Well

Personal Effectiveness

Desktop IT Applications
CWW Leadership Model

Coaching and Mentoring

Project Management

Business Analysis

Customer Service



70:20:10



Technical Officer Development 

Programme

• Accelerated cadetship designed to 

increase knowledge and experience 

in the water industry and produce 

competent technical officers

• Structured program of rotation 

work experience and projects, 

business education and technical 

training

• Four year program which focuses 

on core business operations of the 

Australian water industry



Program Concept

Competent Technical 
Officers

Behaviour

Experience

Knowledge



Questions?




