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The Water Services Association of Australia (WSAA) is the industry body that supports the 
Australian urban water industry.  Its members and associate members provide water and 
sewerage services to approximately 16 million Australians and many of Australia’s largest 
industrial and commercial enterprises.



WSAA IS THE INDUSTRY BODY THAT SUPPORTS  
THE AUSTRALIAN URBAN WATER INDUSTRY
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It is proud of the collegiate attitude of its members  
which has led to industry-wide approaches to national 
water issues. 

WSAA can demonstrate success in the standardisation of 
industry performance monitoring and benchmarking, as 
well as many research outcomes of national significance.

The Executive of the Association retain strong links 
with policy makers and legislative bodies and their 
influencers, to monitor emerging issues of importance  
to the urban water industry. WSAA is regularly consulted 
and its advice sought by decision makers when 
developing strategic directions for the water industry.

The Association facilitates  
collaboration, knowledge sharing, 
networking and cooperation within 
the urban water industry. 

WSAA IS THE INDUSTRY BODY THAT SUPPORTS  
THE AUSTRALIAN URBAN WATER INDUSTRY

OVERVIEW OF WSAA



After an unprecedented effort to secure water supplies 
during the ‘millennium’ drought, the industry’s focus 
is now on the future. The challenges may be less 
immediate, but they are no less complex. 

The urban water industry is the custodian of 260,000 km 
of pipes and $120 billion in assets. It operates hundreds of 
water treatment facilities delivering safe drinking water, 
recycled water and returns safe water to the environment. 

Customers benefit from our ever increasing utilisation  
of the private sector in building and operating our  
assets. Having developed water security for our cities 
and towns the next generation of change brings  
exciting prospects:
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WSAA’S VISION FOR THE URBAN  
WATER INDUSTRY
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>  We want to be as easy to deal with, providing customers 
with a service experience that is second to none. 

> We want to engage the communities we serve to 
understand and influence how they will use water  
to create attractive, enjoyable and affordable places 
to work and live. 

> We want to truly integrate planning and operations 
with other sectors such as waste, energy and 
even transport to create liveable and sustainable 
communities.  

At the same time we know that for water to play its part 
in liveable cities of the future we will need to continue  
to invest and maintain our assets. We need to harness 
the private sector and unlock the industry to new 
sources of finance such as superannuation to drive 
future innovation and investment. 

The vision highlights the industry’s commitment to 
anchor our services to customers’ values, and to enrich 
communities where water services have broad economic, 
environmental and social values. To make this happen 
the focus will be on achieving four outcomes by 2030.

Outcome 1: The most efficient trusted and valued  
service providers in Australia 

Outcome 2: A compelling voice in national  
policy making  

Outcome 3:  A valued partner in urban and land  
use planning to enrich communities 

Outcome 4:  Stewardship of the urban water cycle 

Delivering the outcomes will require new and different 
skills within the industry. We will be investing in our 
people to build the capability to embrace the challenges.

WSAA’S VISION FOR THE URBAN  
WATER INDUSTRY    WSAA members have defined the vision and outcomes they want to achieve by 2030
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OUTCOME 01 

The	most	efficient,	trusted	
and	valued	service	providers	
in	Australia.

OUTCOME 02 

A	compelling	voice	in		
national	policy	making.

CUSTOMER DRIVEN, 
ENRICHING LIFE
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OUTCOME 03 

A	valued	partner	in	urban		
and	land	use	planning	to		
enrich	communities.

OUTCOME 04

Providing	stewardship		
of	the	urban	water	cycle.



THE MOST EFFICIENT, TRUSTED AND VALUED  
SERVICE PROVIDERS IN AUSTRALIA

‘Who should determine what we do – customers’

We provide one of the most essential services to society. 
The industry wants customers to recognise us as the 
most trusted, efficient and valued service providers they 
deal with. We will not lose sight of the need to keep 
delivering great core services.

The urban water industry is seen by its customers as 
conservative, trustworthy and reliable. It is also seen as 
slow to change and compliance driven. Our aim is for 
customers’ values and willingness to pay for services to 
determine how services are delivered and the tradeoffs 
that are made between risk, reliability and affordability. 
We expect this to drive the industry to provide a greater 
range of services and more choices for customers.

In the future there will be many new players in  
the water industry. Private suppliers will work  
along side and compete with existing utility  
providers. New business and funding models  
will emerge. In regional areas the industry will  
build on economies of scale through amalgamation  
to capture efficiencies and improve services to  
regional customers. 

Greater private sector involvement can promote 
innovation, productivity and more service choices.  
We will support private sector involvement where  
it contributes to better outcomes for customers.
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>  Focus	on	the	efficiency	and	productivity	of		
core	services	to	retain	the	trust	of	customers	
over	the	long	term

> 	Continue	to	develop	the	capacity	of	smaller	
water	utilities	and	ensure	this	is	matched	with	
appropriate	regulatory	and	pricing	models

>  Develop	a	deep	understanding	of	customers’	
values,	needs	and	willingness	to	pay	for	
services,	and	translating	this	customer	
understanding	to	the	way	services	are		
designed	and	delivered

>  Support	private	sector	involvement	where	it	
delivers	innovative	solutions,	more	choice	for	
customers	and	enhances	productivity

>  Advocate	for	regulation	that	provides	net	
customer	value	—	where	the	benefits	clearly	
outweigh	the	costs,	aligns	service	standards	
with	customers’	values	and	provides	room	and	
incentives	for	innovation	in	service	delivery;		
and	is	transparent,	consistent	and	predictable	
to	support	efficient	service	delivery

KEY RESPONSES

Better regulation is necessary to support change:

>  Service standards should be outcome based 
and derive from customers’ values. Health and 
environmental regulation needs to be better 
coordinated to achieve the right balance between 
health, environmental and affordable outcomes.

>  The industry needs to remain financially viable 
to deliver value for customers. To sustain the 
community’s current standard of living, the  
billions of dollars’ worth of water and sewerage 
infrastructure across the nation’s urban areas  
must be maintained. 

>  The regulatory system should support innovation, 
efficiency and greater private involvement.

 



The urban water industry has the trust and respect of 
the community and policy makers in its core services 
areas. These extend to its role in urban development 
(outcome 3) and its leadership in climate change 
adaptation. Beyond this, the industry has strong links 
with the economy and the community across a wide 
range of policy areas. 

There are strong links between energy and water as 
water efficiency and energy efficiency are intimately 
linked, both at a household level and water network 
level. The extensive use of renewable energy to power 
desalination has driven the development of the wind 
power markets. Co-generation of electricity from 
sewerage is growing rapidly. 

It supports population growth and development of 
Australian urban communities
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A COMPELLING VOICE IN NATIONAL  
POLICY MAKING

“Urban water fuels growth. It links  
energy, food, supports new populations, 
and delivers public health and  
environmental outcomes”



>  Define	the	industry’s	involvement,	knowledge	
and	interest	in	each	policy	area	underpinned		
by	sound	evidence

> Influence	public	policy	debate	to	ensure	that	
the	water	industry	perspective	is	understood 

> Foster	and	advocate	for	robust	policy	
development	in	areas	including	energy,	
economic	development,	climate	and	extreme	
events,	public	health,	environment	and	food

It is a major employer of a skilled workforce committed 
to safe operations and continuously improving productivity.

It is a significant component of the national economy. 
Water security affects national economic performance. 
The Reserve Bank of Australia estimated in 2006-07 that 
the drought cost the economy over one per cent in GDP. 
Our capital expenditure affects state and the national 
balance sheets.

It is a highly regulated sector and works with the 
complexities of environmental, health, social and 
economic regulation.

It interacts directly with customers in financial hardship, 
and has well developed policies to help people struggling 
to pay for their essential water needs.

These are just some of the perspectives that the water 
industry can bring to national policy issues.

KEY RESPONSES
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 Australia’s cities top the liveability stakes. However,  
as they become more complex water must be in the  
front row of planning. 

Greater integration of urban water services planning 
with strategic land use planning is essential to deliver 
services that meet multiple objectives including 
improving liveability and urban design. 

A strategic approach to planning keeps open the  
maximum number of options for servicing a community  
to achieve the best scale, delivery model and  
development timeframes. 

“We want a front end rather than a 
back end approach to urban water 
services planning for communities”
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A VALUED PARTNER IN URBAN AND LAND USE 
PLANNING TO ENRICH COMMUNITIES



>  Define	the	industry’s	role	and	responsibilities	
in	delivering	liveability	across	levels	of	service,	
community	and	stakeholder	perceptions,	and		
defining	who	benefits,	who	pays	and	how	much

>  Work	with	government	to	clearly	articulate	the		
roles,	responsibilities	and	objectives	of	customers,	
service	providers	and	government	when	undertaking	
long	term	water	services	planning

>  Develop	operating	and	funding	models	to	support		
the	full	range	of	services	expected	of	urban	water	
service	providers 

>  Engage	with	communities	to	bring	them	to	the	
planning	table 

>  Influence	public	policy	debate	concerning	the	form	
and	function	of	growing	cities,	towns	and	regions	
and	determine	how	best	to	service	their	water	needs	
in	the	short	and	long	term	considering	population	
growth	and	demographic	change

>  Understand	and	plan	for	the	interdependencies	
between	energy,	water,	waste	and	transport	in		
urban	areas	and	commercial/industrial	hubs;	protect	
natural	and	built	water	assets	from	degradation	
affecting	performance	and	manage	the	peri-urban	
interface	particularly	the	water,	energy,	waste	and	
food	nexus

>  Place	a	‘value’	on	ecosystem	services	and	social	
benefits/costs	in	the	context	of	‘who	benefits’	and	
‘who	pays’

KEY RESPONSES



Across the nation, new sources of water have  
changed the urban water cycle to improve the industry’s 
resilience to climate variability.  However, they are a  
first step. 

With new players coming into the market and  
confusion around ownership and maintenance  
of some parts of the urban water cycle now is  
the time to tackle these issues.
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“The pieces of the jigsaw all fit,  
but we need to put them together”
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STEWARDSHIP OF THE URBAN  
WATER CYCLE



> 	Define	the	new	urban	water	industry	–	what	
is	the	new	value	chain,	and	who	are	the	new	
players?

> Clearly	articulate	the	value	of	desalination,	
dams,	water	recycling,	water	efficiency	and	
water	conservation	in	managing	the	supply-
demand	balance	during	emergencies	(severe	
drought,	flooding	and	wildfires),	and	in	the	
short	and	long	term

> Resolve	responsibility	for	and	waterway	
management	issues	relating	to	stormwater

> Identify	new	business	models	to	ensure	
ongoing	performance	of	those	parts	of	the	
urban	water	cycle	that	contribute	to	reducing	
demand	for	drinking	water	but	which	are	not	
traditionally	managed	by	water	utilities,	for	
example,	rainwater	tanks

> Collaborate	with	research	centres	and		
other	national	and	international	partners		
to	leverage	research	potential	and	implement	
key	research	findings

With new water sources, new players and new business 
models, the challenge now is how to make this all work 
as a reliable, efficient and productive system. No one 
entity will own and maintain the entire urban water cycle. 
However, urban water utilities are well placed to oversee 
the management of and changes to the overall system, 
ensuring supply demand balance and network resilience. 

Where this will be potentially complex is in the area of 
stormwater use where utilities, government agencies 
and local councils all have stakes in ownership, control 
and management.

KEY RESPONSES



WSAA MEMBERS



Melbourne Office 
Level	8	Suite	802		
401	Docklands	Drive		
Docklands	VIC	3008

Telephone	03	8605	7666		
Facsimile	03	8605	7612

Sydney Office 
Suite	1	Level	30		
9	Castlereagh	Street	
Sydney	NSW	2001

GPO	Box	915	
Sydney	NSW	2001

Telephone	02	9221	5966	
Facsimile	02	9221	5977

Check	website	for	new		
Sydney	office	details		
after	November	2013

www.wsaa.asn.au 
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