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ACKNOWLEDGEMENT OF COUNTRY

Hunter Water acknowledges the Traditional Countries of the 

Awabakal, Geawegal, Darkinjung, Wonnarua and Worimi 

peoples on which we operate and the Countries beyond where 

our water flows.

We recognise and respect the cultural heritage, beliefs and 

continuing connection to the lands and waters of our 

Traditional Custodians and pay respect to their Elders past, 

present and emerging.



Operational update



Current storages



Historical storage levels and outlook



Recent highlights



Hunter Water is investing over $10 million to upgrade 

the Toronto Wastewater Treatment Works (WWTW) 

to safely and reliably meet local population growth, 

reduce odour and protect the environment.

Following a successful overhaul of the WWTW’s 

high-voltage electrical equipment, the project has 

reached a key milestone with a new, state-of-the-art 

odour control unit (OCU) at the facility now up and 

running.

The upgrade to Toronto WWTW has involved three 

stages over three years, starting in August 2021 and 

is slated to be complete by the middle of 2024.



Hunter Water is making a splash this Valentine's Day, pouring 

over $120,000 into the community through its Love Water 

Grants program. For over 30 years, Hunter Water has 

supported the community with water conservation and 

environmental and social awareness initiatives. In the last 

seven years, Love Water Grants has become the 

organisation's flagship program, supporting over 70 

community groups.

Organisations are encouraged to apply for a one-off grant of 

up to $10,000 to support initiatives that promote water 

conservation and sustainability and enhance liveability and 

innovation in our community.



A representative community panel has convened to help 

shape the future services provided by Hunter Water to the 

end of the decade, with indicative prices between 2025 and 

2030 shared at today’s forum to inform the panel’s 

deliberative process.

Hunter Water develops a pricing proposal to submit to the 

Independent Pricing and Regulatory Tribunal (IPART) every 

five years that reflects the efficient cost of providing our 

services. Our next pricing reset is 1 July 2025.

Our customers’ and community views are integral to this 

process to ensure their needs and preferences are 

considered in our future investment programs and services.

The forums are the latest in an extensive and ongoing 

engagement program for the pricing proposal, which has so 

far included prioritisation surveys, bill simulations and focus 

groups.



Hunter Water has applied to build a permanent seawater 

desalination plant at Belmont.

The NSW Department of Planning, Housing and 

Infrastructure (DPHI) put the plant’s Modification Application 

on public display from 24 January to 20 February 2024.

Building the Belmont Desalination Plant will add up to 30 

million litres per day of rainfall-independent drinking water 

capacity to the system, or about 15 per cent of the region’s 

average daily needs.

As a key action in the Lower Hunter Water Security Plan, the 

permanent Belmont Desalination Plant will be an enduring, 

integrated, and vital part of the Lower Hunter's water supply 

system.



Hunter Water has completed major upgrades to 

the Newcastle West 1 Wastewater Pump Station 

next to Marketown Shopping Centre car park.

The revitalised pump station now requires less 

maintenance, improves amenity for surrounding 

residents, shoppers and businesses and 

supports future population growth in the area.

Improvements have included: removing the 

aging vent stack, installing an interim odour 

control unit (OCU) to minimise odours, 

delivering and commissioning a larger, 

permanent odour control unit, as well as 

restoring the concrete structures, new pipework 

and fencing.



Hunter Water has upgraded the Seaham Weir to 

improve safety, enable effective water flow 

management, and improve fish passage.

Seaham Weir separates saline tidal water from 

where fresh river water is pumped to store in 

Grahamstown Dam. 

Upgrade work at Seaham Weir has included:

• installing four new low-flow gates on the weir's 

eastern side to allow controlled release of water 

into the estuary on an ongoing basis

• installing a new fishway on the weir's eastern 

side for improved fish passage both up and 

down the Williams River

• refurbishment of the existing weir gates on the 

weir's western side.
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Australian Water Association

award finalists
NSW Water Awards – March 2024

R&D Excellence Award Finalist

Best Practice Sporting Fields – A Guide for Turf 

Surfaces in the Lower Hunter

Hunter Water, NSW Environment Protection Authority and 

Peak Water Consulting

Infrastructure Project Innovation Award 

(Regional) Finalist

Hunter Water Chemical Dosing Unit Network Upgrade

Hunter Water, Guidera O’Connor, Schneider Electric++

Record-Breaking Rehabilitation of a DN500 Watermain 

in Rutherford

Hunter Water and Interflow

‘Titeflow’
• Most cost-effective solution

• Lower community impacts compared with other 

options



National Performance Report

2022-23



• The National performance report (NPR) 2022–

23: compares the performance of 81 utilities 

and councils and 5 bulk water authorities 

providing urban water services to over 25 

million people across Australia. 

• The 2023 Urban NPR is published publicly by 

the Bureau of Meteorology with information 

supplied by utilities across Australia.

• There is no one utility that performs well across 

all indicators. There are also differences 

amongst utilities in reporting methods and the 

interpretation of indicator definitions. 

NPR overview



• Leakages (real losses) increased by 24% to 83 L per 

connection per day in 2022-23.

• Hunter Water ranks 13 out of 15 major utilities, 

following an increase in water main breaks and 

leaks, including several large breaks during the year. 

• Hunter Water's marked improvement over several 

years peaked in 2020-21, ranking 7 out of 14 major 

utilities. 

• Real losses are forecast to improve to 67 L per 

connection per day in June 2024.

Leaks

Measure
2019-20 value 

(rank)

2020-21 value 

(rank)

2021-22 value 

(rank)

2022-23 value 

(rank)

Absolute change 

from 2021-22 (%)

Real losses 

[L/service 

connection/day]

69

(8 of 14)

64

(7 of 14)

67

(9 of 15)

83

(13 of 15)

24% 

unfavourable

Significant burst in a water main on the corner of 

Munibung and Macquarie roads, Cardiff in 2021.



• Performance has improved markedly year-on-year for the past five years, decreasing 

from a peak of 50.6 in 2017-18. 

• Performance in 2022-23 was influenced by mild climate. Extended dry conditions, like 

those during the period 2017 to 2020, typically lead to higher breaks and chokes caused 

by tree root entry to pipes. 

• More proactive jetting and use of CCTV was also a factor. This is the best result on 

record. 

Sewer main breaks and chokes

Measure
2019-20 

value (rank)

2020-21 

value (rank)

2021-22 

value (rank)

2022-23 

value (rank)

Absolute 

change from 

2021-22 (%)

Sewer mains breaks 

and chokes

[number per 100km 

sewer main]

42.8

(10 of 14)

33.60

(9 of 14)

27.30

(8 of 15)

22.5

(8 of 15)

18% 

favourable



• Performance has been relatively stable. 

• Changes in weather conditions typically have a greater impact on annual water main 

break performance than maintenance and renewal programs. 

Water main breaks and chokes

Measure
2019-20 

value (rank)

2020-21 

value (rank)

2021-22 

value (rank)

2022-23 

value (rank)

Absolute 

change from 

2021-22 (%)

Water main breaks 

[number per 100 km 

of water main]

28.3

(9 of 14)

20.2

(8 of 14)

21.0

(11 of 15)

22.0

(11 of 15)

5% 

unfavourable



• Total water and wastewater complaints: Billing complaints increased by 57%, 

predominately due to cost-of-living pressures driving an increase in customers disputing 

water consumption volumes. 

• This was offset by a lower number of water quality and sewer service complaints. 

• Recent improvements to reduce complaints include the introduction of the new billing 

system (Velocity) and e-billing, better meter reading software (improved bill accuracy) and 

more proactive bill validation. 

Customer complaints

Measure
2019-20 

value (rank)

2020-21 

value (rank)

2021-22 

value (rank)

2022-23 

value (rank)

Absolute 

change from 

2021-22 (%)

Total water and 

wastewater 

complaints [number 

per 1,000 properties]

3.47

(6 of 14)

2.08

(4 of 14)

1.79

(2 of 15)

1.84

(4 of 15)

3% 

unfavourable



Unplanned interruptions

Measure
2019-20 

value (rank)

2020-21 

value (rank)

2021-22 

value (rank)

2022-23 

value (rank)

Absolute 

change from 

2021-22 (%)

Average duration of 

an unplanned 

interruption - water 

[minutes]

151

(9 of 12)

155

(9 of 13)

138

(8 of 14)

129

(6 of 14)
7% favourable

Unplanned 

interruptions - water 

[number per 1,000 

properties]

276

(12 of 13)

202

(12 of 13)

242

(13 of 14)

240

(13 of 14)
1% favourable

• Average duration of unplanned water interruptions decreased by 7%, from 138 to 129 

• This is the best performance since 2013-14, partly attributed to maintaining the availability 

of first responders and on-call crews to respond swiftly to outages. 

• Number of unplanned interruptions was stable, but Hunter Water remains the second 

lowest performer behind Perth Water Corp. 



Pricing indicators

• Hunter Water customers’ annual bills were the lowest of all major utilities in 2014-15. Bills are 

still nearly the same in real terms as a decade ago. Over this period, the bills of other utilities 

have fallen in real terms, driven by a lower cost of capital. Hunter Water has materially 

increased real capital and operating expenditure and regulatory depreciation over the last five 

years. 

• Typical residential bill using the average volume of water supplied (water & wastewater) now 

ranks 8th out of 14 major utilities.

Measure
2019-20 value 

(rank)

2020-21 value 

(rank)

2021-22 value 

(rank)

2022-23 value 

(rank)

Absolute 

change from 

2021-22 (%)

Annual bill based on 

200kL/a (water & 

wastewater) [$]

1,437

(7 of 13)

1,354

(7 of 13)

1,317

(8 of 14)

1,298

(8 of 14)
1% lower

Typical residential bill 

(based on average 

residential water 

supplied) [$]

1,319

(5 of 13)

1,218

(6 of 13)

1,185

(8 of 14)

1,171

(8 of 14)
1% lower



Pricing indicators

• Hunter Water now ranks number one nationally for water and wastewater operating costs per 

property (i.e. the lowest operating costs)

• The result demonstrates Hunter Water’s efficient provision of services, focused on delivering 

customer value. 

• Hunter Water's strong relative operating cost performance will be considered in demonstrating 

efficiency in the upcoming IPART pricing proposal.

Measure
2019-20 value 

(rank)

2020-21 value 

(rank)

2021-22 value 

(rank)

2022-23 value 

(rank)

Absolute change from 

2021-22 (%)

Combined operating cost -

water and wastewater 

[$/property]

777

(3 of 14)

722

(3 of 14)

696

(2 of 15)

692

(1 of 15)
0.5%    decrease



• Hunter Water performed above the 

median for major utilities for:

• operating costs

• customer complaints 

• residential water consumption

• rectifying unplanned water 

interruptions.

Key strengths and opportunities

• Performance was below the median for 

major utilities for:

• leaks

• the frequency of unplanned water 

interruptions 

• sewer main breaks and chokes 

However, Hunter Water is showing 

positive year-on-year performance 

improvements for these indicators.



General discussion



BELMONT DESALINATION PLANT
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BELMONT DESALINATION PLANT

2014       2015       2016       2017       2018       2019       2020       2021       2022       2023       2024
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Permanent desal

30M/L day



WHAT IS PROPOSED TO CHANGE



WHAT IS PROPOSED?

Future

solar panels

Lime System Chemical 

Switchroom

Fire Water 

Tanks

Inlet pipe in 

ocean bed



INCREASE SITE LEVEL – 1 IN 100 YR. 

Belmont Desalination Plant – EIS Modification Report – Feb 2024

• Changing climate conditions 

and flooding.

• Site to 3.3m AHD 

• Raise up to 2m

• Additional construction traffic 

for fill materials



UNDER THE OCEAN



OCEAN INLET



NOISE ASSESMENT

24/7 site operation for inlet pipe

Some early morning starts to 

avoid wind

Flight path noise from helicopters to the jack up barge in the ocean



TRAFFIC



VISUAL IMPACT



VISUAL IMPACT



WATERMAINS

• 1.2km 500mm watermain 

along Ocean Park Road

• 6.8km 600mm watermain 

through Belmont State Park 

to Jewells



BELMONT DESALINATION PLANT

2024            2025            2026            2027            2028            2029      

Award 

Construction 

Contract

First Water 

Supplied
Construction

Commissioning 

and 

NSW Health 

Approval

EIS 

modification

Permanent desal

30M/L day

EIS 

modification



Mail
Hunter Water
PO Box 5171
HRMC NSW 2310

Connect
hunterwater.com.au

Call
1300 657 657, weekdays 8am-5pm
1300 657 000, 24 hours, seven days
Translation service: 13 14 50 

Head Office
36 Honeysuckle Drive 
Newcastle NSW 2300

Email
enquiries@hunterwater.com.au

THANK YOU



Emma Berry, Executive Director Strategy and Engagement.

STAGE 3 PRICING PROPOSAL OUTCOMES 

OVERVIEW



COMMUNITY ENGAGEMENT PRICE PROPOSAL PROGRAM
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OUR CHALLENGE AND PROMISE

We promise to incorporate our community’s 

recommendations to the maximum extent possible

IAP2 Spectrum of Public Participation
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STAGE 3 - DELIBERATIVE FORUM ROAD MAP

We based our approach to the deliberative stage on the OECD Guidelines for Deliberative Democracy





ANNUAL HOUSEHOLD WATER AND WASTEWATER BILLS NEED
TO INCREASE BY AN ESTIMATED $56 PER YEAR, EVERY YEAR

• Customer prices will need to increase, 
even to deliver the same level of service 
that we currently provide.

$1,340 now (in 2023-24) → $1,620

• Prices will also increase by inflation 
each year. 

• These are estimates, based on factors 
that may change (like interest rates).

• Any changes above inflation still need to 
be reviewed and approved by IPART. We 
are seeking your recommendations on 
topics that could add more to bills (above 
the $56 per year, every year).

Before inflation

Notes:

1. Bill calculated for a household in an owner-occupied house using 181 kilolitres of water per year, receiving water and wastewater services. 

2. Around one third of our customer base also receive stormwater services. For these customers, the base bill increase would be $15 per year higher every year. This is $75 higher in year 5 (2029-30), before inflation)
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• Customer prices will need to increase, 
even to deliver the same level of service 
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2.5% per year.
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Notes:

1. Bill calculated for a household in an owner-occupied house using 181 kilolitres of water per year, receiving water and wastewater services. 

2. Around one third of our customer base also receive stormwater services. For these customers, the base bill increase would be $15 per year higher every year. This is $75 higher in year 5 (2029-30), before inflation)

WHAT’S CAUSING THE ESTIMATED $56 INCREASE PER YEAR, EVERY YEAR?

Before inflation



We heard a range of initial reactions:

• When do we get to make some decisions?

• It’s ok given what’s going on in the world.

• Isn’t too much given how much other bills are increasing.

• It’s a lot for a one-person household to pay

• Is one desalination plant enough?

• Hunter Water asleep at the wheel. Surely, they can do 

better.

• $0 - $6 isn’t enough on the table 

• Feel good because Hunter Water is planning for the 

future

• I understand the context now

Customer reception to the baseline bill 

impact 
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WHO ARE THESE PEOPLE ANYWAY?



LIVING WITH HOT SPOTS –

https://hunterwater-my.sharepoint.com/:v:/g/personal/clare_hogue_hunterwater_com_au/ETy4GqwatRFArMpP1zVDqyEBW2Oo1DR4G8Y538BnGeY_xQ?e=Smz9qc&referrer=StreamWebApp%2EWeb&referrerScenario=AddressBarCopiedShareExpTreatment%2Eview&web=1


PANEL FINAL RECOMMENDATIONS – HOT SPOTS



PANEL FINAL RECOMMENDATIONS – WATER CONSERVATION



PANEL FINAL RECOMMENDATIONS – CARBON REDUCTION



FINAL RECOMMENDATIONS – LEVELS OF INVESTMENT



FEEDBACK ON PROCESS [Hunter Water has] 

"undertaken a 

valid, robust 

process and have 

invested the effort 

in good faith."

- Douglas 

McCloskey 

(PIAC)

[Hunter Water has] 

“shown 

commitment in 

investing time and 

effort to build 

understanding."

- Roberta Ryan 

(CEAP)

“I was particularly 

impressed by the 

presence of Exec 

and Board 

members and their 

accessibility [to the 

panel members]."

- Brad Webb 

(CEAP)



NEXT STEPS – STAGE 4
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