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LMW Pricing Submission Engagement
Definitions
LMW

The Lower Murray Urban and Rural Water Corporation.

ESC

The Essential Services Commission. The ESC are the independent economic regulators in
Victoria for water, energy, and transport. They are responsible for reviewing and approving
Pricing Submissions.

Pricing Submissions

Pricing Submissions outline the prices customers pay for water and sewerage, service
standards, and capital and operational investments over a five-year period.

Pricing Submission 5

Pricing Submission 5 (PS5) is the current Pricing Submission and features the proposed
prices and key service outcomes to apply to Lower Murray Water’s customers from 1 July
2023. The proposals will be assessed against a legal framework established by the Victorian
Government.

Customer outcomes

Customer outcomes categorise items of importance to customers and provide measures
against each outcome to track Lower Murray Water’s performance over a Pricing Submission.

Key project

A key project is an operational or capital investment being undertaken by Lower Murray
Water.

Capital investment

A capital investment (CapEx) is money Lower Murray Water will use to purchase, upgrade, or
extend the life of their water assets, such as water mains.

Operational investment

Operational investment (OpEx) is the day-to-day expenses Lower Murray Water incurs to keep
its business operational, such as energy and labor.

Customer charter

The Customer Charter is a method by which Lower Murray Water communicates information
regarding services to customers. The charter outlines the customer service standards. These
charters are publicly available for Urban and Rural.

CPI

Consumer Price Index (CPI) is used to monitor and evaluate levels of inflation in the
Australian economy. CPI is applied to Lower Murray Water’s customer bills and is reviewed
each year.

Reference customer

A reference customer is an average customer. Lower Murray Water refers to reference
customers to demonstrate the price impacts that may be applied should the example used
align to your personal situation.

Sunraysia Modernisation
Project (SMP2)

Constructed between March and October of 2019, the Sunraysia Modernisation Project 2
upgraded existing infrastructure adjacent to the LMW irrigation districts of Merbein and Red
Cliffs to supply water for over 2,000 hectares of new agricultural developments. The project
provides a 30% to 50% increase in annual nett revenue from delivery share fees and usage
charges from SMP2 private investors, which enables a combination of increased ongoing
capital works and reduced costs to existing irrigation customers.
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Acknowledgement of Country
‘Lower Murray Water acknowledges the Traditional Owners of the land on which we work and
reside. We recognise their continuing connection to land, waterways, and community. We pay
our respects to Elders past, present and future.
The Traditional Owner groups within Lower Murray Water’s service region lie within the
traditional lands of First Nations Peoples, from upstream at Koondrook moving downstream
along the Murray River (Mil) through to the western edge of our region at the South
Australian border.
They are the Barapa Barapa Peoples, Wamba Wemba Peoples, Wadi Wadi Peoples, Tatti Tatti
Peoples, Latji Latji Peoples, Nyeri Nyeri Peoples, Ngintait Peoples and the Wergaia Peoples.
The First Nation Peoples’ connection to land and water is the living cultural knowledge that is
passed down from generation to generation. The stories that connected the ancestors to their
culture still live through the First Nations Peoples of today.’
- Acknowledgement of Country written by Stephanie Sloane.
Stephanie works at Lower Murray Water as a People and Safety Trainee. She is a proud Ngiyampaa woman and
has a strong connection to her culture, history, and the land. Stephanie has brought not only her experience and
passion for people to this role but also a commitment to inspire and mentor others wishing to pursue a career at
Lower Murray Water.
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About Us
Lower Murray Water (LMW) supplies urban water services to approximately
74,000 customers in 14 towns and wastewater services to customers in 11
locations. LMW also supplies rural water services to over 5,000 customers for the
purposes of irrigation or domestic and stock requirements, in the four pumped
irrigation districts of Merbein, Red Cliffs, Robinvale and Mildura, as well as the
Millewa Waterworks District.
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LMW Pricing Submission Engagement

From the Managing
Director

From the Chair

Thank you to our valued customers that contributed
to our 2023 Pricing Submission. Your feedback,
insights, and contributions provided us with a
deeper understanding of what matters most to you.
Throughout this Pricing Submission development
process, we intently listened to our customers and
adjusted our priority projects to align with what we
heard. We tested each project several times with our
customers to ensure they accurately reflected your
needs. We look forward to using these insights and
plans to deliver the best service possible across all
districts.

On behalf of the Lower Murray Water Board, I’d like to
thank you for your ongoing commitment and support
to our corporation. We have appreciated the feedback
provided throughout this Pricing Submission process, in
particular the session in which the Strategic Advisory
Committee attended the Board meeting and provided
us with insights and an understating of current
sentiment and the opportunities for our corporation.
The Board has listened to the feedback provided and
acted accordingly to meet the needs of our customers.

Our latest Pricing Submission represents an important
step forward for Lower Murray Water in our
commitment to meaningful and genuine engagement
with our customers. We have thoroughly enjoyed
getting to know so many of you over this process and
we look forward to continuing the conversations and
the opportunity to build trust in your LMW.
Anthony Couroupis
Managing Director
Lower Murray Water

One goal within this latest Pricing Submission was to
keep costs down where possible. The Lower Murray
Water team reviewed the corporate allocation of costs
using independent experts and concluded there will be
a greater equity and balance of costs between urban
and rural to reflect the needs of both customer groups.
The outcome has resulted in a significant saving to
rural customers of roughly $6.5m over the next water
plan. The positive takeaway for our urban customers
is that we have been able to initiate some exciting
projects across the 2022/23 – 2027/28 plan with
minimal cost implications while maintaining our high
level of service.
I look forward to seeing this Pricing Submission come to
life and the Lower Murray Water team delivering these
exciting projects that will no doubt benefit you all.
Sharyon Peart
Board Chair
Lower Murray Water
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LMW Pricing Submission Engagement

Essential Services Commission requirements
“Under the new framework, it will not be possible for water businesses to prepare price submissions for us to
consider without having meaningfully engaged their customers. Businesses will need to identify their customers’
concerns, interests, and priorities so that their submissions can be expressed in terms of the outcomes valued
by their customers.” – Dr Ron Ben-David, Chairperson, Essential Services Commission
The Essential Services Commission (ESC) regulate water through a framework and several key pieces of legislation.
Their role focuses on approving prices, specifying service standards, and reporting on performance.
Pricing Submissions from all corporations are required to meet the requirements of the ESC and comply with all
relevant legislation. These legislations provide Lower Murray Water with guidelines on how they must operate and
deliver services to customers.
Pricing Submission 5 (PS5) proposes prices and key service outcomes to apply to customers from 1 July 2023. The
PS5 proposals will be assessed against a legal framework established by the Victorian Government. Following
consultation, the ESC will issue a determination that sets the maximum prices that water businesses may charge
customers.

Image Credit:
Customer Engagement Diagram
Essential Services Commission
Victoria
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LMW Pricing Submission Engagement

Introduction
Lower Murray Water (LMW) was required by the Essential Services Commission (ESC) to
deliver a Pricing Submission outlining the prices that we propose to apply to our services for
a five-year period, beginning 1 July 2023.
This Pricing Submission, known as PS5, sets out customer values, agreed service levels, proposed future projects,
and the indicative price path for all serviced districts. This submission is now being assessed against a legal
framework established by the Victorian Government.
PS5 presented us with a unique opportunity as we deliver services across both urban and rural communities.
This diverse stakeholder base meant we had to carefully plan the best way to engage and communicate with all
customers to understand what they expect from LMW across this upcoming five-year period.
The goal throughout this entire engagement process remained the same – to provide ample opportunity for our
customers to genuinely inform PS5.
To achieve this goal, a four-stage engagement program was developed and delivered. Each stage of the
engagement program aimed to build upon the previous stage, with our team having milestone ‘check-ins’ to
ensure we reflected on what we heard and discussed how we incorporate this feedback into the next stage.
Our engagement program provided both online and in person engagement opportunities. Customers were engaged
through online surveys and workshops, customer advisory committee workshops, community pop up events, and
one-on-one meetings.
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LMW Pricing Submission Engagement

Timeline
Stage

Date

Pre dedicated PS5
engagement

Stage 1 –
Customer issue
identification

Stage 2 – Issue
testing and
revision

Stage 3 – Testing
outcomes,
strategies, plans,
prices, and GSLs

Stage 4 – Finalise
PS5 inputs

Water Plan 4

July 2021 to
November 2021

December 2021 to
January 2022

February 2022 to
March 2022

February 2022 to
September 2022

• Customer
surveys

• One-on-one
meetings

• Community
events

• One-on-one
meetings

• Customer
committees

• CSAC/SAC
engagement

• One-on-one
meetings

• Community
focus groups

• Urban Water
Strategy

• Establish urban
deliverative
panel (UDP)

• CSAC/SAC
engagement
UDP workshops

• CSAC/SAC
engagement

Engagement
Activities

• Irrigation
Strategy

• Community
focus groups

• Public summary
information

• Targeted
customer
surveys

What we tested

How this
influenced or
informed PS5

• Understanding
current issues

• Customer
sentiment

• Understanding
customer
expectations
and aspirations

• Customer
needs and
priorities

• Preparation of
scenarios and
customer issues
to explore with
customers

• Understanding
opportunities

• Project
selection

• Early drafting
and selection
of priority
projects

• Final customer
outcomes

• Customer
outcomes
• Performance
against WP4
(point in time)
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• Priority
projects

• Project
investment
options

• Customer
service
standards
• Price paths
• Pricing
structures

• Customer
outcomes

• Refining
customer
outcomes

• UDP workshops

• Investment
options for
each project
• Indicative price
paths

• Confirmed or
challenged
value of
selected
projects
• Final customer
sentiment
on proposed
service levels
• Final customer
sentiment on
indicative price
paths
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Urban
Customers
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LMW Pricing Submission Engagement

Urban Customers
We engaged with our urban customers through a variety of channels, including:

Urban Deliberative
Panel workshops

Annual customer
satisfaction survey

Discussions at a
customer forum on
the Urban Water
Strategy

We developed an Urban Deliberative Panel
(UDP) that aimed to promote inclusive
engagement. The purpose of establishing this
group was to collect the views from a broad
cross section of our urban customer base.
The UDP was made up of 19 people across
a range of ages, locations and household
structures. The male to female ratio was 1:3
(13 men and six women) with ages ranging from
25 to 65+. The UDP included representatives
from Kerang, Mildura, Koorlong, Irymple, Red
Cliffs and Swan Hill.
To maintain diversity of customer locations
while keeping to the engagement timeframe,
all workshops were carried out online.
Customers were made aware of this prior to
joining the panel and online engagement was
received favourably.

Community pop up
events

Interviews with
businesses

As part of our engagement commitments, LMW
carries out an annual Customer Satisfaction
Survey (CSS) for urban and rural customers.
Insights from this feedback help us in our
planning and decision making as we explore
topical areas of interest. The 2021 CSS played a
large role in informing PS5.
A total of 807 urban customers completed
the survey in 2021 which is almost double the
previous year.
Nearly all customers are satisfied with LMW’s
performance overall. We meet customer’s
expectations as their water service provider for
nine in ten urban customers which is a great
outcome for our corporation.

Results snapshot
Engagement across PS5 revealed the following key considerations.

Urban customers
were happy with
our current service
levels, including water
colour, reliability, and
quality.

Maintenance or
improvement of
service levels was
most important,
particularly regarding
water quality.

Public Summary Booklet – October 2022

Urban customers
would prefer that
we engage with
local contractors
when undertaking
projects.

Further education
initiatives on water
saving and water wise
gardens would be
valued.

Urban customers
would prefer that
we take a cost-risk
based approach when
reviewing water
quality projects to
comfortably balance
costs with quality and
reliability of service.
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LMW Pricing Submission Engagement
Customer outcomes
The following customer outcomes were submitted in PS5. These outcomes were informed by consultation to
reflect key customer values and expectations.

Provide customers
reliable and safe
drinking water

Service our
communities in a
socially responsible
and environmentally
sustainable manner

Provide customers
reliable sewerage
services

Services provide
customers value for
money

Provide customers
service channels
that are responsive
to resolve requests/
enquiries within
agreed KPIs

Urban investment
• We have allocated a slightly higher capital investment across the next five years. A breakdown of the projects
that are planned to be completed are shown on pages 13 and 14.
• We have balanced CAPEX and OPEX to achieve an affordable and sustainable price path while still delivering
our ongoing commitments and maintaining our service quality.
The total capital investment for PS5 = $98.61m (exc. CPI)
For comparison PS4 = $70.3m (exc. CPI)

$98.61m | PS5 2022-2028
$70.3m | PS4 2018-2023

The total operating investment for PS5 = $149.21m (exc. CPI)
For comparison PS4 = $130.38m (exc. CPI)

$149.21m | PS5 2022-2028
$130.38m | PS4 2018-2023
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LMW Pricing Submission Engagement
Proposed price path
LMW submitted the below price path within our PS5 submission.
The price path for average household bills from 2022/23 – 2027/28 shows a 0.3% annual increase plus CPI.
This is a total of 1.5% over the course of WP5 (plus CPI).
Using an average customer bill, this is an increase of approximately $3 per year (excluding CPI).
The average urban customer uses 480KL of water1.

+

+

+

0.3%

$1,033.28

0.3%

$1,030.15

0.3%

$1,027.02

$1,020.81

$1,017.71

+

0.3%

$1,023.91

+

0.3%

Urban Reference Customer* Bill Impact (Real Terms – no CPI)
Urban Service – Owner Occupier

2022-23

2023-24

2024-25

2025-26

2026-27

2027-28

Water Service Charge

$215.46

$216.12

$216.77

$217.43

$218.09

$218.76

Water Usage (480kL)

$293.61

$294.50

$295.40

$296.30

$297.20

$298.10

Sewerage Service Charge

$508.64

$510.19

$511.74

$513.29

$514.86

$516.42

Total Reference Owner Occupier*
Customer Bill

$1,017.71 $1,020.81 $1,023.91 $1,027.02 $1,030.15 $1,033.28

Annual Bill Impact $

$3.10

$3.10

$3.11

$3.12

$3.13

Annual Bill Impact %

0.30%

0.30%

0.30%

0.30%

0.30%

1 This would be a family of 2 adults and 2-3 children living under one roof.
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LMW Pricing Submission Engagement
Key projects
The key projects to be delivered in Water Plan 5 can be attributed to capital (CAPEX) and operational (OPEX)
investments. A description of each is detailed below.
Operational investment

Operational investment (OpEx) is the day-to-day expenses we incur to keep our
business operational, such as energy and labor.

Capital investment

A capital investment (CapEx) is money LMW will use to purchase, upgrade, or
extend the life of our water assets, such as water mains, along with funding of the
Business Transformation Project and IT upgrades.

Within PS5, the cost allocation split between urban and rural customers was readjusted to assign a greater
percentage of corporate operational costs to the urban side of the business. This was predominantly due to an
increase in urban customer numbers, with our team having to increase the level of staff involvement to ensure
high quality customer service. This was tested through the urban deliberative panel and participants agreed that
the cost allocation split should be updated to reflect the time and resources needed to support urban customers.

OPEX Investment Projects
There are five key operational expenditure items that were tested and approved through our engagement with
urban customers. These were included within PS5.
• Ultraviolet (UV) Disinfectant Treatment
–

We will be investing in UV disinfection treatments to ensure high water quality for our customers.

• Software Costs and Software as a Service
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our exceptional customer service.

• Electricity
–

These costs are non-negotiable energy related costs associated with delivering our services.

• Chemicals
–

Water treatment costs have increased significantly in recent years due to the declining quality of
source water from the Murray River. This project remains essential as we need to treat the water
before it is delivered to customers to ensure water quality.

• Carbon offset (revegetation)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.
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CAPEX Investment Projects
The following capital expenditure projects were the top projects as voted by urban customers. They were
important to you and as such, are prioritised within our PS5.
• Water renewals and upgrades
–

Water assets are upgraded or replaced just prior to their estimated end of life to ensure service
levels remain consistent, or to provide improvements.

• Sewer main refurbishment including manholes
–

To ensure consistent service delivery, sewers and manholes will continue to be refurbished.

• Water pressure improvements in Red Cliffs’ township
–

The current infrastructure in Red Cliffs will receive upgrades to improve water pressure.

• Swan Hill Water Treatment Plant replacement (Part 1 Design)
–

Demand for water treatment services in Swan Hill is gradually increasing. To meet the forecast
increase in demand, we are constructing a new water treatment plant. PS5 will see the
development of the design for the new plant, with construction expected to occur throughout
Water Plan 6 (2028+).

• Business Transformation Horizon 2
–

The business transformation project is split into horizons. Horizon 2 builds upon the work
completed previously to further digitise our services through billing enhancements, digital
metering, asset management uplift, and customer portals.

• Additional Water Share Purchase
–

As a water corporation, the water available to be extracted from the River Murray for our Urban
customers in any year is determined by the annual allocation percentage and the water shares
or entitlement which LMW holds. Should demand exceed the available volume, it could result in
water restrictions. To ensure customers can receive water when they need it and to avoid severe
water restrictions, we will be purchasing additional water shares.

• Koorlong Wastewater Treatment Plant – Additional wet weather storage
–

Due to the decommissioning of Merbein wastewater treatment plant and additional wet weather
storage is required.
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Rural
Customers
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Rural Customers
How we engaged
A range of activities were delivered to ensure as many rural customers as possible had the opportunity to inform
PS5, including:

Customer
Service Advisory
Committee (CSAC)
meetings

Strategic Advisory On farm and in
Committee (SAC)
field engagement
meetings

Engagement with rural customers began in
early December 2021. Due to these customers
being time poor over the summer months, the
LMW team went to irrigation districts and on
sites to chat directly to our customers. We had
conversations with customers from all districts,
as well as the relevant committee participants.

In-person
engagement at
community events

Annual customer
satisfaction
survey

Separate surveys
to domestic and
stock customers
and private
diverters.

Nearly 170 rural customers completed the
annual customer satisfaction survey.
Priority areas for district customers centred
around water supply, ordering, and drainage.
Around six in ten rural district customers (62%)
use our online WaterNow system. 85% of these
customers agree that the system is easy to use.
Our rural customers also reported high levels
of satisfaction with the ease of contacting
us, with telephone the most frequently used.
The top reasons for contacting us are to order
water or questions about licensing.
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LMW Pricing Submission Engagement
Results snapshot
Throughout this engagement period, we learnt that our customers value consistency, transparency, accuracy, and
sustainability.

Consistency:
Consistent customer
bills over temporary
decreases or
increases.

Sustainability: Long
term sustainability of
business decisions on
prices and assets.

Transparency: Deeper
understanding of processes
which lead to business
decisions and outcomes
through transparent and
genuine engagement.

Accuracy: Ability to
accurately forecast
future business costs.

These key values summarise the main items of feedback received in our WP5 engagement.
• Rural customers would like to see us better balance cost with quality service delivery and would value
a further digitised service which provides a central database of important information for business
operations. Information may include Allocation Bank Account (ABA) data, bill history, water order
capability and other relevant information.
• Rural customers would like to see flexible billing options with consideration to seasonal, yearly, and
end of financial year billing cycle options.
• Rural customers want to be able to differentiate between meters on their bills and be provided with a
greater level of detail on the elements of each bill.
• There is an opportunity for us to carry out educational engagement with our customers to provide
greater transparency and increase understanding around policies, structures, and operational
components. Topics of interest may include Victorian Water Allocation Framework, irrigator licensing
obligations, cost allocation split methodologies and customer bill determination.
• Rural customers enjoy talking to our team and place a high level of value on the ability to speak to an
individual when they have an issue.
• Rural customers believe that delivery share rights and water availability would be improved if more
was done by LMW regarding compliance against watering without an order.
• Rural customers are pleased with the customer service provided and place value on personalised
services. They would like to see us on site more often to increase our level of understanding within
the communities. They felt that we are responsive to requests, complaints and enquires, however,
more could be done to manage the length of time between launching a request and receiving an
outcome/resolution.
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LMW Pricing Submission Engagement
Customer outcomes
The following customer outcomes were submitted in PS5. These outcomes were informed by consultation and
reflect your values and expectations.

Services provide
customers value for
money.

Service our
communities in a
socially responsible
and environmentally
sustainable manner.

Provide customers
with water when they
need it.

Customer Service
Channels that are
responsive to resolve
requests/enquiries
within the agreed KPI’s.

Rural investment
These figures show the total dollars across the rural business overall. Details on specific price paths and key
projects for each district can be found in the relevant district section.
We have worked hard to reduce costs based on your feedback. As you can see from the figures, there is an
increase in capital investment of $17.9M and a saving of just over $4.2m in operational costs. We were able to
reduce operational costs by reviewing the allocation of costs between the urban and rural sides of the business.
We used independent experts to assist us, and the outcome was a saving for our rural customers of roughly $6.5 m
over the next water plan.
The total capital investment for PS5 = $50.35M
For comparison PS4 = $34.3m

$50.35m | PS5 2022-2028
$34.3m | PS4 2018-2023

The total operating investment for PS5 = $106.2M
This is down from PS4 = $110.43m

$106.2m | PS5 2022-2028
$110.43m | PS4 2018-2023
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Price paths
The PS5 proposed price path shows that the average movement change across all rural districts is -2.39% annually
plus CPI.
Further details on the specific price path for each rural district can be found in the relevant district section.

Key projects
The key projects included in WP5 were informed by the outcomes of our customer consultation.
Each project can be attributed to operational (OPEX) and capital (CAPEX) and investments.
Operational investment

Operational investment (OpEx) is the day-to-day expenses LMW incurs to keep its
business operational, such as energy and labor. Operational expenditure items are
shared across the rural side of the business and are not divided per district.

Capital investment

A capital investment (CapEx) is money LMW will use to purchase, upgrade, or
extend the life of their water assets, such as water mains. Capital investment
projects are specific to each district and vary depending on need.
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Mildura Irrigation District
Key items of feedback
• Mildura customers would like to ensure that we are balancing costs with quality and reliability of
service. Decreases to expenditure should be passed on to customers wherever possible. Customers want
to see the Mildura system more heavily utilised, and they believe this can be achieved by lowering
costs to encourage new growers to move into the area.
• Our Mildura customers place a high level of importance on receiving prompt outage notifications.
They have been pleased with how responsive we have been in resolving outages faster than expected
timeframes and expect this high level to be maintained.
• Local customers believe there is an opportunity to implement an educational program to support
customers to understand delivery share and the capacity sharing tool.
• Questions surrounding which assets will be renewed or replaced in WP5 were also frequently raised
due to a concern around the longevity of an asset’s life compared to the longevity of the district/area
requiring irrigation services.
• They are pleased with the customer service provided and place value on personalised services.

Proposed price path
The proposed price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28.
Mildura customers can expect to see an average annual bill decrease of -1.27% (excluding CPI). For an average
customer, this would result in a bill decrease of $955 over the five-year period. An average customer in Mildura
uses 100ML of water per year.
Mildura High Pressure customers can expect to see an average annual bill decrease of -6.42% (excluding CPI). This
would result in significant average bill decrease of $6,706 over the five-year period.
Rural District
Mildura (100ML)

Mildura HP (100ML)

PS4
2022-23

2023-24

2024-25

2025-26

2026-27

2027-28

Average annual %
change

$15,456

$15,249

$15,054

$14,872

$14,701

$14,501

-1.27%

$23,742

$22,172

$20,730

$19,408

$18,193

$17,036

-6.42%
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Key Investment Projects (Mildura Irrigation District)
OPEX Projects
We will focus on the following areas of expenditure to meet the business’s operational needs over PS5. The dollar
figures shown are in current dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Electricity (average $4.04M per year - $20.22M total)
–

These are energy related costs associated with delivering Lower Murray Water’s services.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
We are proud to invest a total of $10.57 million, excluding CPI, over the course of PS5. This is to meet the needs
of Mildura and Mildura High Pressure customers.
Key investment projects will include:
• Meter Replacements ($1.432m)
–

Irrigation telemetry (digital) meters and some domestic and stock mechanical meters will be
replaced as they approach the end of their asset life. This need for replacement is to maintain
service levels and meet the required Australian Standards.

• Control Systems, VSD (Variable Speed Drives), telemetry and switchboard upgrades ($2.5m)
–

Pump stations and irrigation delivery systems require multiple electronic and automation
components to operate. These assets will be upgraded to maintain or improve services.

• Irrigation main renewals ($2m)
–

Irrigation mains will be renewed or upgraded depending on demand. Some mains will be replaced
to upgrade mains which are heavily utilised to improve service.

• Drainage replacement and air scouring ($0.9m)
–

Drainage pipes will be replaced or maintained through air scouring to remove buildup of silt.

• Dow Avenue bridge replacement ($0.35m)
–

Under the Roads Act, we are responsible for the maintenance of bridges that cross channels. Some
bridges, such as Dow Avenue bridge, need replacement to meet the required industry standards.

• Minor capital replacements or new assets ($1.6m)
–

To maintain service levels, we are often required to replace or purchase small new assets such as
pump parts, fencing, and small electrical goods.
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Merbein Irrigation District
Key items of feedback
• Our Merbein customers highlighted that long term sustainability and maintenance is a priority.
They want to ensure that we can reliably provide water during peak periods. In addition, forecast
seasonal conditions (such as overly wet or dry years) need to be considered when forecasting
indicative price paths as water demand forecasting can heavily influence prices.
• Residents within Merbein want to work with LMW to influence priority capital investments, including
which irrigation mains and other assets are selected for replacement or upgrade. They also felt that
our obligations under the Roads Act to replace bridges which cross channels should be met with
considerable forward planning.
• Merbein customers are pleased with the customer service provided and place value on personalised
services. They would like to see us on site more often to increase our level of understanding within the
community.

Proposed price path
The proposed price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28. These figures reflect average price changes, based on a reference customer only.
Merbein customers can expect to see a small average annual bill increase of 1.27% (excluding CPI). For an
average customer, this would result in a bill increase of $762 over PS5. An average customer in Merbein uses
100ML of water per year.
This price increase reflects the volume of water expected to be pumped during PS5, in relation to decreasing
demand within the district. Inside district customer demand has lowered in recent years and outside district
demand for Sunraysia Modernisation Project (SMP2) customers has seen a slower uptake than originally forecast.
Rural District

Merbein (100ML)

PS4
2022-23

$11,729
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2023-24

$11,848

2024-25

$11,986

2025-26

$12, 145

2026-27

$12,327

2027-28

$12,491

Average annual %
change from PS4

1.27%
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Investment Projects (Merbein Irrigation District)
OPEX Projects
We will focus on the following areas of expenditure to meet the business’s operational needs over PS5. The dollar
figures shown are in current dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Electricity (average $4.04M per year - $20.22M total)
–

These are energy related costs associated with delivering Lower Murray Water’s services.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
We are proud to invest a total of $5.99 million, excluding CPI, to meet the needs of Merbein customers.
Key investment projects will include:
• Meter Replacements ($0.6m)
–

Irrigation telemetry (digital) meters and some domestic and stock mechanical meters will be
replaced as they approach the end of their asset life. This need for replacement is to maintain
service levels and meet the required Australian Standards.

• Control Systems, VSD (Variable Speed Drives), telemetry and switchboard upgrades ($1.3m)
–

Pump stations and irrigation delivery systems require multiple electronic and automation
components to operate. These assets will be upgraded to maintain or improve services.

• Irrigation main renewals ($1m)
–

Irrigation mains will be renewed or upgraded depending on demand. Some mains will be replaced
to upgrade mains which are heavily utilised to improve service.

• Drainage replacement and air scouring ($0.67m)
–

Drainage pipes will be replaced or maintained through air scouring to remove buildup of silt.

• Meridian Road bridge repairs ($0.2m)
–

Under the Roads Act, we are responsible for the maintenance of bridges that cross channels. Some
bridges, such as Meridian Road bridge, need repairs to meet the required industry standards.

• Minor capital replacements or new assets ($1m)
–

To maintain service levels, we are often required to replace or purchase small new assets such as
pump parts, fencing, and small electrical goods.
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Red Cliffs Irrigation District
Key items of feedback
• Our customers in Red Cliffs support investment for future growth and system capacity and would like
the opportunity to access recycled water to water their blocks. They also want to see us actively
manage plumetalla to maintain water quality. In terms of connection, Red Cliffs customers said
we should aim to meet more regularly with the CSAC and that an annual meeting on site would be
appreciated and will help to grow our understanding and appreciation for local customer’s businesses.
• Customers within Red Cliffs are pleased with the customer service provided and place value
on personalised services. They would like to see us on site more often to increase our level of
understanding within the local community. They felt that we are responsive to requests, complaints
and enquires, however, more could be done to manage the length of time between launching a request
and receiving an outcome/resolution.
• Red Cliffs customers would like to see a mobile friendly app for ordering water, along with a central
location for relevant information, especially if customers can view multiple properties.

Proposed price path
The proposed price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28.
Red Cliffs customers can expect to see an annual bill decrease of -0.61%, excluding CPI. For an average customer,
this would result in a bill decrease of $375 across the five years. An average customer in Red Cliffs uses 100ML of
water per year.
Rural District

Red Cliffs (100ML)

PS4
2022-23

$12,438
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2023-24

$12,326

2024-25

$12,237

2025-26

$12,170

2026-27

$12,126

2027-28

$12,063

Average annual %
change from PS4

-0.61%
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Investment Projects (Red Cliffs Irrigation District)
OPEX Projects
Lower Murray Water will focus on the following areas of expenditure to meet the business’s operational needs
over PS5. The dollar figures shown are in current real dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Electricity (Avg $4.04M per year - $20.22M Total)
–

These are energy related costs associated with delivering Lower Murray Water’s services.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
Lower Murray Water will invest a total of $8.51million (in real dollars without CPI) over the course of PS5 in a
number of areas, to meet the needs of Red Cliffs customers. Key investment projects will include:
• Meter Replacements ($1.1m)
–

Irrigation telemetry (digital) meters and some domestic and stock mechanical meters will be
replaced as they approach the end of their asset life. This need for replacement is to maintain
service levels and meet the required Australian Standards.

• Control Systems, VSD (Variable Speed Drives), telemetry and switchboard upgrades ($2.4m)
–

Pump stations and irrigation delivery systems require multiple electronic and automation
components to operate. These assets will be upgraded to maintain or improve services.

• Irrigation main renewals ($0.7m)
–

Irrigation mains will be renewed or upgraded depending on demand. Some mains will be replaced
to upgrade mains which are heavily utilised to improve service.

• Drainage replacement and air scouring ($0.75m)
–

Drainage pipes will be replaced or maintained through air scouring to remove buildup of silt.

• Minor capital replacements or new assets ($1.5m)
–

To maintain service levels, we are often required to replace or purchase small new assets such as
pump parts, fencing, and small electrical goods.

• Decommissioning of selected redundant channels ($0.5m)
–

A number of new pipelines have been installed, however the replaced channels and pipes remain
in the ground. Where redundant pipes and channels are causing issues, these will be removed.
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Robinvale Irrigation District
Key items of feedback
• The Robinvale water system is the newest and best performing water system within the LMW serviced
district. Robinvale customers said that they were content with their current water system and felt a
level of satisfaction and comfort in their decision to make the investment in upgrades.
• Aligning to feedback from other districts, Robinvale customers are pleased with the customer service
provided and place value on personalised services. They would like to see us on site more often to
increase our level of understanding within the Robinvale community. They felt that we are responsive
to requests, complaints and enquires, however, more could be done to manage the length of time
between launching a request and receiving an outcome/resolution.
• Customers highlighted that it should be a priority for us to deliver capital projects through local
contractors. They believe this is important to sustain the local economy, provide opportunities for local
people, and provide opportunities for local businesses to continue the maintenance of an asset which
they know well.
• Similarly to Red Cliffs customers, Robinvale customers would like to see a mobile friendly app for
ordering water, along with a central location for relevant information, especially if customers can view
multiple properties.

Proposed price path
The proposed price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28.
Robinvale customers can expect to see a significant average annual bill decrease of -5.54%, excluding CPI. For an
average customer, this would result in a bill decrease of $5,727 over PS5. An average customer in Robinvale uses
100ML of water per year.
Rural District

Robinvale (100ML)

PS4
2022-23

$23,100
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2023-24

$$21,804

2024-25

$20,592

2025-26

$19,461

2026-27

$18,402

2027-28

$17.373

Average annual %
change from PS4

-5.54%
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Investment Projects (Robinvale Irrigation District)
OPEX Projects
Lower Murray Water will focus on the following areas of expenditure to meet the business’s operational needs
over PS5. The dollar figures shown are in current real dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Electricity (Avg $4.04M per year - $20.22M Total)
–

These are energy related costs associated with delivering Lower Murray Water’s services.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
Lower Murray Water will invest a total of $5.10million, excluding CPI, over the course of PS5 in several areas to
meet the needs of Robinvale customers. Key investment projects will include:
• Meter Replacements ($0.5m)
–

Irrigation telemetry (digital) meters and some domestic and stock mechanical meters will be
replaced as they approach the end of their asset life. This need for replacement is to maintain
service levels and meet the required Australian Standards.

• Control Systems, VSD (Variable Speed Drives), telemetry and switchboard upgrades ($0.8m)
–

Pump stations and irrigation delivery systems require multiple electronic and automation
components to operate. These assets will be upgraded to maintain or improve services.

• Minor capital replacements or new assets ($0.5m)
–

To maintain service levels, we are often required to replace or purchase small new assets such as
pump parts, fencing, and small electrical goods.

• Decommissioning of selected redundant channels ($2.15m)
–

A number of new pipelines have been installed, however the replaced channels and pipes remain
in the ground. Where redundant pipes and channels are causing issues, these will be removed.

• Bermad valve replacement and Sluice valve bypass installation ($0.6m)
–

Enhancements will be made to Robinvale pipelines to improve the flow and consistency of water to
customers.
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Millewa Waterworks District
Key items of feedback
• Customers in Millewa were supportive of the idea of revegetation projects to contribute towards
achieving carbon offset requirements. Particularly, they felt this could be an opportunity to replant
areas around lakes and in Koorlong which would benefit from new vegetation. Customers did note that
these projects should be carefully considered to avoid pest impacts.
• In relation to projects, local customers believe that smart metering would be a valuable service,
however, they would like to ensure this project is completed in a cost-effective manner. They raised
concern over the lack of maintenance of aquatic weeds in lake and river systems and suggested these
weeds could be managed more naturally through lake water levels. Customers reiterated they would
like to see the weeds managed naturally wherever possible.

Proposed price path
The indicative price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28.
Millewa rural customers can expect to see an average annual bill decrease of -0.6% (excluding CPI). For an
average customer, this would result in a bill decrease of $247 over PS5. An average customer in Millewa Rural uses
4300KL of water per year.
Millewa urban customers can expect to see a small average annual bill decrease of -1.01% (excluding CPI). For an
average customer, this would result in a bill decrease of $47 over PS5. An average customer in Millewa Urban uses
400KL of water per year.
Rural District

Millewa Rural
(4,300kL)
Millewa – Urban
(400kL)

PS4
2022-23

2023-24

2024-25

2025-26

2026-27

2027-28

Average annual %
change from PS4

$8,238

$8,179

$8,124

$8,074

$8,030

$7,991

-0.61%

$935

$924

$914

$905

$896

$888

-1.01%
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Investment Projects (Millewa Waterworks District)
OPEX Projects
Lower Murray Water will focus on the following areas of expenditure to meet the business’s operational needs
over PS5. The dollar figures shown are in current real dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Electricity (Avg $4.04M per year - $20.22M Total)
–

These are energy related costs associated with delivering Lower Murray Water’s services.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
Lower Murray Water will invest a total of $8.64million, excluding CPI, over the course of PS5 in several areas to
meet the needs of Millewa rural and urban customers.
Key investment projects will include:
• Control Systems, VSD (Variable Speed Drives), telemetry and switchboard upgrades ($0.9m)
–

Pump stations and irrigation delivery systems require multiple electronic and automation
components to operate. These assets will be upgraded to maintain or improve services.

• Minor capital replacements or new assets ($0.32m)
–

To maintain service levels, we are often required to replace or purchase small new assets such as
pump parts, fencing, and small electrical goods.

• Sludge management ($0.4m)
–

Works will be undertaken to improve sludge management at the Millewa Water Quality
Treatment Plant.
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Private Diverters
Key items of feedback
• Overall, private diverter customers are satisfied with the service they receive from LMW. They are
comfortable with our ability to communicate information relevant to them and advised they would like
more education on water trading and their requirements under relevant legislation.
• Private diverter customers indicated that the current meter reading information and data was
effective, however, suggested simplification of language on bills and tariffs. They also requested the
ability to be able to differentiate between different meters where there is more than one meter on the
license.
• With regards to payments, these customers would like the ability to make batch payments.

Proposed price path
The proposed price path outlines the changes customers can expect to see to their bill between 2022/23 and
2027/28.
Private diverter customers can expect to see a small average annual bill increase of 0.75% (excluding CPI). For an
average customer, this would result in a bill increase of $485 over PS5. An average Private Diverter customer uses
1000ML of water per year.
Rural District

Private Diverters
(1,000ML)

PS4
2022-23

$12,953
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2023-24

$13,153

2024-25

$13,333

2025-26

$13,511

2026-27

$13,678

2027-28

$13,438

Average annual %
change from PS4

0.75%
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Investment Projects (Private Diverters)
OPEX Projects
Lower Murray Water will focus on the following areas of expenditure to meet the business’s operational needs
over PS5. The dollar figures shown are in current real dollars, adjusted annually by CPI.
• Software Costs and Software as a Service (SaaS) ($550k/per year – rural share)
–

Software as a Service represents our digital transformation into cloud-based services. This will
allow data to be accessed from any device to continue our high level of customer service.

• Emission reductions ($0.3m/per year)
–

Under our Statement of Obligations, we are required to reduce our carbon emissions by 2030.

CAPEX Projects
We will invest a total of $2.49 million, excluding CPI, to meet the needs of our private diverter customers. There
is one key investment project around meter replacements.
• Meter Replacements ($2.13m)
–

Irrigation telemetry (digital) meters and some domestic and stock mechanical meters will be
replaced as they approach the end of their asset life. This need for replacement is to maintain
service levels and meet the required Australian Standards.
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Next Steps
Our Pricing Submission 5 has been submitted to the Essential Services Commission
(ESC). It will be assessed against a regulatory framework established by the
Victorian Government before the ESC seeks feedback from customers and
stakeholders in early 2023. Feedback from stakeholders will be required at
multiple points throughout the pricing review process to help inform the ESC.
Dates and timelines for this engagement is determined by the ESC.
Following this process, the ESC will rate our submission and determine the prices
that can be applied to customer bills. The key service outcomes and aligning
prices will come into effect from 1 July 2023.
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