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INTRODUCTION 
The Water and Waste Directorate (W&W) is responsible for the strategic planning, operations, construction 
and maintenance of all Isaac water, wastewater, recycled water and waste facilities and services.  

As required by the Local Government Regulation 2012, the Annual Operational Plan for a local government 
is to include an Annual Performance Plan (APP) for Council’s commercialised business unit/s. While Isaac 
Regional Council (Council) will not have a defined commercial business during 2022-2023, the Water and 
Waste Directorate will retain an APP and implement best practice tools to guide and fulfil their ongoing 
strategic and operational needs.  

The purpose of this APP is to ensure the implementation of Isaac Regional Council’s Corporate Plan 
through the programs, functions and services provided by the Water and Waste Directorate. 

This APP provides day-to-day direction for the delivery of core functions, identifying specific projects and 
activities that will be the priorities of each department. The APP influences the development of the 2022-
2023 Annual Operational Plan and budget, identifying the performance measures that will determine how 
the Corporate Plan's outcomes are being achieved. 

This APP identifies the: 

 Approved programs provided by the directorate. 

 Program activities under each department. 

 Outputs that will be delivered by means of specific projects or through ongoing services. 

 Resources that are required to deliver them at the agreed standards. 

 Performance measures/indicators and key milestones that will be used to track achievements, workload 
and success.  

 Actions required to address any residual risk in all areas of the business.  

KEY PRINCIPLES OF THE WATER AND WASTE DIRECTORATE 

KEY PRINCIPLES OF THE UNIT 

1. Focus on customer service. 

2. Adequately address specialised and technical functions. 

3. Be consistent with water and waste industries best practice. 

4. Ensure full utilisation of current skills and understand skills gaps. 

5. Provide career path opportunities. 

6. Support succession planning. 

7. Ensure effective communication and decision-making practices. 

8. Be competitive/efficient. 

9. Focus on strategic issues. 

10. Ensure legislative compliance. 

11. Ensure adherence to expenditure targets. 

12. Ensure adherence to Council Policy and Procedures. 



 

 
 

ISAAC.QLD.GOV.AU Water and Waste Annual Performance Plan 2022-2023 - Endorsed 15/06/2022 W&W0373 07 

Doc Number: WW-PLN-035 Version 3 – ECM 4804604 
  

 

13. Develop comprehensive Asset Management Plans with listings, condition assessments and replacement 
strategies. 

14. Ensure all projects are delivered to meet milestones including budgetary/funding requirements. 

15. Maintain open and transparent reporting. 

16. Manage risk. 

ISAAC REGIONAL COUNCIL VISION, MISSION AND VALUES 

COUNCIL VISION  

To energise the world. 

COUNCIL MISSION  

To feed, power and build communities. 

COUNCIL VALUES  

Professionalism 
Which means that we will display accountability, openness, transparency and integrity. 

Continuous Improvement 
Which means that all aspects of the organisation’s operations are encouraged through a progressive and 
creative approach. 

Excellence 
Which means that the manner in which we approach all aspects of the business for the Isaac Region; the 
highest possible outcome will be achieved. 

Procedural Consistency 
Which means that there is a consistent approach to the way in which Council conducts its business across 
the region. 

Customer Focus 
Which means that we identify and meet the needs of all customers in a responsive and equitable manner. 

Teamwork and Coordination 
Which means that we work together to achieve a common goal. 

Safety and Well-being 
Which means that we are all committed to working safely and caring for each other's well-being. 

WATER AND WASTE DIRECTORATE NOBEL PURPOSE AND OBJECTIVES 

NOBEL PURPOSE 

One team servicing Isaac’s vital needs safely, sustainably and seamlessly. 

DIRECTORATE OBJECTIVES 

Water and Waste Directorate 

 Develop policies, strategic plans and processes to address local and regional issues, guide service 
provision and ensure operational effectiveness. 
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 Ensure compliance with all statute and regulation and seek to achieve best practice by complying to the 
ISO standards of Quality 9001:2015, Environment 14001:2015 and Safety 45001:2018. 

 Strategically operate, maintain, utilise and review the delivery of Council assets to ensure the efficient and 
cost-effective services to the community are met and continuously improved. 

Business Services 

 Coordinate the maintenance and retention of certification for the Integrated Management System (IMS). 

 Coordinate the meter reading process to enable the distribution of water notices to the various townships 
within the Isaac region. 

 Provision of exceptional customer service to Isaac residents in response to their requests for assistance in 
relation to a variety of issues such as water connections, water leaks, water quality, new and replacement 
bins, missed waste services, etc. 

 Provide administrative, procurement and financial support and management to the W&W Directorate. 

Operations and Maintenance 

 Provide effective, sustainable, high-quality and continuous supply of water, wastewater and recycled water 
products and services. 

 Meet the requirements of the Australian Drinking Water Guidelines (ADWG) and environmental 
compliance. 

 Ensure effective collection, transport, storage and treatment of wastewater meeting all relevant 
environmental authority conditions. 

 Supply of recycled water which meets customer expectations and compliance standards. 

 Meet the requirements for Dam Safety for water storages.  

Waste Services 

 Ensure efficient and timely waste and recycling collection and storage services are provided to the 
community which encourage waste reduction, reuse, recycling and diversion from landfills. 

 Minimise Council’s impact on the natural environment through effective compliance with State Government 
Environmental Authority conditions. 

Planning and Projects 

 Capital Works delivery on time and on program to meet sustainability, quality, safety and environmental 
aspects and impacts. 

 Ensure that the assets maintained and constructed are appropriate to the current and future needs of the 
region’s customers and industries. 

 Deliver reliable and safe service infrastructure to customers and the community by developing 
infrastructure plans and conducting appropriate investigations where warranted. 

 Seek efficiency and value for money in all aspects of resource utilisation including the analysis of costs 
and benefits for all new initiatives relating to water and waste functions. 
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DIRECTORATE STRUCTURE 

HUMAN RESOURCES (AS AT JUNE 2022) 

UNIT NUMBER OF FTE TENURE TYPE 
Department Management 5 Permanent 
Project Management 1 Permanent 
Engineering 1 Permanent 
Administrative Support 7 6 Permanent, 1 Trainee 
Compliance and/or Governance 3 Permanent 
Treatment Plant Operations 33 31 Permanent, 2 Trainee 
Asset and Maintenance 2 Permanent 
Network Operations (Plumbers) 9 7 Permanent, 2 Apprentice 
Waste Operations 16 Permanent 

DIRECTORATE STRUCTURE (AS AT JUNE 2022) 

 

ROLE OF EACH PARTY  

STAKEHOLDER INTEREST SERVICE 
DELIVERABLES 

STAKEHOLDER 
DELIVERABLES / INPUTS 

Council (IRC) Business 
Owner 

 Preserve Commercial Interests 
 Provide Value for Money 
 Contribute to Corporate Plans 
 Protect Assets 

 Overall Strategic Direction 
 Delegated Authority 
 Appropriate Pricing 
 Facilitate Financing 

Customer 
Advocate 

 Maintain service standards 
 Display social responsibility 

 Fund community service 
obligations 

Regulator  Comply with Laws and 
Regulations 

 Feedback on expectations 
 Advice on compliance 

Director 
Water & Waste

80,000

Manager 
Operations & 
Maintenance 

81,000

Manager 
Business Services

81,400

Manager 
Planning & Projects

81,600

Manager 
Waste Services

83,000

Executive Assistant
80,001
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 Promote energy efficiency  
 Promote environmental 

sustainability 
 Maintain Governance 

standards 

 Provide support services 

Service 
Provider 

 Establish service requirements  Provide support services 
 Develop/ maintain Service 

Level Agreements 

Customers Customer  Maintain service standards 
 Provide value for money 
 Engage in consultations 

 Timely settlement of dues 
 Respond to community 

initiatives 

Suppliers Supplier  Uphold contractual obligations 
 Adopt a partnership approach 

 Uphold contractual obligations 
 Adopt a partnership approach 
 Provide an efficient and 

reliable service 

Employees Employee  Create a conducive work 
environment 
 Provide job security 
 Ensure safety 
 Recognise and reward 

 Adopt and maintain 
professional standards 
 Facilitate safety 
 Promote corporate objectives 

Government 
Agencies 

Regulator  Ensure compliance with 
operating and reporting 
requirements 
 Incorporate community 

requirements 

 Interpretation and 
implementation support 
 Adopt a balanced approach 

WATER AND WASTE DIRECTORATE SERVICES  
The Water and Waste (W&W) Directorate is responsible for the provision of four primary services to the 
Isaac community, ratepayers, residents and visitors: 

 Collection/securement, storage, treatment, transportation and supply of potable water. 

 Collection, treatment and disposal of wastewater. 

 Storage, treatment, transportation and management of recycled water. 

 Collection, transport, disposal, resource recovery and recycling of waste. 

UNDERTAKINGS BY THE PARTIES 

 Entering into contracts in line with Council delegations. 

 Completing approved programs in accordance with Council’s budget, Annual Operational Plan and 
Corporate Plan, as well as this Annual Performance Plan. 
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 Promoting and presenting the W&W Directorate to the community as a proactive directorate of Council by 
undertaking educational, promotional and customer activities with assistance of Brand Media and 
Communications (BMC) in line with Council’s engagement procedures and policies. 

 Developing and implementing budgets and long-term pricing models and financial plans within Council’s 
budgeting processes. 

The Water and Waste Directorate will: 

 Provide water, wastewater and waste operations. 

 Conduct its business and operations in compliance with legislation as listed on the W&W Legislative 
Register. 

 Adopt the principles of ecologically sustainable development. 

 Plan for, build, operate and maintain assets to ensure nominated service levels are maintained and useful 
lives realised. 

 Commit and work to Council’s vision, mission and values. 

 Regularly monitor, maintain and report on its financial and non-financial performance. 

 Manage risk - particularly residual risk.  

 Show due diligence in reporting any non-compliances or incidents to Council. 

ISAAC REGIONAL COUNCIL CORPORATE PLAN OBJECTIVES 
To address key strategies included in the IRC 5-year Corporate Plan, the Water and Waste Directorate will:  

Communities 

C1: Provide, operate and maintain venues and community facilities to deliver safe, efficient and cost-
effective services. 

Economy 

EC1: Plan, design and provide sustainable infrastructure, facilities and services that encourage and support 
economic growth and development. 

Infrastructure 

I2: Provide effective and sustainable water supply, wastewater and waste management infrastructure while 
progressively achieving environmental compliance. 

I4: Maintain high preparedness and capability to respond to natural disasters that impact on regional 
communities and infrastructure. 

I5: Strategically operate, maintain and utilise and review the delivery of Council assets to ensure the efficient 
and cost-effective services to the community are met and continuously improved. 

I6: Ensure that the assets maintained and constructed are appropriate to the current and future needs of the 
region’s industries. 

Environment 

EN1: Adopt responsible strategic land use planning to balance community, environmental and development 
outcomes. 

EN3: Minimise Council’s impact on the natural environment through effective recycling and environmental 
management policies and programs. 
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EN4: Advocate to all forms of government on matters which impact on the health, wellbeing and 
sustainability of our region’s natural environment. 

EN5: Partner with industry and community to minimise environmental harm through appropriate education 
and regulation. 

Governance 

G2: Develop policies, strategic plans and processes to address local and regional issues, guide service 
provision and ensure operational effectiveness. 

G3: Pursue financial sustainability through effective use of Council’s resources and assets and prudent 
management of risk. 

G4: Deliver unique customer focused and responsive services that are based upon a program of continuous 
improvement. 

G5: Provide transparent and accountable planning, decision-making, performance monitoring and reporting 
to the community in order to continuously improve. 

STRATEGIES FOR ACHIEVING PRINCIPLES 

KEY PRINCIPLES BUSINESS 
SERVICES 

OPERATIONS & 
MAINTENANCE 

WASTE 
SERVICES 

PLANNING AND 
PROJECTS 

1 
Focus on 
Customer 
Service. 

Complaints and 
enquiries processed 

within defined 
Customer Service 

standards, and 
customer education 
and assistance with 
MiWater and water 

preservation 
techniques. 

Guaranteed supply 
of products and 

services and timely 
response to 

emergent works. 

Effective contract 
management, staff 

training, and 
complaints 

processed within 
defined Customer 
Service Standard. 

Completion of 
projects for 

customers within 
agreed parameters. 

2 

Adequately 
address 

specialised and 
technical 
functions. 

Monitor 
performance 
through the 

application of the 
IMS. 

Engagement of suitably qualified and experienced team members 
or use of appropriate external resources. 

3 
Be consistent with 
water and waste 
industries best 

practice. 

Ensure a continuous improvement approach and maintain up-to-date processes with best 
practice industry standards. 

4 

Ensure full 
utilisation of 

current skills and 
understand skills 

gaps. 

Training and qualification mapping through SMART system to ensure skills are utilised and 
gaps are identified. 

5 
Provide career 

path 
opportunities. 

Performance appraisals, development processes, training opportunities and informal 
discussions. 

6 
Support 

succession 
planning. 

Ongoing discussions, Training Needs Analysis (TNA), engagement of Trainees and 
Apprentices and development opportunities. 

7 
Ensure effective 
communication 
and decision-

making practices. 

Setting accountabilities, responsibilities and boundaries for 
decision making. 

 

Regular 
consultation, start-

up meetings, 
intervention plans. 
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8 Be competitive/ 
efficient. 

Monitor 
performance 
through the 

application of the 
IMS and sound 
financial and 

communication 
practices. 

Set KPI’s – monitor, review and 
performance manage. 

 

Time management 
and projects 

completed within 
budget. 

9 Focus on 
strategic issues. 

Completing works and duties in conjunction with Annual Performance Plan, Annual 
Operational Plan, Council’s Corporate Plan, Organisational Development Plan and other 

key strategies set by Council and the W&W Directorate. 

10 Ensure legislative 
compliance. 

Ensure adherence to legislative compliance through the application of the IMS, continuous 
improvement, internal and external engagement and training and development. 

11 

Ensure 
adherence to 
Actual versus 

Planned 
expenditure 

targets. 

Accurate budget forecasting, monitoring and review processes. 

12 
Ensure 

adherence to 
Council Policy 

and Procedures. 

Ensure adherence to Policy and Procedures through the application of the IMS, 
continuous improvement, internal engagement and training and development. 

13 

Develop a 
comprehensive 

Asset 
Management 

Plan with listings, 
condition 

assessments and 
replacement 
strategies. 

Asset condition assessments, maintenance schedules, internal 
communication and adherence to Asset Management Plans. 

Strategic Capital 
Project Framework 

implementation, 
internal and external 
communication and 

handover 
processes. 

14 

Ensure all 
projects are 

delivered to meet 
milestones 
including 

budgetary/ 
funding 

requirements. 

Project Management planning, scheduling, monitoring and reporting. 

15 
Maintain open 

and transparent 
reporting. 

Adherence to 
reporting and record 
keeping procedures 

for business and 
administrative 

processes. 

Adherence to reporting and record keeping 
procedures for operational and 

maintenance works. 

Adherence to 
reporting and record 
keeping procedures 

for capital works 
projects. 

FINANCIAL AND NON-FINANCIAL PERFORMANCE TARGETS 
Performance targets for the W&W Directorate are identified below. Financial targets are measured annually 
with non-financial performance targets measured quarterly and reports provided to Council.  

NON-FINANCIAL PERFORMANCE TARGETS 

TARGET AREA ACTION RESPONSIBLE 
DEPARTMENT 

ANNUAL TARGET 

Safety incidents Restricted work injury 
(RWI) 

All 
 

<5 per annum 
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Lost time incident (LTI) All <2 per annum 

Safety and 
environmental 
interactions and 
management 

IMS audits Business Services >10 per annum 

Repeat of non-
conformances 

All <2 per annum 

Safety KPIs lodged in 
SMART 

All >320 per annum 

Environmental incidents Reportable incident All <10 per annum 
Staff Training Mandatory training  All 100% identified and/or 

up to date.   

FINANCIAL INDICATORS 

Expenditure to financial targets/budgets +/- 5% 

KEY PRIORITIES AND OUTPUTS 

PRIORITIES AND OUTPUTS FOR 2022/2023 

The key priorities and outputs to be completed by the Water and Waste Directorate during 2022/2023 are: 

 Five (5) year price path – Water Infrastructure Charges. 

 Water Quality Term of Reference. 

 St Lawrence Water Supply and Security Study. 

 Theresa Creek Dam Catchment Management Plan. 

 Recycled Water Strategy. 

 Revised Irrigation Management Plan – Nebo. 

 Process Improvements as required by the Transitional Environmental Program – Nebo. 

 Environmental Authority Review. 

 Drinking Water Quality Management Plan (DWQMP) Audit and Report. 

 Hydraulic Modelling – Sewerage Networks. 

 Comprehensive Theresa Creek Dam Safety review. 

 Theresa Creek Dam Wall Survey. 

 Updates to planned maintenance programs based on asset condition monitoring. 

 Annual review and update to the 10 Year Projects Program (CAPEX and OPEX). 

 Planning and delivery of the Capital Works Program. 

 Condition monitoring of all treatment facilities, pump stations, and priority pipelines. 

 Completing actions as per the 3-year Meter Reading Strategic Plan. 

 Development of a W&W Telecommunications Lease Policy and Procedure. 

 Development of Asset Registers & Condition Assessments. 

 SCADA normalisation and improvement strategy. 

 Actions for 2022-2023 as detailed in Council’s Waste Management Strategy. 
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 Review of Waste Management Strategy 2020-25. 

 Design for Clermont Waste Management Facility Weighbridge. 

 Whole-of-Region Landfill Plan (deferred from 2020-21 due to COVID-19). 

 Design of waste collection vehicle livery for 2023-24 implementation. 

 Collaborate with GWCoM partners on Regional Waste Strategy. 

LONG-TERM PRIORITIES AND OUTPUTS 

The current long-term priorities to be completed by the W&W Directorate are: 

 Integrated Management System (IMS) – maintenance of certification and continuous improvement as per 
IMS Framework. 

 W&W Cultural Leadership Program and Workshops. 

 Ongoing review and maintenance of the Enterprise Risk Register and associated mitigation actions. 

 Delivery of W&W services in accordance with Customer Service Standards and regulatory requirements. 

 Strategic alliances and a regional delivery approach (Isaac, Mackay, Whitsunday) for systems and 
resource sharing for provision of water and waste services and project delivery. 

 Continued improvement of recycled water networks to provide irrigation capacity to internal and external 
users whilst reducing demand on potable water supply. 

 Reduction in waste sent to landfills across the region. 

 Receiving Environment Management Program. 

 Budget management to ensure the efficient use of Council resources is balanced with the need for 
responsive and timely delivery. 

 Ongoing achievement of compliance reporting and requirements. 

 Theresa Creek Dam Emergency Action Plan. 

 Strategic Asset Management Plan – Water & Wastewater. 

 Approved Waste Management Strategy Actions. 

 Inclusion of Green Energy (e.g. Solar) to reduce costs wherever possible. 

 Introduce zero impact solutions to reduce landfill impacts in all projects. 

CAPITAL WORKS PROGRAM 
See Appendix B 2022/2023 Capital Works Program, as adopted by Council, for full details.  

MEETING OUR CUSTOMER’S NEEDS 

CUSTOMER SERVICE STANDARDS 

The W&W Customer Service Standards (CSS) advise customers of the level of service they can expect to 
receive from the W&W Directorate. 

A copy of these CSS is available from Council’s customer service centres or on the Council website. 
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DELEGATED AUTHORITIES 
The W&W Directorate’s delegated authorities are in accordance with Section 257 of the Local Government 
Act 2009. Delegated authorities for specific staff are set out in Council’s Delegations of Authority Register. 
The delegations are given to the Director of the Water and Waste Directorate from the Council’s Chief 
Executive Officer (CEO) to manage the Water and Waste Directorate’s activities identified throughout the 
2022/2023 financial year.  

Water and Waste operates in accordance with Council directions contained in this Annual Performance 
Plan, the adopted Annual Operational Plan, Capital Works Program, Corporate Plan, and within the financial 
and pricing parameters contained in the Budget of Council.  

REPORTING FRAMEWORK 

REPORTING STRUCTURE 

The reporting structure is such that the W&W Director reports to the CEO of Council regarding the Water 
and Waste Directorate. 

INTERNAL REPORTING REQUIREMENTS 

OUTPUT/REPORTING FREQUENCY EXTERNAL 
Capital Works Delivery/Project Management Monthly Council 
Budget Delivery Monthly Council 
Customer Service Monthly Council 
Annual Operational Plan  Quarterly Council 
Annual Performance Plan Exception Reporting Monthly Council 
Council Report Monthly Council 
Standing Committee Report Monthly Council 
Information Bulletin Monthly Council 

EXTERNAL REPORTING REQUIREMENTS 

OUTPUT/REPORTING FREQUENCY EXTERNAL 
Drinking Water Quality Management Plan 
(DWQMP) report for each site 

Annually Department of Natural 
Resources, Mines and 
Energy (RDMW) 

DWQMP Review Biennial RDMW 
DWQMP Audit Quadrennial RDMW 
Drinking Water Quality Incident Reporting in 
accordance with Water Supply (Safety and 
Reliability) Act 2008 

As required RDMW 

Annual Performance Plan in accordance with 
Local Government Regulation 2012 

Annually Adopted by Council 

Environmental Incident Reporting associated 
with Wastewater Treatment Environmental 
Authority 

As required DES 

Greater Whitsunday Council of Mayors 
(GWCoM) Waste Subgroup Action Plan 

Quarterly GWCoM 

Environmental incident reporting associated with 
Waste Environmental Authority 

As required DES 
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Waste Detailed Data Return Monthly DES 
Waste – Summary Return Monthly DES 
Landfill Volumetric Survey Annual DES 
Waste - local government survey Annually DES 
State-wide Water Information Management 
(SWIM) Report 

Annually RDMW 

Customer Service Standards (CSS) in 
accordance with the Water Supply (Safety and 
Reliability) Act 2008 

Minimum of every 5 years Water and Waste 
Customers/RDMW 

Waste Transport Certificates 7 days from receival DES 
Fluoride Dosing reporting in accordance with the 
Water Fluoride Regulation 2008 and the Public 
Health Regulation 2005 

As required Qld Health 

Fluoride Quarterly Report Quarterly Qld Health 
Queensland Water Supply Survey Quarterly RDMW 
System Leak Management Plan (SLMP) Review Annually Council 
CRM Service Requests Daily Various/as received  
Site Based Management Plans - Water Biennial DES 
Site Based Management Plans - Wastewater Biennial DES 
Site Based Management Plans - Waste Biennial DES 
Theresa Creek Dam – Emergency Action Plan 
Review 

Annual RDMW 

Theresa Creek Dam – Comprehensive 
Inspection 

Quinquennial RDMW 

Theresa Creek Dam – ANCOLD Safety Review Vicennial RDMW 
Recycled Water Management Plan Review Annual RDMW 
Effluent Storage Dam Inspections Annual DES 
Environmental Monitoring - Waste Management 
Facilities (ground and surface water monitoring) 

Biennial DES 

Receiving Environment Management Plan Annual DES 
Integrated Environmental Management Plan Annual DES 
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BUSINESS SERVICES DEPARTMENT 

BUSINESS SERVICES STRUCTURE (AS AT JUNE 2022) 

 

OBJECTIVES AND TARGETS 

The Business Services Department’s primary objectives are: 

 Coordinate the maintenance and retention of certification for the Integrated Management System to the 
global standards of ISO 9001:2015 Quality Management System, ISO 14001:2015 Environmental 
Management System, ISO 45001:2018 Safety Management System. 

 Develop financial plans and models including fees and charges as well as find efficiencies and monitor 
business performance. 

 Develop and maintain various W&W Policy and Plans, including: 

– Concealed Leak Remission Policy. 

– Water and Sewerage Connections and Disconnections Policy. 

– Water Meter Reading and Billing Policy. 

– Water and Waste Service Complaints Policy. 

– Water Restrictions Policy. 

 Monitor and report on water usage across the region to examine water restrictions and usage trends. 

 Coordinate meter reading to enable the distribution of water rates notices for residents of the Isaac region 
in accordance with the Meter Reading Strategic Plan. 

 Reconcile and monitor raw, potable and recycled water usage from Council standpipes. 

 Provide exceptional customer service to Isaac residents in response to their requests for assistance in 
relation to a variety of issues such as water connections, water leaks, water quality, missed waste 
services, etc.  

 Coordinate the development and management of external lease agreements for telecommunications. 

 Provide customer complaint support. 

 Develop communications and public notices for emergent works and W&W related information. 

The scope of services provided to internal clients is as follows:  

 Administration, procurement, systems and financial support.  

 Water billing complaints resolution. 

 Coordinate emergent works through creation of tasks. 

 Budget monitoring, maintenance and reporting. 

Manager Business 
Services
81,400

Senior Customer 
Admin Officer 

81,401

Integrated 
Management 

System Coordinator 
81,403

Customer Admin 
Officer            
81,404

Customer Admin 
Officer            
81,405

Customer Admin 
Officer            
81,406

Business Services 
Trainee           
81,407
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 Compile water and waste performance reporting. 

 Chain of custody (waste tracking). 

 Purchasing and invoicing. 

 Maintain internal governance standards. 

PERFORMANCE INDICATOR PERFORMANCE MEASURE RECOMMENDED TARGET 
BUSINESS SERVICES 
Miwater system and Taggle 
enquiries investigated and 
customer provided a response 

Response time (business day) <7 Days 

Water rates notice errors due to 
incorrect data input 

No. of remissions per 1000 
connections 

<3  

W&W emergent works – task 
drafted, and Plumber contacted 
via phone and/or email 

Response time (business day) Within the same business day 
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OPERATIONS AND MAINTENANCE DEPARTMENT 

OPERATIONS AND MAINTENANCE STRUCTURE (AS AT JUNE 2022) 

 

OBJECTIVES AND TARGETS 

In delivering water and wastewater services the primary objectives are to: 

 Provide effective, sustainable, high-quality and continuous water and wastewater products and services. 

 Meet the requirements of the Australian Drinking Water Guidelines and environmental compliance. 

 Effective collection, transport and treatment of wastewater meeting all relevant environmental authority 
conditions. 

 Supply of recycled water which meets customer expectations and compliance standards.  

 Audit sites for improvement practices and operational techniques that can be introduced by the operational 
team to achieve best practice. 

 Auditing of recycled water sites for improvement practices and operational techniques that can be 
introduced to meet objectives and achieve best practice. 

 Development, maintenance and coordination of various management plans and policies, including: 

– Integrated Water Cycle Management Plan. 

– Blue-Green Algae Management Plan. 

– Recycled Water Management Plan. 

– Building Over or Near Local Government Service Policy. 

– Theresa Creek Dam Emergency Action Plan. 

– Receiving Environment Monitoring Program. 

– Drinking Water Quality Management Plan. 

 Coordinate and manage recycled water including end user compliance through agreements, monitoring 
and audits. 

Manager 
Operations & 
Maintenance 

81,000

Coordinator Water 
& Wastewater 

81,001

Treatment Plant 
Supervisor - South 

81,011

Water & 
Wastewater 
Operators 

Treatment Plant 
Supervisor - North 

81,079

Water & 
Wastewater 
Operators

Network Supervisor 
81,010

Plumbers

Maintenance 
Planner          
81,098

Electrician/SCADA 
Technician     

81,097

Technical Officer -
Dams             
81,100
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 Maintain current asset maintenance and servicing as per schedule until automation in TechnologyOne is 
complete. 

SERVICES 

Chapter 2 Part 3 Division 2 of the Water Supply (Safety and Reliability) Act 2008 provides the Water and 
Waste Directorate with the general power of a service provider to operate water and wastewater services 
within the IRC area with current service delivery areas. 

The Operations and Maintenance Department provides a range of water and wastewater services: 

 Management of raw water sources. 

 Forecasting of water restrictions triggers. 

 Water treatment and supply of potable water into distribution network. 

 Collection, transportation and treatment of wastewater.  

 Recycled water supply. 

 Maintenance of all relevant assets. 

 Connection and disconnection of water and wastewater services to the community. 

 Response to water and wastewater main breaks and/or incidents.  

 Miscellaneous customer enquiries. 

 Private work orders (Plumbers and Water & Wastewater Operators). 

 Management of raw, potable and recycled water standpipes to residential and commercial users.  

WORK SITES AND ASSETS 

Water Supply 

 Water Treatment Plants (WTP). 

 Trunk and Branch mains. 

 Valves and accessories. 

 Water distribution reticulation. 

 Meters. 

 Hydrants. 

 Pump stations. 

 Reservoirs. 

 Creeks (raw water supply). 

 Bores. 

 Dams. 

 SCADA and cyber security on the SCADA network. 

Wastewater 

 Wastewater Treatment Plants (WWTPs). 

 Pump stations. 

 Gravity mains. 
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 Pressure/rising mains. 

 Valves and accessories. 

 Sewer Reticulation. 

 Manholes. 

 SCADA and cyber security on the SCADA network. 

FACILITIES 

Water Supply 

 Carmila Water Supply System. 

 Clermont Water Supply System. 

 Dysart Water Supply System. 

 Glenden Water Supply System. 

 Middlemount Water Supply System. 

 Moranbah Water Supply System. 

 Nebo Water Supply System. 

 St Lawrence Water Treatment Plant. 

Wastewater 

 Clermont Wastewater Collection, treatment and safe disposal system. 

 Dysart Wastewater Collection, treatment and safe disposal system. 

 Middlemount Wastewater Collection, treatment and safe disposal system. 

 Moranbah Wastewater Collection, treatment and safe disposal system. 

 Nebo Wastewater Collection, treatment and safe disposal system. 

 Glenden Wastewater Collection, treatment and safe disposal system. 

CUSTOMER SERVICE STANDARDS 

PERFORMANCE INDICATOR PERFORMANCE MEASURE RECOMMENDED TARGET 
WATER SERVICES 
Water mains breaks Per 100 km / annum <40 
Incidents of unplanned 
interruptions 

Per 1,000 connections / annum <70 

Water quality related complaints Per 1,000 connections / annum <20 
Drinking water quality % of samples tested with no E. 

coli detection / annum 
100% 

Construct/activate a new water 
connection within the following 
timeframes once the invoice has 
been paid by the property owner 

A standard water connection 
 
A non-standard water connection 

Within 30 business days 
Within 50 business days 

Time to respond to water 
incidents – water quality 
complaints, burst mains, supply 
interruption 

% of response to incident <12 
hours 

<4 hours 



 

 
 

ISAAC.QLD.GOV.AU Water and Waste Annual Performance Plan 2022-2023 - Endorsed 15/06/2022 25 

Doc Number: WW-PLN-035 Version 3 – ECM 4804604 
 
  

 

Compliance with Australian 
Drinking Water Guidelines 

Compliance with the elements of 
the ADWG 

<5 Reportable incidents  

WASTEWATER SERVICES 
Sewer mains breaks and chokes 
(blockages) 

Per 100 km / annum <40 
 

Sewerage complaints – overflow 
on properties and odour 

Per 1,000 connections / annum <15 

Construct/activate a new 
connection within the following 
timeframes once the invoice has 
been paid by the property owner 

A standard water connection 
 
A non-standard water connection 

Within 30 business days 
Within 50 business days 

Time to respond to sewerage 
incidents – blockages, chokes, 
overflows 

% of response to incident <12 
hours 
 

<4 hours 
 

Compliance with Environmental 
Authority 

Compliance with all elements of 
EA 

<5 Reportable incidents 

WATER AND WASTEWATER SERVICES 
Total water and sewerage 
complaints (any nature) 

Per 1,000 water connections / 
annum 

<100 
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WASTE SERVICES DEPARTMENT 

WASTE SERVICES STRUCTURE (AS AT JUNE 2022) 

 

OBJECTIVES AND TARGETS 

In delivering waste services the primary objectives are to: 

 Ensure efficient and timely waste and recycling collection services are provided to the community which 
encourage waste reduction, reuse, recycling and diversion from landfills. 

 Minimise Council’s impact on the natural environment through effective compliance with State Government 
Environmental Authority conditions. 

SERVICES 

Waste collection services are provided on a weekly basis for general waste and fortnightly for recycled 
waste via a 7-year contract with North Queensland Resource Recovery (Cleanaway) from 6 October 2019.  

The Waste Services Department provides a range of services as follows: 

 Waste services facilities and waste transfer station operations. 

 Kerbside waste and recycling collection (via a contractor). 

 Bulk waste collection and transport services (via a contractor). 

 Environmental compliance at waste management facilities. 

 Reuse and recycling of selected materials. 

 Maintenance of all relevant assets. 

 Waste education strategies. 

 Miscellaneous customer enquiries. 

SITES AND ASSETS 

The Waste Services Department includes the operation and maintenance of the following assets: 

Manager 
Waste Services

83,000

Projects & Contracts 
Coordinator Waste 

Services
83,020

Supervisor Waste 
Services
83,021

Team Leader 
Moranbah Waste 

Facility
83,015 

Waste Management 
Officers 

MBH

Team Leader Waste 
Services Coastal

83,005

Waste Management 
Officers 

STL, GRN, CAR

Waste Management 
Officers 

CLM, DYS, GLN, 
NEB, MMT
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 Landfills. 

 Transfer Stations. 

 Leachate Systems. 

 Weighbridges. 

FACILITIES 

Waste Service facilities are located in each of the region’s townships as follows: 

Landfill Sites with Weighbridges 

 Dysart Waste Management Facility. 

 Moranbah Waste Management Facility. 

Landfill Sites – Without Weighbridge 

 Clermont Waste Management Facility. 

 Glenden Waste Management Facility. 

Transfer Stations (Non-weighbridge Facilities) 

 Carmila. 

 Greenhill. 

 Middlemount. 

 Nebo. 

 St Lawrence. 

CUSTOMER SERVICE STANDARDS 

PERFORMANCE INDICATOR PERFORMANCE MEASURE RECOMMENDED TARGET 
WASTE COLLECTION SERVICES 
Missed services Number of missed services per 

month 
<10 per 5000 services 

Collection of missed services Response time for collection of 
missed services 

90% within 36 hours 

Bin repair / replacement requests Response time to repair per 
replacement requests 

90% within 5 working days 

LANDFILLS AND TRANSFER STATIONS 
Compliance with Environmental 
Authority 

Compliance with all elements of 
EA 

<5 Reportable Incidents 

Diversion of Waste from Landfill Percentage of all IRC-managed 
waste diverted from landfill 

>25% 

Notice of scheduled site closures Public notices  >7 days 
COMPLAINTS 
Customer complaints non-price 
related 

Number of complaints per 1,000 
transactions per site 

<10 / annum 

Nuisance complaints (odour / 
litter) 

Number of complaints per 1,000 
transactions per site 

<20 / annum 
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PLANNING AND PROJECTS DEPARTMENT 

PLANNING AND PROJECTS STRUCTURE (AS AT JUNE 2022) 

 

OBJECTIVES AND TARGETS 

The primary objective of the Planning and Projects Department is the Capital Works delivery on time, on 
program to meet sustainability, quality, safety and environmental aspects and impacts. 
Other initiatives that will be undertaken to support the primary objective are: 

 Deliver reliable and safe service infrastructure to customers and the community by developing 
infrastructure plans and conducting appropriate investigations where warranted. 

 Seek efficiency and value for money in all aspects of resource utilisation including the analysis of costs 
and benefits for all new initiatives relating to water and waste functions. 

 Deliver the above objectives to the Water and Wastewater and Waste Services Departments within the 
W&W Directorate.  

 Follow, use and improve the Strategic Asset Management Plan to ensure asset management is capable of 
successfully meeting the future needs of the Isaac region and achieving their design lives.  

 Development, maintenance and coordination of various management plans, including: 

– Asset Management Plans. 

– System Leakage Management Plan. 

– Service Areas Plans. 

 Improve measle mapping for condition assessment management. 

 Improve mapping information. 

 Undertake asset condition assessments. 

 Maintain the Assets Framework. 

 Work with internal and external stakeholders to determine, maintain and publish water, wastewater and 
waste service areas. 

SERVICES 

The Planning and Projects Department provides the following services: 

 Deliver agreed project outcomes through project managers, construction and contract supervisors (internal 
and external resources) as well as planning, design and related consultancies. 

Manager Planning 
& Projects     

81,600

Project Manager -
Planning & Project 

Development 
81,601

Planning Engineer 
81,602

Planning & Project 
Technical Support 

Officer            
81,603
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 Responsible for strategic water and waste infrastructure planning, development and delivery of the annual, 
three, five, and ten-year capital works program. 

 Customer interactions where projects interface with the community. 

CUSTOMER SERVICE STANDARDS 

PERFORMANCE INDICATOR PERFORMANCE MEASURE RECOMMENDED TARGET 
PROJECT AND DELIVERY (EXTERNAL) 
Complaints from the community 
on Capital Works projects 

Interruption >4 hours above 
planned outage 

<5 / annum 

Project delivery % of Annual Capital Program 
(Actuals) 

>90% 

PROJECT AND DELIVERY (INTERNAL) 
Ensure inclusion of O&M staff in 
all design aspects 

Sign off by Operations and 
Maintenance staff on designs of 
all projects 

100% 
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APPENDIX A – PROJECTS / ACTIVITIES / SERVICES 
BAU – Business as Usual (no impact on budget excepting parameters) 

NB – New Bid (Enhancement to service, new service to core business) 

Water and Waste Operational Projects 2022/2023  

PROJECT TITLE RESPONSIBLE OFFICER BAU/NB 
St Lawrence Water Supply and Security Study (deferred from 21/22) Manager Planning & Projects NB 
Five (5) Year Price Path – Water Infrastructure Charge Manager Business Services NB 
Theresa Creek Dam Catchment Management Plan  Manager Operations & Maintenance NB 
Recycled Water Strategy  Manager Planning & Projects NB 
Revised Irrigation Management Plan - Nebo Manager Operations & Maintenance NB 
Transitional Environmental Program Process Improvements - Nebo Manager Operations & Maintenance NB  
Environmental Authority Review  Manager Operations & Maintenance NB 
Whole of Region Landfill Plan and Price Modelling Manager Waste Services NB 
DWQMP Review and Report Manager Operations & Maintenance NB 
Hydraulic Modelling – Sewer Networks  Manager Planning and Projects NB 
Comprehensive Theresa Creek Dam Safety Review (deferred from 21/22) Manager Operations & Maintenance  NB 
Theresa Creek Dam Wall Survey (deferred from 21/22) Manager Operations & Maintenance  NB 
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APPENDIX B – 2022/2023 WATER AND WASTE CAPITAL WORKS PROGRAM 
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