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FLEXIBLE WORKING OUR WAY 

Sydney Water 

This case study is an overview of Sydney Water’s move to leverage the 

advances made to remote and flexible ways of working as it moved from 

the immediate response to COVID-19 into adapting to a new and more 

flexible way of working that supports the health and wellbeing of 

employees while enabling the organisation to thrive in the future. Sydney 

Water's approach to flexibility is to consider the needs of its employees, 

its customers and its business.   

Background 

Sydney Water’s COVID-19 response saw the wide-spread uptake of remote and flexible 

working as many employees moved to working from home, often for the first time. The first 

phase rapid response had a strong focus on supporting employees to ensure wellbeing and 

connections were maintained; support for vulnerable employees; resources on mental health 

and wellbeing; helping managers lead inclusively so as not to unconsciously exclude. 

Concurrently, there was a digital uplift for the organisation with remote access capacity 

increasing from 350 users per day pre-COVID-19 to more than 3000; additional phone line 

and hypercare “TekM8” service for remote access issues and queries; provision of monitors 

and additional equipment at home to support an ergonomic setup; and new audio and video 

conferencing capabilities to support meetings and regular communications. 

Now the organisation is harnessing the new normal of flexible and remote working to support 

our future workplaces.  An employee survey on flexibility conducted in July highlighted that 

employees value the support that has been provided to enable flexible working, and they 

want to continue to work flexibly in the future. 

Sydney Water's approach to flexibility considers the needs of its employees, its customers 

and its business. It also recognises it is important to facilitate opportunities for employees to 

come together, face-to-face, to connect and collaborate. Teams will come together to agree 

how they will support flexibility and when they will come together as a team. This ensures 

team ownership of the arrangements. 
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Implementation 

Sydney Water’s Contact Centre is an example of the successful move to flexible working 

during COVID-19. The Centre’s team handle about 2,500 general customer calls a day.  

Before COVID-19 only a handful of the 65 employees worked remotely and their work did not 

involve taking customer calls because the set-up did not allow for it. Remote working was 

slated to be looked at over 2020/21, but COVID-19 ramped up the digital adoption process 

which was rolled out over a 2-week period and involved sourcing of laptops and necessary 

software licences and used a dedicated person to assist with remote working set-up and 

training. 

The Contact Centre schedule was split to allow for 50% of the team in the office and 50% to 

work remotely at any one time. The schedule alternates so that over a fortnight, teams will be 

in the office 3 days the first week and 2 days the second week. Call volumes and productivity 

have been maintained and the feedback from the team has been overwhelmingly positive 

with many citing wellbeing benefits and improved work-life balance. In addition, the Customer 

Care and Customer Hub teams in Customer Services also successfully moved to working 

from home using the same technology to enable call taking from home.  

The shift in the conventional thinking on customer service roles has been mirrored across 

many of the other non-field teams of our organisation. Now the focus is on how to help 

employees do their best work where and how it suits them. Employees have told Sydney 

Water they want to continue to work flexibly and they see themselves coming into the office 

to collaborate, connect with colleagues, see customers and to learn.   

As we move to the workplace of the future the next phase will see: 

• Development of an executive statement of guiding principles – Flexible Working our way 

– to support the way we work flexibly at Sydney Water. 

• Updating flexible working policies to ensure they align with guiding principles. 

• A Connection and Collaboration pilot at Sydney Water office site for work teams, along 

with providing a safe space for people for whom working from home is not working.   

• A comprehensive toolkit for managers and employees with tools and resources to foster 

a culture of flexible working that will help Sydney Water adapt, enable collaboration and 

help employees manage boundaries between work and their personal life when there is 

no physical boundary. 

• A structured team conversation framework so teams can explore the questions ‘Given the 

work we do, what does flexible working look like for our team? What does our connection 

time look like?’ 

• FAQs, guidance on inclusive meetings, digital tools and additional resources.  
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Benefits and outcomes 

Sydney Water takes an iterative approach to flexibility through which it experiments, learns 

and adapts to continually improve flexible ways of working. 

The flexible work survey showed a clear majority, 85% of employees, would like to work from 

home more often. In addition, the Employee Pulse Survey results in June saw an increase in 

employee engagement despite being in the midst of COVID-19 and many people working 

remotely.   

Local and global research indicates that flexible work will increasingly be seen as a 

differentiator by applicants in the marketplace and will help organisations position themselves 

as an employer of choice and be a significant factor in supporting the attraction and retention 

of top talent. 


