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ABOUT US

Service just over 30% of Vic population
e Annual turnover $1B, Assets $4.2B

* 4,000 square kilometre service area

« 20,000km water and sewer mains
* 9 sewage treatment plants, 2 recycled water

KEY STATISTICS plants — (2 more in plan), 1 stormwater treatment
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OUR CUSTOMERS

We serve 30% of the Victorian population

» Expected to grow by in excess of 500,000 people (25%)
by 2036

« Culturally diverse population - 28% Language
Other Than English (LOTE)

* VicHealth ratings for health and wellbeing in the
community we serve are consistent with Victorian
averages

« 87% of our customers believe there are good facilities
and services in their area



1 in 4 customers born overseas

SUPPORTING
* 10 muiltili | | - 10,000 call in Mandarin. Arabic.
A DIVERSE 10 muigua consutats - 10000 cls i Mancarn, o

COMM U N ITY- CALD outreach through specialised media outlets and WaterCare Hub

Customer led future

*  99% of customers surveyed said that our LOTE service was better
than any other similar service they use.



CUSTOMER VALUE PROPOSITION

94% of customers agree that YVW provides a
reliable water service

89% of customers agree that YVW provides great
drinking water

88% of customers agree that YVW provides a
trouble free sewerage system

90% of customers say they are confident YVW will
meet their needs now and in the future



A HIGH VOLUME SERVICE BUSINESS

land development

telephone enquiries per @se9 & plumbing applications pa
day
Billing
$ | Meter Reads
maintenance jobs pa | bills issued
Bursts, leaks, blockages. L Bills payments processed

customers on instalments



OUR STAKEROLDERS

Our stakeholders include:
*  Our customers
 Government departments
* Regulators
«  Community groups
swries  OUR STAKEHOLDERS « Water industry organisations
AND PARTNERS « Land developers
* Research organisations
« Community advocates

AUSTRALIAN WATER
ASSOCIATION

OTHER WATER UTILITIES
VICWATER

WATER SERVICES
ASSOCIATION OF AUSTRALLA

Engagement: 87% of stakeholders agree that we
have elevated water industry performance.

g Yarra
~ Valley
Water




WATER FOR VICTORIA: POLICY DIRECTION

Recreational
values
of water

Water for
agriculture

athe: ﬁj Waterway

entitlements .~ and catchment
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Thriving Communities
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CURRENT FOCUS

Customers and the community at the center of
everything we do

* Protecting the environment and enhancing Melbourne’s
liveability

« Developing partnerships to meet the challenges



OUR PURPOSE IS TO PROVIDE
EXEMPLARY WATER AND SANITATION
KGR SERVICES THAT CONTRIBUTE TO THE
VAV 1AL TH AND WELLBEING OF CURRENT
STRATEGY AND FUTURE GENERATIONS.
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CULTURE

eats strategy
for breakfast

PETER DRUCKER



CULTURE: WHY BOTHER?
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r ol M - Gallup Research Report “Companies that invest in engaging
‘. 'Jplt k ; staff and developing a positive culture have 27 % higher

) . profits, 50% higher sales, 50% higher customer loyalty, 38%

above-average productivity”

Harvard Business School report : “Businesses with high
employee satisfaction show a 2:1 stock price improvement
over competitors”

Aon Hewitt: “44% more employees are engaged, and twice as
many employees will stay, in companies where culture is
aligned with strategy”




MEASURING CULTURE & ENGAGEMENT

Anengaged employee An engaged Anengaged
. . speaks positively about employee associates employee feels motivated
Syne rg 1 S t IC S ' the company among his/her future with the toexert extraeffort for the
co-workers, clients and company company
his/her friends

INTERNATIONAIL



OCI RESULTS 2001 - 2015
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STAFF ENGAGEMENT

- Engagement score, 80%
(2% improvement since 2014) 94% response rate
« Strive: from 68.5% to 74.5%.
* 15% improvement in ‘highly engaged’ staff from 2014

Your Engagement Your Historical Average BE
Score Score Benchmark Benchmark




LINE OF SIGHT

A AcTon pack RV TRATEGY UPDATE

sesiuisemcansaeiasastnnincerane “You're invited to YWW's inaugural
2020 Strategy Update event.

f0R AN
EXCEPTIONAL

SAFETY WEEK & WAI
Yara Vaey Waters Safety Week 2014 runs from 23-30 October. Over the course: of the
Wiesk several sctivities Wil take pisce 1o help buld safety awarensss. Please yisit T

for all detalls and encourage your teams to get imvolved

When: Monday 24 November
Where: T rooms.

Who: All YVW employees

A3 2t of the Safety Wesk itiatues, The Ssfety Team nas designed 21 engagng two

wieEk campaign caled th ‘Pledge Wall' to help dive ownershiD of, 200 personal At this event you will: |
ceountabiity for safety. The Piedge Wal aiso enables feams or individuals to refiect on + Learn mare about our progress uy
the insights gained through the Safety Action Squads infistive. towards achieving our
2020 Strategy goals
ACTION: Piease read the pisdos wiail nsirustion pack and bref your staff at your next * Explore our current top priorities
mesting. and key initiatives
+ Hear from YWVW's leaders.
ACILITIES SE Y D the Agenda:
Structure changes expiained - Strategy Dashboard Launched
As you ave auare the national lemoram Secuty threst has been rased to Hign. As an Custarmer Seil progress vadate Growth Strategy exslained
essentisl senvices provider, YVW now needs 1o ensure tighter security measures. Please Energy construction begins - and mare.
2K to your staff about the folowing rles More info will b made svaabla on Tha Scurce

1) Piease remember that visitors WhG have 1ot been MGUCted Must wiesr their name.
tag and be accompanied by & member of staff at af fimes

2) Piease only use your securty pass 10 SWips Yourself in — don't use your pass 1o
let others into site {this includes the boom gates)

ext 1751) if yous Fsve oy further questions.

Please don't enter or exit the buiding through Reception. The front entrance is for
visiors oaly

M CONTRIBUTION
ORAIEY




INNOVATION AT YVW




INNOVATION
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INNOVATION COLLECTIVE

The Hub Innovation Collective How to pitchyouridea  People  House Rules

Challenges FAQs  Submita Challenge

HERUB | |

T

A new way of working on
possibilities!

Don't have an idea yet to post? We'd love you to

help with some of the other ideas that have been
posted. Show your support by voting or build on
ideas by adding your comments.

Time poor? Did you know the Hub is accessible
on your smartphone? Just type in the url
thehub.yvw.com.au and use your yvw username
and password.

Activity ad Leaderboard ~ Newbies Latest Topvoted  Most discussed

- Yarra
Valley
Water

Embedding innovation in the way we work to
deliver breakthrough thinking for the 2020 strategy.



SCALED AGILE FRAMEWORK FOR ENTERPRISES
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KEY INITIATIVES

;. il Yarra
* Valley
Water




LOOKING AFTER

VULNERABLE CUSTOMERS

Our Philosophy
Access to essential water and sanitation services
should not be compromised by inability to pay.

Latest programs

« WaterCare Hub, CareHub

» Centrelink Outreach — Bring your bills Zi ol
«  Vulnerable concession customers / aged & DHHS housing B
« Community Housing Retrofit Program F
« Aboriginal Support Program

Recognised as best practice in Utilities:
« ESC, Prime Minister’s award, Consumer Utilities
Advocacy Centre,



LIVEABILITY:

Yarra Valley Water’s role

Exploring new ways to make Melbourne a cooler greener city

that everyone can enjoy
Focus on Health and Amenity & meeting the diverse needs of

our diverse community.
Stronger partnerships with Councils and other agencies to

enhance liveability outcomes



VITAL INFRASTRUCTURE TO THE NORTH
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DIGITAL: CUSTOMER

|NSTANT * Fault map
INFO

* Yarra Valley Online Water - 23% of transactions
WHEN YOU ¢ i

are processed on-line
NEED IT
You

6an now go online to find out » Developer online portal — 30% of customers
about emergency bursts and leaks now Choose th|S Channel

\f CaSY
# ACCESS




INTELLIGENT NETWORKS & DIGITAL METERING




ENVIRONMENT

Yarra Valley Water’s role

Our environmental impact never exceeds the carrying capacity
of nature

We pursue a where the planetary or local
carrying capacity of nature is exceeded

We have redefined the possibilities in sustainable water and
sanitation services



SHIFTING TO A RESTORATIVE APPROACH

Restorative

Self Compliance Carrying Net Neutral Regenerative
regulation capacity neutral

Doing more good, rather than less bad

» Restorative approach where the planetary and local
carrying capacity of nature has been exceeded.

* Requires us to work in new ways and creates new
partnerships

Yarra
* Valley
Water




THE RESTORATIVE UTILITY

* We generate 50% of our own energy by 2020,
and 100% by 2030

 We have a net neutral impact on streams that we
discharge into.

» Environmental flows for rivers we extract from
are not compromised.

. ¢ Yarra
¥ Valley
Water
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REWASTE: WASTE TO ENERGY

» Trucked organic wastes including market food waste, food
processors, dairy wastes, restaurant and catering wastes.

* Process over 33,000 tonnes of organic waste per year.

» Peak electricity generating capacity of 1-Megawatt per day.

« Two anaerobic digesters to produce methane-rich biogas.

» Supply electricity to both the neighboring sewage treatment plant,
with the surplus going to the electricity grid.

* Opens 2017



CHOOSE

1AP

aYarra Valley Water
Initiative
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SUSTAINABLE
DEVELOPMENT

G{:ALS

A GLOBAL APPROACH

The UN Sustainable Development Goals




Thank-you

David Snadden: Yarra Valley Water

yvW.com.au




