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Disclaimer
This report contains a review of the SA Water Customer Billing System for the Essential
Services Commission of South Australia (the Commission) in accordance with the contract
received 23-December-2014 between the Commission and PricewaterhouseCoopers (PwC).
This report is not intended to be utilised or relied upon by any organisation, or its employees,
other than the Commission, nor is it to be used for any purpose other than that articulated in
the agreement above. Accordingly, PwC accepts no responsibility in any way whatsoever for
the use of this report by any other persons or for any other purpose.
A significant input into this report is information collected from documentation and
workshops provided by SA Water and their vendors. PwC has not sought any independent
confirmation of the reliability, accuracy or completeness of this information. It should not be
construed that PwC has carried out any form of audit of the information which has been
relied upon. Accordingly, whilst the statements made in this report are given in good faith,
PwC accepts no responsibility for any errors in the information provided by the Commission,
nor the effect of any such errors on our analysis, comments or report.
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Executive suntntary
What did we s et out to do?
In September 2012 the 'Ii'easurer of South Australia referred to the Essential Services
Commission of South Australia (Commission) an inquiry into p1icing reform for drinking
water and sewerage retail services provided by SA Water (Inqui1y). As a result of this
Inquhy the Commission is tasked with examining options for p1icing reform that promote
the long-term interests of consumers.
As part of the Inquiry, the Commission sought the input of PricewaterhouseCoopers (PwC) to

act as an independent patty to investigate how the Reform Package (as developed by the
Commission) would hnpact SA Water's billing platform, CSIS (Customer Service Information
System), and the likely cost and duration required to implement the change. In addition to
this, PwC was tasked with understanding and documenting impacts to SA Water's People
and Processes in the Customer and Billing domain.

What was the approach taken?
The engagement between the Commission and PwC was defined by three key phases:

Cm·rent State Analysis h1volved a se1ies of workshops and meetings between the
Commission, SA Water, a key SA Water technology vendor and PwC. The purpose of these
workshops was to ensure that PwC had sufficient understanding of People, Process and
Technology suppo1t ing the SA Water environment.

Reform Scenario Impact Assessment involved a se1ies of workshops and meetings
between the Commission, SA Water, a key SA Water technology vendor and PwC. The
purpose of these workshops was to ensure that each Reform Scena1io was investigated from
both a Business and Technology perspective in order to understand how each Reform
Scenario would impact SA Water. For each Refonn Scena1io, impacts across People, Process
and Technology were identified. This information was used to help define the scope of
change for each Reform Scenario.
Reform Scenm·io Estimation included the development of a reform cost, effort and
duration model. The model took a number of key inputs and pe1formed both a top-down
and bottom-up estimate for each Reform Scena1io and then for the Reform Package. The
inputs included historical SA Water project data, SA Water's Corporate Project Management
Methodology (CPMM), cost and duration estimates provided by SA Water's technology
vendor responsible for the billing platform, and effo1t estimates generated by PwC for
internal SA Water staff.
What h ave we fmmd?
We have found that the Reform Package would cost $6.9m (±
pe1iod of165 weeks ( +/ - 20%).

20%) to implement

over a

In determining the duration it was assumed that one project manager, one business analyst,
one solution architect, and one test lead resource would be allocated throughout the life of
the Refonn Package project . This assumption was made as it is not clear how many project
managers, business an alysts, solutions architects and test leads SA Water will have available
Essential Services Commission of South Australia
PwC

ii

Executive summary

to assign to the project. The estimated duration is therefore a pessimistic view. The project
duration would likely decrease in the event that multiples of these resource types were
allocated to the project. Further, it should be possible to increase these resources types to
deliver the project in a shorter timeframe without impacting the estimated project cost.
It was assumed that the reform package scenarios would be completed in a combination of
in-parallel and series as advised by the vendor. We have not performed any analysis to
identify resource and/or process conflicts that may arise at SA Water.
The Reform Package consists of a number of Reform Scenarios including:
 Customer Billing – where the end-user of the service is charged for service supply and
consumption.
 Water Tariffs – where a single volumetric water usage tariff is adopted for all water
customers, where there is the ability to introduce incremental surcharge consumption
charges, and where a supply charge exists that is based on the size, and number, of a
customer’s water meter.
 Sewerage – where a sewerage supply charge is applied based on the size of a customer’s
sewerage connection.
 Rating on Abuttal – where the practice of rating on abuttal is removed for water and
sewerage customers, and fixed charges are only incurred by customers that receive a
service.
 Regional Pricing – where water, sewerage and trade waste customers receive a supply
charge and a usage charge based on the region in which the property is located.
 Water Planning and Management Charge – where customers pay an additional
charge consisting of a flat rate and a rate based on a percentage of their water
consumption.
The Reform Package estimate does not include the implementation of a Customer
Relationship Management (CRM) platform, changes to SA Water internal systems (other
than the billing platform and the document management system), changes to SA Water
external ancillary systems, or external change costs (including communications).
It should be highlighted that the review did not assess the efficiency of SA Water’s processes
and technology (including the billing platform) against current business needs. The review
focussed on how the Reform Package and individual Reform Scenarios would incrementally
impact processes and technology.
The findings of the investigation are discussed in further detail throughout this report.
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Overview

1.1

Purpose of the document

The purpose of this document is to articulate how each pricing Reform Scenario would
impact SA Water’s billing platform, CSIS (Customer Service Information System), and the
likely cost and duration required to implement the Reform Scenario.
Additionally, this document provides an overview of the impacts that each Reform Scenario
would have on SA Water’s People and Processes in the Customer and Billing domain.
The information contained within this document including the estimates developed is based
on information provided by the Commission, SA Water and SA Water’s technology vendor
responsible for the billing platform.

1.2

Background

Reform Scenarios were developed by the Commission from possible pricing reforms that
promoted the long-term interests of consumers. An overview of the Reform Scenarios is
provided in the following table.
Table 1 – Reform Scenario and Reform Package Descriptions
Reform Scenario

Description

Customer Billing –
Scenario 1

 Bill end-users for all charges where separately metered. Assume
that there is no ability to levy a first charge on land in order to
recover outstanding debts.

Customer Billing –
Scenario 2



Water Tariffs

 SA Water adopts a single volumetric water usage tariff i.e.
removal of two of the three tiers, for all water customers
(residential and non-residential).

Maintain ability to charge either the landowner or the tenant,
where separately metered i.e. SA Water maintains two sets of
parties for one property. Assume that there is no ability to levy a
first charge on land in order to recover outstanding debts.

 Provision for calculating and separately identifying an
incremental surcharge consumption rate based on the total
consumption billed e.g. a surcharge to appear on bills at times of
scarcity.
 The supply charge is based on the size, and number of, a
customer’s water meter.
Sewerage – Scenario 1

 All sewerage customers receive a supply/connection charge
based on the size of their wastewater connection.

Sewerage – Scenario 2

 All sewerage customers receive a supply/connection charge
based on the size of their water meter, in accordance with the
principles laid out in the regional pricing section below.

Rating on Abuttal

 The practice of rating on abuttal is removed for water and
sewerage customers and fixed charges are only incurred by
customers that receive a service.

Regional Pricing

 For all water, sewerage and trade waste customers the supply
charge and usage charge are to be differentiated by customer
regions, based on the costs required to serve those regions

Essential Services Commission of South Australia
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Reform Scenario
Smart Metering –
Scenario 1

Description
 Remote read 24-hourly/daily (electronic feedback to SA Water)
providing hourly data – manual reading to cease for smart
metered properties.
 Leakage detection and alarm – we expect SA Water would
inform customers when this alarm is triggered.
 Backflow detection and alarm.
 Mandate smart metering for all existing accumulation meters
(on an ‘end of life replacement’ basis, e.g. 15 years) and install
smart meters for new build properties.

Smart Metering –
Scenario 2

 Remote read 24-hourly/daily (electronic feedback to SA Water)
providing hourly data – manual reading to cease for smart
metered properties.
 Leakage detection and alarm – we expect SA Water would
inform customers when this alarm is triggered.
 Backflow detection and alarm.
 Mandate smart metering for all existing accumulation meters
(over 5 years) and install smart meters for new build properties.

Water Planning and
Management Charge –
Scenario 1

 All water customers pay a flat rate, clearly visible on their bills,
similar to the Save the River Murray Levy.

Water Planning and
Management Charge –
Scenario 2

 Water customers pay a flat rate and a rate based on a % of their
water consumption, clearly visible on their bills, similar to the
Save the River Murray Levy.

Reform Package

The Reform Package is the combination of the following Reform
Scenarios:
 Customer Billing – Scenario 1.
 Water Tariffs.
 Sewerage – Scenario 1.
 Rating on Abuttal.
 Regional Pricing.
 Water Planning and Management Charge – Scenario 2.

Essential Services Commission of South Australia
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Approach

2.1

Approach Overview

In order to determine the cost, time and effo1t required for each of the proposed Reform
Scena1ios, PwC took the following 3-phase approach:

Current State .Analysis

2 .1.1
Current State Analysis
The current state analysis phase involved gaining an understanding of the SA Water
environment across People, Process and Technology, particularly focussed on the Cust omer
and Billing domain.
This was achieved via document reviews and workshops with a range of stakeholders
including the Commission, SA Water, a key SA Water technology vendor and PwC.
Particular workshop topics included:

• Billing platform sourcing model - to gather a detailed understanding of the sourcing
model used with regards t o changes to the billing platform and an understanding of SA
Water's key technology vendors.
• Billing platform strategic planning - to gain an understanding of SA Water's
strategic plans with respect t o technology suppo1ting the Customer and Billing domain.
Additional t opics covered included:
o Histo1i c Information Technology (IT) projects that have impacted the billing
platform and ancillary systems / entities.
o Current IT projects that are impacting the billing platform and ancilla1y systems /
entities.
o Future planned IT projects that will impact the billing platform and ancilla1y
systems / entities.
• Project Management and Software Delivery Lifecycle Methodologies - to gain
an understanding of the methodologies used by SA Water suppo1ting the delive1y of
change initiatives.
• Billing Platform Application Architecture -to gain a functional overview of the
billing platform and an understanding of the platform's application, data and technology
architecture.
• Interfaces and h1tegratio11s -to gain an understanding of the systems and entities,
both internal and external t o SA Water, that interface or interact with SA Water's billing
platform.
The current state analysis phase provided the working group with a foundation on which t o
pe1form Reform Scena1io impact assessment and estimation.
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2.1.2 Reform Scenario Impact Assessment
The Reform Scenario Impact Assessment phase involved a series of workshops, meetings and
document reviews where each Reform Scenario was investigated in order to understand how
it would impact SA Water’s People, Process and Technology. The workshops, meetings and
document reviews were particularly focussed on SA Water’s Customer and Billing domain.
The workshops were grouped into two broad categories, Technology Impact Assessment
Workshops and Business Impact Assessment Workshops.
The Technology Impact Assessment Workshops investigated how each Reform Scenario
would impact the SA Water technology environment, particularly the billing platform.
Stakeholders involved included the Commission, members of SA Water’s technology team,
SA Water’s technology vendor responsible for the billing platform and PwC. For each
Reform Scenario investigated, the following key topics were addressed:


What are the specific changes required to the billing platform to support the Reform
Scenario?



What additional SA Water internal IT systems are impacted by the Reform Scenario?



What external IT systems and entities are impacted by the Reform Scenario as a
result of changes to internal IT systems?



How does the Reform Scenario benefit SA Water’s technology?



What risks does the Reform Scenario present to SA Water’s technology?



Who are the key SA Water business members impacted by such a technology
change?



What are the key SA Water business processes impacted by such a technology
change?

A similar process was followed for the Business Impact Assessment Workshops. The purpose
of these workshops was to investigate how each Reform Scenario would impact SA Water
from a business perspective, particularly focussed on the Customer and Billing domain. The
stakeholders involved included the Commission, members of SA Water’s business /
management team, and PwC. For each Reform Scenario investigated, the following key
business topics were addressed:


How does the Reform Scenario benefit SA Water?



What risks does the Reform Scenario present to SA Water?



What are the key business processes impacted by the Reform Scenario?



Are there additional business impacts caused by the Reform Scenario e.g. the need to
increase full time equivalent (FTE) headcount?

The information gathered from the Reform Scenario Impact Assessment workshops was
collated into a workshop outcomes document which recorded how each Reform Scenario
would benefit SA Water, the risks the Reform Scenarios presented, impacts to business
processes, and impacts to technology. The workshop outcomes document was reviewed and
agreed by the Commission, SA Water, SA Water’s technology vendor responsible for the
billing platform and PwC. The information captured was then used to support the final
phase, Reform Scenario Estimation.

Essential Services Commission of South Australia
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2 .1.3

Reform Scenario Estimation

The key objective of the Reform Scenario Estimation phase was to understand the likely cost
and duration associated with the implementation of each Reform Scenario in isolation, and
then considered as a complete Reform Package. In addition to the information gathered
from the Current State Analysis and the Reform Scenario Impact Assessment phases, a key
input into Reform Scena1io estimation was cost and duration estimates from SA Water's
technology vendor responsible for the development and maintenance of the billing platform.
The technology vendor cost and duration estimates covered billing platform Application
Design, Build and System Test activities.

Reform Scenario Cost and
Duration Estimate
Figure 3 -Reform Scenario cost and duration estimation model
The Reform Scenario cost and duration estimation model used two methods, a top down,
and a bottom up approach. Both a top down and bottom up estimate were produced for
validation purposes. Additionally, the top down approach did not provide sufficient
granularity on specific resource tasks through project phases, and the likely effo1t and
duration required. This granula1ity was provided by developing and analysing the bottom up
estimate.
The top down approach involved analysing and identifying trends from historical SA
Water projects (particularly those involving modifications to the billing platform),
identifying key cost d1ivers and identifying correlations between the histo1ic projects and the
Reform Scenario.
Upon completion of this analysis, PwC was then able to create cost and duration estimates
for each of the reform scena1ios based on a sensitivity analysis of the key cost d1ivers.
The second method, the bottom up approach , involved creating a detailed Work
Breakdown Structure (WBS) for each Reform Scena1io and allocating effort by resources to
each task. This effo1t was then converted into internal costs using SA Water's internal cost
rates. The required duration for each of the reform scena1ios was determined using effo1t
estimates and c1itical path analysis. Upon completion of this analysis, the cost and duration
was collated to create an estimate for each Reform Scena1io.
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For each estimate produced, PwC applied a separate contingency margin and risk margin.
The contingency margin was calculated as a percentage of internal and external costs and is a
standard industry project management practise followed by SA Water. The risk margin was
applied due to the inherent risk associated with making assumptions as part of a costing
exercise where detailed requirements are unavailable. The risk margin was determined as a
percentage of the estimated cost and duration of the project.
At the conclusion of Reform Scenario estimation, the Reform Package was provided. Both
top down and bottom-up estimation was performed for the Reform Package.

2.2

General Assumptions

 Each estimate has been based on current and foreseeable circumstances. Any future
unexpected changes to legislation, vendors, the economy, etc. may have an effect on the
accuracy of the estimates.
 The estimates contained within this document are based on information provided by SA
Water and SA Water’s vendors, and on the scope defined by the Commission.
 The top-down estimates are based on the assumption that the data provided by SA Water
represents a true reflection of the cost, duration and effort required for historical SA
Water projects.

2.3

General Exclusions

 The implementation of a Customer Relationship Management (CRM) platform has not
been included in the scope of these estimates.
 Changes to systems other than the billing platform have not been included in cost and
duration estimates.
 Customer communications costs have not been included in the estimates.
 This document contains initial high level estimates, primarily related to changes to SA
Water’s billing platform. Once the Reform Package scope is confirmed, the Commission
and SA Water should perform further investigation to confirm the impacts to ancillary
systems, and the associated cost and time required to implement the change.
 This document is not a Business Case. Additional work should be performed by SA Water
in the event that a Business Case is required. Typically the Business Case should include a
record of key information such as expected benefits, financial and non-financial
assumptions, implementation milestones, risk assessments and detailed capital and
operational financial forecasts.

Essential Services Commission of South Australia
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3 Cost Estimates
3.1

Reform 1 – Customer Billing (Scenario 1)

3.1.1

Overview

The working group was asked to estimate the impacts of water tariff reform, specifically:
 Bill end-users for all charges where separately metered. Assume that there is no ability to
levy a first charge on land in order to recover outstanding debts.

3.1.2 Impacts to SA Water’s People
The implementation of this Reform Scenario would likely require significant modification to
existing SA Water business processes. In turn this could result in the need to review, and
potentially increase SA Water FTE headcount, for example FTE dealing with customer
interactions and customer movements, fraud, debt recovery and external communications.

3.1.3 Impacts to SA Water’s Process
Under this Reform Scenario, SA Water would maintain a relationship directly with the enduser of the service. The end-user of the service would pay for both supply and consumption
charges.
As a result of this change, the SA Water standard contract would need to be updated and
additional customer data would need to be collected, verified and managed when customers
move into a property. Given the additional customer data being collected, there may be the
need to review and potentially update customer privacy processes. Additionally, fraud
processes will need to be introduced to ensure that SA Water has visibility of the customer
and the potential historic debt they may be carrying.
A number of processes would need to be reviewed and updated to manage customers moving
between properties. For example, when a customer moves out of a property, final meter
reads and final accounts would need to be sent out of cycle, and there would also need to be
additional processes to record the customer moving into another property (assuming the
customer is remaining in South Australia and will continue to be the account holder).
Currently account numbers used by SA Water are unique to the property and do not change
with customers. This will need to change as a result of this Reform Scenario, whereby
account numbers are associated directly with the customer. Such a change impacts cash
receipting processes.
As highlighted in the overview of this Reform Scenario, there would be no ability to levy a
first charge on land to recover debt. Given that debt will be associated with the customer,
debt recovery processes will need to be reviewed and updated.
In the event that a property has been vacant for an extended period of time, SA Water has
stated it may be necessary to restrict or disconnect a property’s supply. In the event that the
water supply has not been restricted or disconnected but the property has been vacant for an
extended period of time, there may be the need for SA Water to periodically confirm that the
premises are vacant and that services are not being provided free of charge.
Across this Reform Scenario, additional changes would be required to call centre customer
query and customer dispute resolution processes or scripts.
Significant communications would be required to explain the supply and connection charges
associated with changes to customer billing. These changes will need to be communicated to
a wide range of bodies including councils, tenants, property owners, builders/developers,
government bodies, etc. Lastly, this change would require updates to the SA Water metering
code and connections policy.
Essential Services Commission of South Australia
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3.1.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the Document Management System, the Data Warehouse / Business Intelligence
platforms, the bill print vendor and the Cash Receipting System. There may be additional
impacts outside the SA Water IT environment.

3.1.5 Reform Scenario Estimate
PwC has been estimated that it would cost $4,799,918 and take 102 weeks to implement this
change. This has been estimated with an order of accuracy of +/- 20%.
A breakdown of project costs and duration by phase is provided in the following table:
Table 2 – Customer billing reform scenario 1 cost and duration estimate
Project Phase 1

Estimated Cost ($)

Estimated Duration

Overall - Scenario 1

$4,799,918 (± 20%)

102 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing
(System Integration Testing (SIT) and User Acceptance Testing (UAT)) and change
management activities. The effort associated with these activities was estimated by PwC
following the structure of SA Water’s Corporate Project Management Methodology
(CPMM).
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
 Application design, build and system test activities for the Document Management
System. The effort associated with these activities was estimated by PwC based on PwC’s
experience in the implementation of Document Management Systems using Microsoft
SharePoint.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Changes required for the Cash Receipting System used to process cash payments at the
SA Water building.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities if changes are required by SA Water’s
bill printing vendor.

1 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.
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3.2

Reform 1 – Customer Billing (Scenario 2)

3.2.1 Overview
The working group was asked to estimate the impacts of water tariff reform, specifically:
 Maintain ability to charge either the landowner or the tenant, where separately metered
(i.e. SA Water maintains two sets of parties for one property). Assume that there is no
ability to levy a first charge on land in order to recover outstanding debts.

3.2.2 Impacts to SA Water’s People
The implementation of this Reform Scenario would likely require significant modification to
existing SA Water business processes. In turn this could result in the need to review and
potentially increase SA Water FTE headcount, for example FTE dealing with customer
interactions and customer movements, fraud, debt recovery and external communications.

3.2.3 Impacts to SA Water’s Process
Under this Reform Scenario, SA Water would maintain a relationship directly with the enduser of the service. The end-user of the service could pay for both the supply and
consumption charges, or either of these services. If the end user agreed to another party
receiving the bill (e.g. a landlord), SA Water should be able to accommodate that
arrangement. Under either case, the customer would be one party of the other (not both).
As a result of this change, the SA Water standard contract would need to be updated and
additional customer data would need to be collected, verified and managed when customers
move into a property. Given the additional customer data being collected, there may be the
need to review and potentially update customer privacy processes. Additionally, fraud
processes will need to be introduced to ensure that SA Water has visibility of the customer
and the potential historic debt they may be carrying.
A number of processes would need to be reviewed and updated to manage customers moving
between properties. For example, when a customer moves out of a property, final meter
reads and final accounts would need to be sent out of cycle, and there would also need to be
additional processes to record the customer moving into another property (assuming the
customer is remaining in South Australia and will continue to be the account holder).
Currently account numbers used by SA Water are unique to the property and do not change
with customers. This will need to change as a result of this Reform Scenario, whereby
account numbers are associated directly with the customer. Such a change impacts cash
receipting processes.
As highlighted in the overview of this Reform Scenario, there would be no ability to levy a
first charge on land to recover debt. Given that debt will be associated with the customer,
debt recovery processes will need to be reviewed and updated.
In the event that a property has been vacant for an extended period of time, SA Water may
deem it necessary to restrict or disconnect a property’s supply. In the event that the water
supply has not been restricted or disconnected, but the property has been vacant for an
extended period of time, there may be the need for SA Water to periodically confirm that the
premises are vacant and that services are not being provided free of charge.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.
Significant communications would be required to explain the supply and connection charges
associated with changes to customer billing. These changes will need to be communicated to
a wide range of bodies including, councils, tenants, property owners, builders/developers,
government bodies etc.
Lastly, this change would require updates to the SA Water metering code and connections
policy.
Essential Services Commission of South Australia
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3.2.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the Document Management System, the Data Warehouse / Business Intelligence
platforms, the bill print vendor and the Cash Receipting System. There may be additional
impacts outside the SA Water IT environment.

3.2.5 Reform Scenario Estimate
PwC has estimated that it would cost $5,214,553 and take 125 weeks to implement this
change. This has been estimated with an order of accuracy of +/- 20%. When compared
against Customer Billing (Scenario 1), the key reason that this Reform Scenario is more
costly and requires more time to implement is because of the complexity associated with
having multiple billing accounts per property at a given point in time.
A breakdown of project costs and duration by phase is provided in the following table:
Table 3– Customer billing reform scenario 2 cost and duration estimate
Project Phase 2

Estimated Cost ($)

Estimated Duration

Overall – Scenario 2

$5,214,552 (± 20%)

125 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
 Application design, build and system test activities for the Document Management
System. The effort associated with these activities was estimated by PwC based on PwC’s
experience in the implementation of Document Management Systems using Microsoft
SharePoint.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Changes required for the Cash Receipting System used to process cash payments at the
SA Water building.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.

2 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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 Application design, build and system test activities if changes are required by SA Water’s
bill printing vendor.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.
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3.3

Reform 2 - Water Tariffs (Scenario 1)

3.3.1 Overview
The working group was asked to estimate the impacts of water tariff reform, specifically:
 SA Water adopts a single volumetric water usage tariff (i.e. removal of two of the three
tiers) for all water customers (residential and non-residential).
 Provision for calculating and separately identifying an incremental surcharge
consumption rate based on the total consumption billed (e.g. a surcharge to appear on
bills at times of scarcity).
 The supply charge is based on the size, and number of, a customer’s water meter.

3.3.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified by SA Water.

3.3.3 Impacts to SA Water’s Process
SA Water currently maintains three water usage tariff tiers for residential customers. As a
result of this change, only one of the tiers would need to be maintained going forward. A
number of business process changes were identified specifically relating to the incremental
surcharge consumption rate and the supply charge.
SA Water would need to manage the activation and deactivation of the incremental
surcharge consumption rate over time. Additionally, customer communications would be
required with the activation and deactivation of the surcharge. Given that the incremental
surcharge consumption rate would be applied regardless of hardship status or concessions, a
business process change would be required to manage bill rebates for customers who meet
hardship status or concession criteria.
Given that the supply charge would also be applied regardless of hardship status or
concessions, a business process change would be required to manage bill rebates for
customers who meet hardship status or concession criteria.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.
Lastly, this change would require updates to the SA Water metering code and connections
policy.

3.3.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, and the Data Warehouse / Business Intelligence platforms.
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3.3.5 Reform Scenario Estimate
PwC has estimated that it would cost $647,277 and take 33 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
A key driver of the overall cost is the final component of this Reform Scenario i.e. that the
supply charge is based on the size, and number of, a customer’s water meter. Enhancements
are required to the billing platform to support this requirement. The removal of two of the
three water usage tariff tiers and the provision for calculating and separately identifying an
incremental surcharge consumption rate (based on the total consumption billed) can largely
be achieved through modifications to configuration within the billing platform.
A breakdown of project costs and duration by phase is provided in the following table:
Table 4 – Water tariffs reform scenario cost and duration estimate
Project Phase 3

Overall

Estimated Cost ($)

Estimated Duration

$647,277 (± 20%)

33 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Application design, build and system test activities if changes are required by SA Water’s
bill printing vendor.
 Costs associated with customer communications.

3 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.4

Reform 3 – Sewerage (Scenario 1)

3.4.1 Overview
The working group was asked to estimate the impacts of sewerage supply / connection
charging reform, specifically:
 All sewerage customers a supply/connection charge based on the size of their wastewater
connection.

3.4.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified by SA Water.

3.4.3 Impacts to SA Water’s Process
Applications for sewerage connections are currently handled through SA Water’s core Asset
and Works Management platform. The connections process will need to be modified to
ensure that sewerage connection information entered into SA Water’s Asset and Works
Management platform is also entered into SA Water’s billing platform once a sewerage
connection has been performed.
Historically wastewater connection information (including wastewater size) has not been
available within the billing platform. As a result of this Reform Scenario, wastewater
connection information (including wastewater size) will be made available within the billing
platform. Business processes will be required to ensure that wastewater connection
information is maintained within the billing platform.
Customer communications would be required to explain the supply and connection charges
associated with the sewerage connection.
Given that the supply / connection charge would be applied regardless of hardship status or
concessions, a business process change would be required to manage bill rebates for
customers who meet hardship status or concession criteria. Additionally, there may be the
need to implement and manage an exemption regime, for example where certain customers
have large wastewater connections but low discharge.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.

3.4.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the Geographical Information System, and the Data Warehouse / Business
Intelligence platforms.

3.4.5 Reform Scenario Estimate
PwC has estimated that it would cost $692,830 and take 31 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
When compared against Reform 3 – Sewerage (Scenario 2), this Reform Scenario is more
costly and will require more time to deliver largely because sewerage connection size
information is not currently held within the billing platform. This information would need to
be imported and managed. Reform 3 – Sewerage (Scenario 2) uses the water meter size
information, and this information is already available within the billing platform.
A breakdown of project costs and duration by phase is provided in the following table:
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Table 5 – Sewerage reform scenario 1 cost and duration estimate
Project Phase 4

Estimated Cost ($)

Estimated Duration

Overall – Scenario 1

$692,829 (± 20%)

31 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Application design, build and system test activities for SA Water’s Geographic
Information System (GIS) platform.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities if changes are required by SA Water’s
bill printing vendor.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.

4 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.5

Reform 3 – Sewerage (Scenario 2)

3.5.1 Overview
The working group was asked to estimate the impacts of sewerage supply / connection
charging reform, specifically:
 All sewerage customers receive a supply/connection charge based on the size of their
water meter, in accordance with the principles laid out in the regional pricing section
below (refer to section Reform 5 – Regional Pricing).

3.5.2 Impacts to SA Water’s People
In investigating this Reform Scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified.

3.5.3 Impacts to SA Water’s Process
Customer communications would be required to explain the supply and connection charges
associated with the sewerage connection.
Given that the supply / connection charge would be applied regardless of hardship status or
concessions, a business process change would be required to manage bill rebates for
customers who meet hardship status or concession criteria. Additionally, there may be the
need to implement and manage an exemption regime, for example where certain customers
are high water consumers but low discharge.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.

3.5.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, and the Data Warehouse / Business Intelligence platforms.

3.5.5 Reform Scenario Estimate
PwC has estimated that it would cost $542,494 and take 27 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
When compared against Reform 3 – Sewerage (Scenario 1), this Reform Scenario is less
costly and can be delivered in a shorter timeframe largely because the water meter size
information is already contained within the billing platform. Wastewater connection size
information is not currently held within the billing platform, and this information would
need to be imported and managed under scenario 1.
A breakdown of project costs and duration by phase is provided in the following table:
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Table 6 – Sewerage reform scenario 2 cost and duration estimate
Project Phase 5

Estimated Cost ($)

Estimated Duration

Overall – Scenario 2

$542,494 (± 20%)

27 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities if changes are required by SA Water’s
bill printing vendor.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.

5 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.6

Reform 4 – Rating on Abuttal

3.6.1 Overview
The working group was asked to estimate the impacts of rating on abuttal reform,
specifically:
 The practice of rating on abuttal is removed for water and sewerage customers and fixed
charges are only incurred by customers that receive a service.

3.6.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified by SA Water.

3.6.3 Impacts to SA Water’s Process
Customer communications would be required to explain that rating on abuttal is being
removed for water and sewerage customers, and that fixed charges would only be incurred by
customers that receive a service.
SA Water would require new connections processes associated with both water and
sewerage, particularly to ensure that connection charges are applied as required.
SA Water would require new processes to manage the circumstance where customers opt to
no longer be a customer. In the event that a customer requests to no longer be a sewerage
customer, Health Department approval may be required to ensure that customers have
appropriate infrastructure in place prior to physical disconnection of the sewerage service.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.
Lastly, this change would require updates to the SA Water metering code and connections
policy.

3.6.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, and the GIS.

3.6.5 Reform Scenario Estimate
PwC has estimated that it would cost $553,397 and take 23 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
A breakdown of project costs and duration by phase is provided in the following table:
Table 7 – Rating on Abuttal reform scenario cost and duration estimate
Project Phase 6

Overall

Estimated Cost ($)

Estimated Duration

$553,397 (± 20%)

23 weeks (± 20%)

6 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s GIS platform.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.
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3.7 Reform 5 - Regional Pricing
3.7.1 Overview
The working group was asked to estimate the impacts of regional pricing reform, specifically:
• For all water, sewerage and trade waste customers the supply charge and usage charge are
to be differentiated by customer regions, based on the costs required to serve those
regions (assume for the purpose of this exercise that regional cost estimates are available
for each region for all services) as presented in the table below.

Regions used to determine cost
Service Type

Supply

Usage/Vai·iable

Water

Between 5-10* regions based on
aggregated WIZ zones.

Between 5-10* regions based on
aggregated WIZ zones.

Sewerage

Between 5-10* regions based on
aggregated WWAS zones.

N/A

Trade waste

Between 5-10* regions based on
aggregated WWAS zones.

Between 5-10* regions based on
aggregated WWAS zones.

* The number of regions needs to be flexible (e.g. the system should cater for anywhere from 10 to 48 regions).

3.7.2 Impacts to SA Water's People
SA Water has indicated that this change would impact their P1ice Modelling team, requiting
an additional 2 to 3 FTE headcount. Additional resources may also be required to suppo1t
financial reporting across regions.

3.7.3 Impacts to SA Water's Process
Customer communications would be required to explain the supply and usage charges
associated with regional pricing.
Under this Reform Scenario, each property would be allocated to one Water Infrastructure
Zone (WIZ) and one Waste Water Asset System (WWAS) zone, which would be used to
de1ive the appropriate region for supply and usage charges across Water, Sewerage and
Trade Waste services.
SA Water would require new business processes to manage WIZ / V\TWAS allocations to
zones, new business processes to manage the mapping of zones to regions, and new business
processes to manage regional supply and usage p1ice points across Water, Sewerage and
Trade Waste services. Additionally, new business processes would need to be introduced in
relation to supply charge and usage charge modelling.
Across this Reform Scenario, additional changes would be required to Call Centre Customer
Query and Customer Dispute Resolution processes / scripts.

3.7.4 Impacts to SA Water's Technology
SA Water technology components impacted by this Reform Scena1io include the billing
platform, the Asset Management System, the GIS, potentially the IVR (for call handling), and
the Data Warehouse / Business Intelligence platforms.

3.7.5 Reform Scenario Estimate
PwC has estimated that it would cost $866,816 and take 34 weeks to implement this change.
This has been estimated with an order of accuracy of+/ - 20%.
A breakdown of project costs and duration by phase is provided in the following table:
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Table 8 – Regional pricing reform scenario cost and duration estimate
Project Phase 7

Estimated Cost ($)

Estimated Duration

Overall

$866,816 (± 20%)

34 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Asset Management
platform.
 Application design, build and system test activities for SA Water’s Geographic
Information system.
 All change activities related to the modification of the IVR.
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.

7 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.8

Reform 6 – Smart Metering (Scenario 1)

3.8.1 Overview
The working group was asked to estimate the impacts of metering reform, specifically:
 Mandate smart metering for all existing accumulation meters (over 5 years) and install
smart meters for new build properties.
Additional considerations included:
 Remote read 24-hourly/daily (electronic feedback to SA Water) providing hourly data –
manual reading to cease for smart metered properties.
 Leakage detection and alarm – we expect SA Water would inform customers when this
alarm is triggered.
 Backflow detection and alarm.
Note: People, Process and Technology directly related with smart metering system (including
infrastructure and Business Support Systems) were not included in the scope of this
estimate. This estimate focussed on how the existing billing platform, and existing
middleware platform, would integrate with smart metering business support systems if they
were available.

3.8.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified.

3.8.3 Impacts to SA Water’s Process
New business processes would be required to ensure that master meter data can be managed
or updated in the event that data across Asset Management, Smart Metering System and the
billing platform become out of sync.

3.8.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the middleware / integration platform, the smart metering platform, the Asset
Management platform, and the Data Warehouse / Business Intelligence platforms.
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3.8.5 Reform Scenario Estimate
PwC has estimated that it would cost $655,324 and take 38 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
A breakdown of project costs and duration by phase is provided in the following table:
Table 9 – Smart Metering reform scenario 1 cost and duration estimate
Project Phase 8

Estimated Cost ($)

Estimated Duration

Overall - Scenario 1

$655,324 (± 20%)

38 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
 Application design, build and system test activities for the middleware / integration
platform. The effort associated with these activities was estimated by PwC.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Asset Management
platform.
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Design, build and test activities associated with the implementation of the smart meter
system.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.

8 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.9

Reform 6 – Smart Metering (Scenario 2)

3.9.1 Overview
The working group was asked to estimate the impacts of:
 Mandate smart metering for all existing accumulation meters (on an ‘end of life
replacement’ basis, e.g. 15 years) and install smart meters for new build properties.
Additional considerations included:
 Remote read 24-hourly/daily (electronic feedback to SA Water) providing hourly data –
manual reading to cease for smart metered properties.
 Leakage detection and alarm – we expect SA Water would inform customers when this
alarm is triggered.
 Backflow detection and alarm.
Note: People, Process and Technology directly related with smart metering system (including
infrastructure and Business Support Systems) were not included in the scope of this
estimate. This estimate focussed on how the existing billing platform, and existing
middleware platform, would integrate with smart metering business support systems if they
were available.

3.9.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified.

3.9.3 Impacts to SA Water’s Process
New business processes would be required to ensure that master meter data can be managed
or updated in the event that data across Asset Management, Smart Metering System and the
billing platform become out of sync.

3.9.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the middleware / integration platform, the smart metering platform, the Asset
Management platform, and the Data Warehouse / Business Intelligence platforms.
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3.9.5 Reform Scenario Estimate
PwC has estimated that it would cost $655,324 and take 38 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
As the implementation of Smart Metering will require the same system and process changes
irrespective of whether it is rolled out on an end of life or immediate basis, the estimate for
the second scenario is the same as the estimate provide for the first Smart Metering scenario
in section 3.8.
A breakdown of project costs and duration by phase is provided in the following table:
Table 10 – Smart Metering reform scenario 2 cost and duration estimate
Project Phase 9

Estimated Cost ($)

Estimated Duration

Overall - Scenario 2

$655,324 (± 20%)

38 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
 Application design, build and system test activities for the middleware / integration
platform. The effort associated with these activities was estimated by PwC.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Asset Management
platform.
 Application design, build and system test activities for SA Water’s Data Warehouse and
Business Intelligence platforms.
 Design, build and test activities associated with the implementation of the smart meter
system.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.

9 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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3.10 Reform 7 - Water Planning and
Management Charge (Scenario 1)
3.10.1 Overview
The working group was asked to estimate the impacts of a Water Planning and Management
Charge as follows:
 All water customers pay a flat rate, clearly visible on their bills, similar to the Save the
River Murray Levy

3.10.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified by SA Water.

3.10.3 Impacts to SA Water’s Process
SA Water would need to manage changes as required to the Water Planning and
Management Charge.
Customer communications (which includes letters and notices on the customer bill) would be
required to ensure that the new charges are understood.

3.10.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the Finance and General Ledger platform, and the Data Warehouse / Business
Intelligence platforms.

3.10.5 Reform Scenario Estimate
PwC has estimated that it would cost $480,018 and take 25 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
A breakdown of project costs and duration by phase is provided in the following table:
Table 11 – Water Planning & Management Charge reform scenario 1 cost and
duration estimate
Project Phase 10

Estimated Cost ($)

Estimated Duration

Overall - Scenario 1

$480,018 (± 20%)

25 weeks (± 20%)

The following items are included in the scope of this estimate:
 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.

10 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Finance platform (note
that it is understood that product and general ledger changes will automatically feed into
the Finance platform).
 Application design, build and system test activities for SA Water’s Data Warehouse /
Business Intelligence platforms.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.
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3.11 Reform 7 - Water Planning and
Management Charge (Scenario 2)
3.11.1 Overview
The working group was asked to estimate the impacts of a Water Planning and Management
Charge as follows:
 Water customers pay a flat rate and a rate based on a % of their water consumption,
clearly visible on their bills, similar to the Save the River Murray Levy.

3.11.2 Impacts to SA Water’s People
In investigating this reform scenario, no changes to SA Water’s resource profiles or FTE
requirements were identified.

3.11.3 Impacts to SA Water’s Process
SA Water would need to manage changes as required to the Water Planning and
Management Charge.
Customer communications (which includes letters and notices on the customer bill) would be
required to ensure that the new charges are understood.

3.11.4 Impacts to SA Water’s Technology
SA Water technology components impacted by this Reform Scenario include the billing
platform, the Finance and General Ledger platform, and the Data Warehouse / Business
Intelligence platforms.

3.11.5 Reform Scenario Estimate
PwC has estimated that it would cost $505,868 and take 25 weeks to implement this change.
This has been estimated with an order of accuracy of +/- 20%.
The second scenario for the Water Planning and Management Charge is slightly higher than
the estimates for the first scenario under section 3.10 as a new milling module and scripts are
required to calculate the charge based on a percentage of water consumption, as opposed to a
flat charge proposed under section 3.10.
A breakdown of project costs and duration by phase is provided in the following table:
Table 12 – Water Planning & Management Charge reform scenario 2 cost and
duration estimate
Project Phase 11

Estimated Cost ($)

Estimated Duration

Overall - Scenario 2

$505,868 (± 20%)

25 weeks (± 20%)

The following items are included in the scope of this estimate:

11 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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 Project management, business analysis, solution architecture (end-to-end), testing (SIT
and UAT) and change management activities. The effort associated with these activities
was estimated by PwC following the structure of SA Water’s CPMM.
 Application design, build and system test activities for the billing platform. The effort and
duration associated with these activities was estimated by SA Water’s technology vendor
responsible for developing and maintaining the billing platform.
The following items are explicitly excluded from the scope of this estimate given that the
review solely focussed on SA Water’s billing platform:
 Application design, build and system test activities for SA Water’s Finance platform (note
that it is understood that product and general ledger changes will automatically feed into
the Finance platform).
 Application design, build and system test activities for SA Water’s Data Warehouse /
Business Intelligence platforms.
 Application design, build and system test activities for any other systems internal to SA
Water not listed as in scope above.
 Application design, build and system test activities for any changes required to systems
external to SA Water.
 Costs associated with customer communications.
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3.12 Reform Package
3.12.1 Overview
The Reform Package consists of 6 Reform Scenarios including:
 Customer Billing – Scenario 1 (refer to section Reform 1 – Customer Billing (Scenario 1)).
 Water Tariffs (refer to section Reform 2 - Water Tariffs (Scenario 1)).
 Sewerage – Scenario 1 (refer to section Reform 3 – Sewerage (Scenario 1)).
 Rating on Abuttal (refer to section Reform 4 – Rating on Abuttal).
 Regional Pricing (refer to section Reform 5 – Regional Pricing).
 Water Planning and Management Charge – Scenario 2 (refer to section Reform 7 - Water
Planning and Management Charge (Scenario 2)).
The impacts of these Reform Scenarios across SA Water People, Process and Technology can
be found in the relevant Reform Scenario sections referenced above.

3.12.2 Estimate
PwC has estimated that it would cost $6,971,264 and take 165 weeks to implement the
Reform Package. This has been estimated with an order of accuracy of +/- 20%.
Based on the above assumptions, a breakdown of project costs and duration by phase is
provided in the following table:
Table 13 – Reform package cost and duration estimate
Project Phase 12

Estimated Cost ($)

Estimated Duration

Overall - Reform
Package

$6,971,264 (± 20%)

165 weeks (± 20%)

In determining the duration it was assumed that one project manager, one business analyst,
one solution architect, and one test lead resource would be allocated throughout the life of
the Reform Package project. The project duration would likely decrease in the event that
multiples of these resource types were allocated to the project.
It was assumed that the reform package scenarios would be completed in a combination of
in-parallel and series as advised by the vendor. We have not performed any analysis to
identify resource and/or process conflicts that may arise at SA Water.
Reform Scenario scope inclusions and exclusions can be found in the relevant Reform
Scenario detail contained in sections above.

12 Refer to SA Water CPMM framework overview in Appendix A for further explanation.
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Appendix A SA Water
CPMM Overview
There are 4 distinct phases as part of SA Water’s Corporate Project Management
Methodology (CPMM), these are Initiate, Develop, Deliver and Close. These 4 phases aim to
maximise quality, improve efficiency and strive for incident free implementation of projects.

1

Initiate

This phase involves the initial tasks required to set-up a project. The objective of this phase is
to provide a clear foundation upon which the project can be built. Tasks performed within
this phase include defining the methodology to be used for the project (i.e. selecting either
CPMM Full or Light), defining the project scope, defining the project objectives, developing
the project brief, producing the Statement of Work (SoW) for project resources, and
establishing the project workspace.

2

Develop

The objective of this phase is to develop a detailed plan for how the project will be carried
out, to define exactly what will be delivered, to estimate project delivery costs, and to
understand how long the project delivery will take.
Sample tasks performed throughout this phase include the establishment of a formal project
team, base-lining of the project schedule, elicitation of project requirements, development of
solution options and solution option selection, development of the test strategy and the
development of funds submission for approval.

3

Deliver

The objective of this phase is to manage the successful delivery of the project, including the
seamless integration of the final product into the business as usual (BAU) production
environment. In order to achieve this a number of tasks need to be performed, including the
development of the detailed solution design documents, development of the solution,
solution testing to validate that Business Requirements have been met, updates to business
processes, policies and procedures, implementation management, change management, staff
training, and eventual go-live. Upon completion of the Deliver phase, the developed solution
should be in production and handed over to BAU production support.

4

Close

The close phase includes all tasks that should be performed at the end of a project. Once a
project is completed it should be formally closed down and project resources allocated
elsewhere. Project defects are managed during this phase, and a Project Close-out report and
post-project implementation review are conducted. Once these have been completed, the
phase will be closed, thereby signalling the end of the project.
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Appendix B Glossary of
terms
The following table provides an overview of terms used throughout this document.
Table 14 Glossary of terms
Term

Description

BAU

Business as usual

CSIS

Customer Service Information System

CPMM

Corporate Project Management Methodology

FTE

Full Time Equivalent

GIS

Geographic Information System

IT

Information Technology

IVR

Interactive Voice Response

PwC

PricewaterhouseCoopers

SA

South Australia

SIT

System Integration Testing

SoW

Statement of Work

UAT

User Acceptance Testing

WIZ

Water Infrastructure Zone

WWAS

Wastewater Asset System
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