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Australian Organisation of the Year
C A T E G O R Y

Melbourne Water

Next Generation Engagement at Melbourne Water

In 2016, Melbourne Water embarked on one of the biggest organisational change programs ever undertaken in 
the water industry through the Next Generation Engagement Program (Next Gen). 

Just as Melbourne Water’s vision recognises the important role that water plays in enhancing life and liveability for greater 
Melbourne, Next Gen acknowledges the role we play in the lives of all Melburnians and the vast number of touchpoints that our 
work has across our city and beyond.

Next Gen set out to embed best practice engagement across all aspects of our organisation through three key building blocks: 
Policy, Practice and People. It was founded on a genuine commitment to the IAP2 Core Values and aimed to propel us from 
good practice to best practice and beyond. The project is now complete and operates as business-as-usual for our 1000 staff.

Today, engagement at Melbourne Water is supported at the highest level. Our Board has endorsed our Community 
Engagement Policy, which drives our approach, and the Leadership Team has created an engagement-specific Strategic Key 
Performance Indicator (KPI) to drive performance and investment in engagement right across the organisation.

These are underpinned by a bespoke operating model, which adapts the IAP2 Spectrum and sets a consistent benchmark for 
the expected minimum level of engagement for everything we do, and toolkit of procedures, guides and templates that support 
engagement at every level. This ensures that Group-specific engagement objectives and needs are clearly articulated and 
aligned to the organisational goals.

We also have an organisation-wide Evaluation Framework that measures how we’re doing and provides comparative data 
for all engagement activities across the organisation. This assists us to demonstrate the value of engagement and has driven 
investment by our Leadership Team to continually improve our engagement practice. 

Our practice is always evolving. We engage in a range of ways, from tried and tested methods such as community bulletins, 
focus groups, doorknocks and pop-up events to more innovative approaches such as deliberative panels, co-design, digital 
platforms and social media. Since our YourSay page was launched three years ago, we have had over 64,000 visits, received 
1,215 insights and had over 1,800 community members register to follow our key projects. Recently, we developed an 
interactive game (Drip Trip) that takes players on a personalised urban water cycle adventure to educate the community about 
our services in support of engagement on our 2021 Pricing Submission.

We have successfully embedded the policy and tools for our people through internal communication campaigns and an 
enormously successful masterclass series that was attended by over 700 staff. Next Gen is supported by a competency 
framework for engagement which has helped to build capacity and capability across our technical teams and all new 
engagement staff are enrolled in IAP2 training as part of their induction. 

Our commitment to innovate and evolve our engagement practices aligns with our commitment as signatory of United Nations 
Global Compact (UNGC) for the UN Sustainable Development Goals (SDGs). 
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