
Business Planning and 

KPIs
Sean Cress, Richard Smith, Ian Monks

22 to 26 September 2014



Performance Reporting

Λ We are regulated by the 

Essential Services 

Commission (ESC)

Λ The ESC is an Economic and

Performance regulator

Λ Performance Reporting 

Framework has been in place 

since 2004 



Regulated KPIs

Λ ESC approves our ‘standards and conditions of service 

and supply’ – i.e. regulated KPIs

Λ Regulated KPIs are set out in the ‘Customer Service 

Code’

Λ CWW has 21 regulated KPIs:
• Water supply reliability (14)

• Sewerage service reliability (5)

• Customer service (2)

Λ 5 year time horizon



Water



Sewerage, Customer



Performance reporting 

Framework
Λ Water businesses report KPI data annually

Λ Performance data is independently audited

Λ The ESC prepares and publishes:
• Annual Statewide performance report

• A summary document for each business



Guaranteed Service 

Level (GSL) Scheme

Λ CWW has an ESC approved “GSL” Scheme

Λ Payments made to customers when approved 

service levels are not met

Λ We have 7 indicators under the scheme

Λ Payments to customers are automatic  



CWW GSLs



Who we report to

Λ In addition to the ESC, we report data to: 

• Australian Bureau of Statistics

• Department of Primary Industries and Environment

• Department of Treasury and Finance

• Bureau of Meteorology

• National Water Commission

• State Parliament (annual report)



Water Planning

Λ The ESC regulates our expenditure and prices

Λ 5 yearly ‘Water Plans’ set out our proposed levels of 

service and expenditure to deliver those services

• Includes proposed KPIs

Λ We undertake extensive consultation



Water Planning

Λ Relationship between cost to serve and level of service

Λ Key concern is to optimize quality of service and cost to 

serve

Λ We aim to maintain the same level of service at lower 

cost

Λ We seek efficiencies where ever we can



Water Plan Consultation
Λ Consultation Draft Water Plan 2012:

“Increasing our current level in service 

would add extra cost to the business which 

would be passed onto our customers in 

increased prices.

Rather than do this, our objective is to keep 

the level of service the same and focus on 

improving efficiency to keep our costs and 

hence prices as low as possible.”  



Business Planning & 

KPIs

Λ 5 Yearly Water Plan

Λ Annual Corporate Plan with targets:

• Regulated KPIs

• Other business KPIs

• Financial targets

Λ CWW departmental budgets

Λ Data collection and reporting



KPIs



Monthly Reporting of Performance
WHAT 

- Selected measures in business areas of importance

- Operational Performance

- Customer Service Level Breaches

- Health and EPA Licence compliance

- Explanatory Notes for adverse performance

HOW 

- Performance against targets

- ESC (Essential Services Commission) agreed Water Plan targets

- CWW targets and tolerable over-target limits

- Colour coding for quick appreciation

WHEN 

- Monthly, Quarterly and Annual

- Performance is reported as this month or YTD 

- For the same period last year

Auditable

Key Financials

Water Services
Interruptions/100km

Response times

Interruption times

Non-Revenue Water

Sewerage Services
Blockages/100km

Response times

Spill containment

Customer Services
Call answering times

Complaints

Water Quality

OH&S

EPA Licences



Monthly Reporting of Performance



Monthly Reporting of Performance



KPI’s focus business activity, resourcing and 

performance



Setting Targets ESC – targets set for each Water Plan & used for each year of the 

Water Plan

CWW-target and Tolerance – set annually based on long term average; 

sometimes there is a need to argue against the calculated value
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Collecting data for reporting



Collecting data for reporting

Job details captured 

into Focus

Job activity date 

times capture



Collecting data for reporting

Reports from Focus are available through CWW’s intranet, The Tank.

Report data is transferred 

to management reports.



Developing new KPIs



Developing new KPIs
Why: In response to a change in business conditions. 

Consider a KPI on Energy Consumption. 

• Higher energy tariff

• Higher consumption

• Climate Change initiatives

Research

What are our peers doing?

What are similar industries doing?

Developing Measures

What makes sense to measure? 

What would be the “over-time” impact on the measure?

How would we make the measure time-independent?

Could energy sources change?

Consider/Propose

A measure based on energy equivalent units per volume 

for each total end-use group

Energy generated as proportion of energy consumed

Can it be measured?

What systems are required to capture, store and report



Thank You


