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Executive Summary
Goulburn-Murray Water aspires to be Australia’s leading rural water service provider.

As a statutory water corporation, Goulburn-Murray Water’s role is to harvest, store, share
and deliver water resources and services in accordance with the functions and powers
defined in the Victorian Water Act 1989.

Goulburn-Murray water’s key stakeholders are the Victorian Government and its
customers.

More than 30,000 agribusinesses depend on Goulburn-Murray Water’s irrigation services.
Over the next decade this key customer group will undergo significant physical, policy and
environmental change as climate change reduces water availability and key initiatives
including modernisation of the irrigation supply network through NVIRP, Northern Region
Sustainable Water Strategy, the Federal water buy back and the MDBA Basin Plan take
effect.

The Northern Victoria Irrigation Renewal Project’s modernisation of the irrigation supply
network will transform this key area of business. As a result, the irrigation areas with their
good soils, excellent water quality, high water reliability and service infrastructure will be
well positioned for a profitable, efficient and sustainable future.

Goulburn-Murray Water’s operating environment is changing and new business challenges
are continuing to emerge and this has highlighted the need for Goulburn-Murray Water to
quickly make changes to its strategic direction and business priorities in order to prepare
for the future.

In response to these changing business needs, Goulburn-Murray Water has defined four
interconnected Key Strategic Change Priorities that will transform Goulburn-Murray Water
and best position the business to meet evolving customer needs and climate scenarios,
while allowing government policy, market forces and individual choice to shape commercial
outcomes.

The four Key Strategic Change Priorities are:
e Modernisation
e Pricing
e People and Technology
e New Business Model

Each of the Key Strategic Change Priorities gives a clear direction and targets for immediate
and future actions that will reshape the whole of Goulburn-Murray Water’s business, and in
particular the modernised irrigation areas.
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This Plan assumes 60% water allocations in the Goulburn and Murray Basins and 30% in all
other basins. This is consistent with Scenario D of the Northern Region Sustainable Water
Strategy and is considered the most appropriate allocation base to use given the current
climatic sequence.

After more than a decade of drought Goulburn-Murray Water remains in a strong financial
position.

Over the next decade NVIRP will transfer nearly $600 million of assets to Goulburn-Murray
Water. These transfers coupled with asset revaluations will increase depreciation for
accounting purposes. As a result, this Plan’s projected financial performance shows
increasing statutory reporting losses.

However these losses do not flow through to customer pricing because the regulatory asset
base mandated by the Essential Services Commission (ESC) excludes these asset groups.
The regulatory based results are a much better indicator of Goulburn-Murray Water’s
performance, and the projected net cash inflows are satisfactory.

Goulburn-Murray Water borrowings are projected to increase to fund the investment in
modernisation and the ongoing capital program. Debt funding these programs is the ESC
mandated approach.

Over the 5 year period of this Plan, the total capital expenditure proposed is $182 M,
comprising $61 M for retail works replacing existing channels assets and $121 M for dam
safety upgrades.

This Plan will enable Goulburn-Murray Water to meet its obligations to our stakeholders
whilst driving the most significant period of change in the way our water systems provide
services to our customers in more than one hundred years.
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Introduction

To reflect the current environment impacting on Northern Victoria, Goulburn-Murray
Water has set itself a new vision of being Australia’s leading rural water service provider
and it has identified four Key Strategic Change Priorities to achieve a new business focus
through a significant program of improvement and change.

The four Key Strategic Change Priorities are:

e Modernisation

e Pricing

e People and Technology
e New Business Model

This Plan covers the five year period from July 2010 to June 2015 and includes the remaining
three year period of Goulburn-Murray Water’s current Water Plan from July 2010 to June
2013. This Plan is consistent with our Water Plan price determination and complies with
our Statement of Obligations to Government.
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Section One —Statement of Corporate Intent

Vision, Mission and Values

In conjunction with the setting of Goulburn-Murray Water’s new Key Strategic Change
Priorities, a new Vision and Mission have also been set.

Our Vision

To be Australia’s leading rural water service provider

Our Mission

To provide efficient and effective water services to all customers
Our Values

Human safety, customer service, sustainability of the environment, business and community,
cooperation, openness, integrity, respect and pride



WATER

Corporate Plan 2010/1 | ="

Section One —Statement of Corporate Intent

Overview of Goulburn-Murray Water

Goulburn-Murray Rural Water Corporation, trading as Goulburn-Murray Water, is a
statutory corporation constituted under the provisions of the Victorian Water Act 1989,
and is responsible to the Minister for Water.

Goulburn-Murray Water’s core business is water management and the delivery of water
services in support of irrigated agriculture.

Goulburn-Murray Water is responsible for:

e Managing the delivery of water to its irrigation and water districts and
maintaining the infrastructure for these districts.

e Implementing Government’s regulations and policy for groundwater and surface
water resource management in accordance with the delegated powers

e Harvesting, storing and managing water in its reservoirs and dams

Goulburn-Murray Water:

e Manages water-related services in a region of 68,000 square kilometres, bordered by
the Great Dividing Range in the south and the River Murray in the north and from
Corryong in the east downriver to Nyah.

e Operates salinity mitigation works on the Murray downstream of Nyah, delivers bulk
water to supply points outside its region and is the Victorian Constructing Authority
for the Murray-Darling Basin Authority.

e |s the Resource Manager for northern Victorian water systems and has the
responsibility for making the seasonal allocation determinations for all Victorian
Murray entitlement holders.

e Is a partner in the Victorian Water Register, using it to manage more than $4 billion
of water entitlements and trade.

Our key stakeholders are the Victorian Government and our customers, and our objective
is to be a valued service provider to our customers, at the same time fulfilling the Victorian
Governments expectations by efficiently implementing its priorities.
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Section One —Statement of Corporate Intent

Our Operating Environment

Regulatory Framework

Goulburn-Murray Water is a statutory water corporation that has its functions and powers defined
in the Victorian Water Act 1989.

The Victorian Government’s specific requirements of Goulburn-Murray Water are further defined in
a Statement of Obligations.

The Government, through Departments such as the Department of Sustainability and Environment
(DSE), is responsible for setting overall State water policy.

Key Government water policies that provide Goulburn-Murray Water with direction on water
management are:

e ‘Our Water Our Future, 2004’

e ‘The Northern Region Sustainable Water Strategy, 2009’

The Northern Region Sustainable Water Strategy (NRSWVS) sets out major water policy changes to
address key challenges and risks such as climate change, Commonwealth entitlement purchases and
the Murray-Darling Basin Plan. The Strategy contains |17 new policies and 5| actions to implement
these policies, all of which affect Goulburn-Murray Water’s role in managing water resources, the
delivery of services to customers and responsibilities for environmental water management.

The Essential Services Commission (ESC) is the independent economic regulator of the water
industry and is responsible for regulating the prices and service standards of water businesses in
Victoria. As a State-owned monopoly business, Goulburn-Murray Water comes under the ESC
which sets pricing and revenue requirements following review of proposals submitted in Goulburn-
Murray Water’s Water Plan. Water Plans are for a 5 year period and Goulburn-Murray Water is in
the third year of its 2008/09 — 2012/13 Water Plan.

Goulburn-Murray Water’s financial performance is monitored by the Department of Treasury and
Finance.

The Environment Protection Authority’s role is to care for and protect the environment and it is
responsible for setting environmental standards and regulating the environmental performance of
Goulburn-Murray Water.

The Energy and Water Ombudsman (Victoria) (EWOQOYV) is an industry-based external dispute
resolution scheme that investigates and resolves disputes between Goulburn-Murray Water and its
customers. EWOV is independent from government.
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Section One - Statement of Corporate Intent

Governance Framework

Goulburn-Murray Water has a Board of seven non-executive directors appointed by the Minister
and a Managing Director appointed by the Board.

The Board is responsible for setting the strategic direction of Goulburn-Murray Water, establishing
business objectives, ensuring compliance with legislation and government policy and presiding over
all significant strategic, regulatory, financial and risk elements of the business.

This year, the Board has the following Committees in place: Financial and Management Audit
Committee, Risk and Compliance Committee, Remuneration Committee, Modernisation Committee
and Pricing Project Steering Committee.

Goulburn-Murray Water has a schedule of delegations based on financial and risk considerations
which sets the approval levels required for all business activities.

Each year Goulburn-Murray Water undertakes a range of statutory business and performance
reporting to Government.

Risk Management Framework

Goulburn-Murray Water has in place a Whole of Business Risk Management Framework based on
ISO 31000. This provides a methodology for the identification, evaluation, treatment and reporting
of key business risks.

The whole of business risk management framework is incorporated into Goulburn-Murray Water’s
management systems and decision making processes, and is used to identify risks, assign business
priorities and manage the risks in order to minimise potential adverse impacts.

Major Stakeholders

Department of Sustainability and Environment (DSE)
Goulburn-Murray Water reports to the Minister for Water via the Department of Sustainability and
Environment.

The Office of Water within the Department of Sustainability and Environment (DSE) oversights the
management of the Victorian water industry. Goulburn-Murray Water maintains strong links to DSE
to assist with the framing and implementation of government water policies.

Goulburn-Murray Water also works closely with DSE and the Victorian Water register to facilitate
the ongoing development and operation of water trading and markets in northern Victoria.
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Section One - Statement of Corporate Intent

Northern Victoria Irrigation Renewal Project (NVIRP)

The Northern Victoria Irrigation Renewal Project (NVIRP) has been established by the Victorian
Government to deliver a $2 billion irrigation upgrade to the Goulburn Murray irrigation system.
Irrigation modernisation will improve water delivery management and irrigation services and recover
water savings.

NVIRP is working on Goulburn-Murray Water’s channel network within the Irrigation Areas and a
high degree of coordination is required to ensure assets are able to deliver the required customer
services during the irrigation season and optimal modernisation outcomes are achieved.

Customer Commiittees

Customer Committees such as Water Services Committees and Reference Committees are
Goulburn-Murray Woater’s primary source of customer advice and feedback. Committee
representatives are appointed to provide advice and informed discussion in areas such as operations,
pricing, service standards and asset management. Committees meet regularly and are comprised of
customers chosen through a community nomination procedure and appointed by the Board.

Catchment Management Authorities (CMAs)

Victoria is divided into catchment regions, with a Catchment Management Authority (CMA)
established for each region that is responsible for coordinating the catchment management activities
in their region. Goulburn-Murray Water has strong links to the North East, Goulburn Broken and
North Central CMAs on water quality, river health and natural resource management programs. As
well, there are operational interactions on the delivery of environmental entitlements and catchment
programs under the management of DSE and the CMAs.

Murray-Darling Basin Authority (MDBA)

The Murray-Darling Basin Authority (MDBA) is responsible for the integrated management of the
Murray-Darling Basin and reports to the Federal Minister for Climate Change and Water. Goulburn-
Murray Water is the Victorian Constructing Authority for the MDBA, a significant regional role.
This role involves the management responsibility for the operation and maintenance of MDBA
storages and salt interception works across Northern Victoria.

Other Forums

Local communities across Goulburn-Murray Woater’s region are also represented by Local
Government and there are a number of local and regional co-ordination forums across the region in
which Goulburn-Murray Water participates.
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Section Two — Business Plan

Challenges and Opportunities

As part of its strategic review process each year, Goulburn-Murray Water undertakes a
scan of its operating environment to identify potential future changes.

In preparing this Corporate Plan, a thorough environmental scan and assessment was
undertaken and this process identified that the needs of our customers and stakeholders
have altered and there are increasing challenges from climate change, water policy reform
and economic conditions.

The following provides an overview of the outcomes of the scan.

Irrigation in northern Victoria is on a path of significant physical, policy and environmental
change.

Key drivers of the change are modernisation of the irrigation supply network through
NVIRP, drought and climate change impacts on water availability, Northern Region
Sustainable Water Strategy, world prices for key irrigated commodities, the Federal water
buy back and the MDBA Basin Plan.

Climate change projections by CSIRO and the Bureau of Meteorology indicate that
Goulburn-Murray Water’s region will be warmer and drier.

Customers across virtually all commodities in northern Victoria have been subject to tough
conditions over the last 10 years and attempts to predict long-term trends in irrigated
agricultural enterprises are problematic.

A contraction of the overall footprint of irrigated agriculture will occur but the irrigation
sector is resilient and will continue to be the economic driver of many northern Victorian
communities.

Despite recent challenges and difficulties, there is substantial industry confidence in the
future of irrigation. Although the impacts of the draft MDBA Basin Plan are not known and
will emerge over the course of 2010/1 1.

The modernised irrigation areas with their good soils, excellent water quality, high water
reliability and service infrastructure will be well positioned for profitable, efficient and
sustainable irrigated agriculture into the future.

The investment in modernising the irrigation areas will markedly increase both water
delivery efficiency and customer service levels needed to support modern irrigation
practices. These improvements will remove long standing system barriers to on-farm
investment and help to improve productivity and growth of these businesses.

10
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Section Two — Business Plan

Within 10 years Goulburn-Murray Water customers within the irrigation areas will be
serviced by one of the world’s most efficient, cost-competitive and technologically advanced
irrigation delivery networks able to support efficient and responsive system management
and improved on farm productivity. Goulburn-Murray Water’s channel delivery network will
be transformed and every customer will be serviced directly from this network or by a
connection which is owned by one or more landowners and managed by them.

Goulburn-Murray Water will need to critically re-assess the nature of services it offers to
customers in future, particularly in light of the enhanced capabilities of the modernised
infrastructure, so that customers can enhance their productivity and ability to operate
profitable irrigated enterprises.

The modernisation of the irrigation areas includes new automated channel control and
metering technology, and the cost to operate, maintain and replace this technology will
change the cost structures of the irrigation areas.

There is customer and stakeholder concern about increasing water prices and there is an
associated need for Goulburn-Murray Water to demonstrate that it is operating as
efficiently as possible.

The Northern Region Sustainable Water Strategy (NRSWS) rebalances the future needs of
all water users and the environment and provides customers with more options than ever
before to manage their business risks in future. The NRSWS requires Goulburn-Murray
Water to implement a range of new initiatives to improve the management and protection
of surface water and groundwater across northern Victoria

Customer and community engagement arrangements may need revisiting and simplifying.
The current customer committee model may not be the right model for the modernised
future and Goulburn-Murray Water needs to evaluate different and simpler customer
consultative models, with more direct customer contact and community engagement in
future.

The strength of Goulburn-Murray Water lies in its people. The expertise and experience of
staff means that they are in demand and there are significant numbers assisting our
stakeholders with modernisation projects and water reform initiatives, and this is placing
pressures on our staff resources.

Goulburn-Murray Water will need to undergo change to meet the challenges ahead and be
flexible enough to adapt to a range of irrigated agricultural demands and climate scenarios,
letting market forces and individual choice shape commercial outcomes.

Goulburn-Murray Water is putting change management processes in place and will need to
adjust the future skills mix of its staff through retraining of key Goulburn-Murray Water staff
to use new more complex technologies and business systems of a modernised irrigation
system. Recruiting, developing and retaining quality staff and ensuring the maximisation of
benefits of new technologies will be important to Goulburn-Murray Water’s future business
success and for its skilled and efficient workforce to deliver the business objectives.

11
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Section Two — Business Plan

Strategic Direction

Goulburn-Murray Water’s operating environment is changing and new business challenges
are continuing to emerge.

This has highlighted the need for Goulburn-Murray Water to rapidly make changes to its
strategic direction and business priorities in order to prepare for the future.

The future Goulburn-Murray Water must;
e modernise its product and service offering
e have the right pricing and tariff structures
e further improve its total customer experience service levels
e strongly focus on core business activities
e strive for greater levels of business efficiency, innovation and performance
e be more nimble, adaptive and technology orientated and
e ensure workplace health and safety remains a critical focus

In response to these changing business needs, Goulburn-Murray Water has developed four
specific and inter-related Key Strategic Change Priorities.

The four Key Strategic Change Priorities are:

e Modernisation

e Pricing

e People and Technology
e New Business Model

Each of the Key Strategic Change Priorities gives a clear direction for immediate and future
actions that will reshape the whole of Goulburn-Murray Water’s business, and in particular
the modernised irrigation areas.

Theses changes represent a significant shift in Goulburn-Murray Water’s traditional business

operations and thinking and will drive Goulburn-Murray Water to be successful in fulfilling
its vision of being Australia’s leading rural water service provider.

12
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Section Two — Business Plan

Key Strategic Change Priorities

A focus on modernisation of the irrigation area supply network through NVIRP and
delivering the maximum benefits to customers of this modernised network through
enhancements to services, business processes and asset management strategies.

Pricing

A focus on pricing and tariff structures to ensure tariffs meet future business and customer
needs and pricing demonstrates value for money.

People and Technology

A focus the organisational capability, business systems and technologies that will be needed
to respond to the future.

New Business Model
A focus on operating a new business model founded on core competencies and simplified

customer and community engagement arrangements to drive higher levels of organisational
performance.

13
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Section Two — Business Plan

Core Functions Key Stakeholders
Water Management and delivery of Victorian Government & Customers
water services
4 '
Mission

To provide efficient and effective water services to all customers

I

Values
Human Safety Customer Service  Sustainability of the environment, business and communities  Cooperation
Openness Integrity, respect and pride
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Section Two — Business Plan

Action Plans to Deliver Key Outcomes

To modernise the irrigation area supply network through NVIRP and deliver the maximum
benefits to customers through enhancements to services, business processes and asset
management strategies.

Joint Vision for Modernised Irrigation Areas

NVIRP and Goulburn-Murray Water have adopted a joint vision for the future of the
modernised irrigation areas as a result of the delivery of the Foodbow! Project. The joint
vision is:

Within ten years, every customer will be connected to a common user system (the
backbone) by a connection which is owned by one or more landowners and managed by
them.

Goulburn-Murray Water is on a path of rapid transformation of its business to ensure that
the full benefits of the Foodbowl Project are delivered to customers and regional
communities as quickly and effectively as possible.

NVIRP

Goulburn-Murray Water will continue to work closely with NVIRP in the delivery of its
works program and water savings and Goulburn-Murray Water will ensure that its planning
is consistent and align with NVIRP’s.

Backbone

NVIRP has defined an irrigation ‘backbone’ which will become the public irrigation
infrastructure to be owned and operated by Goulburn-Murray Water. In 2010/11,
Goulburn-Murray Water will establish the optimal levels of capital investment it will make
on the backbone over the next 10 — 20 years.

Modernised Service Levels

In 2010/11, Goulburn-Murray Water in consultation with NVIRP and customer groups, will
set new customer service standards for the modernised irrigation systems. These new

15



GOULBURN-MURRAY

WATER

Corporate Plan 2010/1 | m

Section Two — Business Plan

service standards will be included in the revision of Goulburn-Murray Water’s Customer
Charter under the ESC framework and adopted for 201 1/12.

Service Improvement Standards

In 2010/11, Goulburn-Murray Water will set, in consultation with customer groups, service
improvement KPls and targets that will see Goulburn-Murray Water's customer service
levels based on best practice from national benchmarking of rural water service providers.

Faster and Smarter Project

In 2010/1'1 and 2011/12, Goulburn-Murray Water will scrutinised all its key business
processes for ways to do things smarter, faster, in a more customer friendly way and
remove ‘bureaucracy’. This review will place high emphasis on ‘customer first’ and focus on
simplifying management structures, systems and procedures to streamline and improve
workflows.

Northern Region Sustainable Water Strategy

The Northern Region Sustainable Water Strategy (NRSWS) sets out major water policy
changes to address future challenges and risks. The Strategy contains 30 actions that require
Goulburn-Murray Water to delivery over the next 3 years. In 2010/11, Goulburn-Murray
Water will deliver all of its required 24 outcomes in accordance with DSE’s implementation
timelines.

Strategic KPIs

16
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Section Two — Business Plan

Goal

To have the right pricing and tariff structures in place to ensure tariffs meet future business
and customer needs and pricing demonstrates value for money.

Actions

Tariff Reviews

In 2010/11, Goulburn-Murray Water will undertake a comprehensive review of how it
recovers costs from customers in the gravity irrigation areas. The objective is to provide
clear pricing signals to customers to inform their long term farm and business planning
during and after the transition to a modernised irrigation network, to ensure pricing
encourages the efficient delivery of the services that customers need and value.

The review will also consider the impacts of the Northern Region Sustainable VWater
Strategy, completion of NVIRP by 2018, the new Murray Darling Basin Plan that is scheduled
to take effect in Victoria from 2019, the ACCC review of termination fees in 2012, the
progressive removal of the current 4% limit on the volume of water shares able to
transferred out of irrigation areas, continuation of the Commonwealth water buyback
program including its agreement to purchase up to 400,000 ML from the irrigation areas and
the roll out of the Commonwealth on farm irrigation efficiency program.

In2010/11 and 201 1/12, Goulburn-Murray Water will also undertake reviews of its
Diversions and Water Districts tariffs and the next stage of its Surface Drainage tariff
changes.

Cost Reduction Target

Starting in 2010/11, Goulburn-Murray Water will introduce a minimum 3.5% per annum
cost reduction target across all recurrent expenditure proposed under the Water Plan over
the next 3 year period while ensuring service levels are maintained or enhanced.

Productivity Plan

Cost containment is a high priority to ensure the prices of Goulburn-Murray Water’s
services are affordable for profitable irrigated businesses and in 2010/1 1, Goulburn-Murray
Water will develop a five-year productivity plan with clear productivity targets and
investment requirements, to ensure Goulburn-Murray Water customer’s costs are
competitive with that of other comparable rural water providers.

17
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Section Two — Business Plan

Strategic KPlIs

08/09 09/10
Actual Target 10/11 [1/12 12/13 13/14 14/15

Customer Satisfaction 62% 80% 80% 82% 83% 84% 85%
Corporate reputation survey (bi-annual — 2010 base year)

National benchmarking — best practice range for rural service providers

Gravity irrigation tariff review completed in 2010/1 |

Diversions tariff review completed in 201 1/12

Water District tariff review completed in 201 1/12

Stage 2 of Surface Drainage tariff review completed in 2010/1 |
Cost reduction targets met over period to 2012/13

Productivity Plan in place in 2010/1 |

18
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Section Two — Business Plan

People and Technology

Goal

To develop and grow organisational capability, business systems and technologies to
respond to future changes.

Actions

Culture
Goulburn-Murray Water will continue to build a strong Customer driven culture that is
responsive, with staff enhancing valued service at every point of contact.

People

Goulburn-Murray Water’s people related strategies will target development opportunities
with a focus on critical roles and knowledge management. These key supported initiatives
will strengthen existing skills and develop future capabilities to deliver our vision.

Technology
Future technology applications will drive efficiencies for the modernised irrigation system
and other irrigated service improvements

Business Systems

Goulburn-Murray Water will undertake systematic and ongoing enhancements to its
business processes to ensure best practice performance in billing, asset management, OH&S,
environmental, risk, delegation framework, knowledge management, business continuity,
contract and project management.

19
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Section Two — Business Plan

Strategic KPIs

08/09 09/10
Actual Target 10/11 [1/12 12/13 13/14 14/15

Customer Satisfaction 62% 80% 80% 82% 83% 84% 85%
Customer Complaints (per

1,000 customer) 0.002 0.003 0.003 0.003 0.002 0.002 0.002
Loss Time Injury Frequency

Rate 10 9 8 7 6 5 4
Regretted Staff turnover

rate (industry average 9.3%) 10% 8 8 7 6 6 6

Succession planning / critical role analysis in place

Lead indicators for workplace safety — 2010 base year
Staff engagement survey — 201 | base year
Development Programs — return on investment analysis in place

National Benchmarking

20
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Section Two — Business Plan

New Business Model

Goal

To deliver higher levels of organisational performance through a new business model
founded on core competencies and simplified customer and community engagement
arrangements.

Simplified Business Model
To deliver the vision Goulburn-Murray Water will simplify the organisation model to

respond to future challenges with agility and innovation. This will sharpen the delivery of
modernised irrigation, water delivery and technical services

walia's leading rural water Servicg
s s

l’ok o’

Board of Directors

b |

Managing Director

Modernised Irrigation Water Services Technical Services

Operates backbone and delivers
irmgation services across the GMID

Provides bulk water services and
maintains assets

Delivers irrigation services outside the
GMID and manages water resources and
water transactions

Shared Sérvices

* Pricing & Finance
+ Risk & Compliance

* People & Technology
- includes GM, COO & CFO

This model recognises that the rapidly emerging, modernised irrigation system and the
opportunities this presents to its customers is so different from the old system that it
requires a different approach than it has previously had.

Under this arrangement, customers in our other lines of business will also benefit by having
a similarly increased organisational focus.
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Actions

Functional Separation

To provide a clear focus on delivering core business outcomes and pursing new innovative
operational solutions and increased levels of efficiency, Goulburn-Murray Water will
separate in 2010/11 the management of the gravity irrigation areas being modernised
through NVIRP out of the general operations Division and into a new Division, to be known
as the “Modernised Irrigation Division”. The Modernised Irrigation Division will operate as a
discrete business unit, with separate financial reporting, full recovery of its own direct and
corporate costs, and clear business transactions and service provision to and from the
central business.

Capital Delivery

In 2010/11, Goulburn-Murray Water will complete an evaluation of capital project delivery
options for a preferred delivery method that will consistently achieve future capital program
levels. This will include an assessment of the outsourcing and insourcing options and the
benefit/risk relationships; ensuring services are flexible and robust and tested against the
market for cost competitiveness and quality.

Corporate Overhead Target

Goulburn-Murray Water must demonstrate to its customers and stakeholders that it is
operating efficiently and starting in 2010/1 |, Goulburn-Murray Water has a target of having
the lowest proportional corporate overhead of Australian rural water providers within a
period of 2 years.

Corporate Overhead Allocation

In 2010/11, Goulburn-Murray Water will review its current corporate overhead allocation
methodology, framework and allocation rules to assess their future validity in light of the
impacts of modernisation on the business and ensure best practices are in place.

Customer and Community Engagement

In 2011/12, Goulburn-Murray Water will review its customer and community engagement
arrangements to ensure that they are strategic and disciplined and meet the needs of the
modernised future.

Northern Rivers Catchment Management Authority

In 2010/11, Goulburn-Murray Water will work collaboratively with its CMA partners on the
transition to the new Northern Rivers Natural Resource and Catchment Authority (NRCA)
body to identify possible joint beneficial outcomes, alignment and synergies.

Measuring Performance

In 2010/11, Goulburn-Murray Water will develop a rigorous new set of corporate wide
operating performance indicators and targets to measure the success of the future
Goulburn-Murray Water on a monthly and yearly basis and use this information to drive
continuous improvement in performance.

22



GOULBURN-MURRAY

Corporate Plan 2010/1 | OOC

Section Two — Business Plan

Strategic KPlIs

08/09 09/10
Actual Target 10/11 11/12 12/13 13/14 14/15

Customer Satisfaction 62% 80% 80% 82% 83% 84% 85%
Customer Complaints (per

1,000 customer) 0.002 0.003 0.003 0.003 0.002 0.002 0.002
New Modernised Irrigation Division established in 2010/ |

National benchmarking — best practice range for rural service providers

Corporate reputation survey (bi-annual — 2010 base year)

Future capital delivery model established in 2010/1 |

Capital delivery performance and benchmark indicators in place in 2010/1 |

Lowest rural water provider proportional corporate overhead by 2012/13
Review of corporate overhead allocation methodology completed in 2010/1 |
Customer and community engagement reviewed in 201 1/12

New set of corporate Operating performance indicators developed in 2010/1 |
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Risk Management

Background
Goulburn-Murray Water’s Whole of Business Risk Management Framework is based on
ISO 31000 and is used to formalise and communicate the Corporation’s approach to the
oversight and management of risks including:
e Strategic and Corporate Risks;
e Operational and Project Risks including Occupational Health and Safety (SafetyMap
accreditation) and Environmental Risk Management (ISO 14001 accreditation); and
e Critical Infrastructure Security including Information Technology and Business
Resilience.

Risk management is overseen by Goulburn-Murray Woater’s Risk and Compliance
Committee, which is a subcommittee of the Board; meetings are held on a quarterly basis.
Internal audit is also undertaken through Goulburn-Murray Water’s Finance Management
Audit Committee, another subcommittee of the Board.

Corporate Risk Register

Goulburn-Murray Water maintains risk registers via its risk maintenance and reporting
package CURA. The key risk register that defines corporate/strategic risks which are
presented and discussed by the Risk and Compliance Committee quarterly and annually by

the Board and owned by Management is the Corporate Risk Register.

The following table outlines the risk categories from this Register and aligns each of them
and their key mitigation programs against the Key Strategic Change Priorities.
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Strategic
Change
Priorities

Risk Category

Key Mitigation Tasks for 2010/201 |

Modernisation

Failure of Dam or Storage
Asset

Major projects for dam improvement;
Dam safety insp