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Case Studies Series 2021 
Core Values Awards 2021 Entry 

Case Study: Meters gained - Barwon Water partners 

with Birregurra community  

Sponsoring organisation:  Barwon Water 

About Barwon Water 

 Barwon Water (Barwon Region Water Corporation) is Victoria’s largest regional urban water

corporation. The corporation has a proud history of supporting regional prosperity by providing

excellence in water, sewerage and recycled water services to our customers and the community for

more than 110 years.

 We deliver high-quality, affordable and reliable water services to more than 320,000 permanent

residents (reaching up to 545,000 people during the peak holiday period), including Birregurra, which

is situated in the Otway’s, south west of Geelong.

Highlights at a glance  

 Barwon Water has taken a unique (and its first ever) place-based approach to sustainable water use

by partnering with the Birregurra community to focus on behaviour change, leak detection and

repair, water efficiency measures and opportunities to use more recycled water.

 The project was large in part community led, the Birregurra community approached Barwon Water

to see how Barwon Water could help them to create a sustainable community.  From then on,

Barwon Water directly engaged with the community of Birregurra to challenge them to reduce their

water consumption during summer.

 All properties in Birregurra had their water meters replaced with digital water meters (400 in total)

and we worked with the community to make best use of the information provided by the new

technology and offered customers the support they needed to save water.

 The project was at the Involve level of the IAP2 Spectrum.  We worked directly with the community

to ensure their aspirations for water saving were considered, they were included in the solutions

provided, and could clearly see the outcomes as a result.  Furthermore, we harnessed local

knowledge to identify other opportunities and leverage support for increased sustainable water use.
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There were three primary objectives of the project:  

 Understand the Birregurra community’s drinking water consumption patterns during summer and 

involve the community to change their behaviour to use water more sustainably. 

 encourage collaboration and participation in the sustainable communities’ program by setting up a 

voluntary Water Savers group to actively monitor their water usage as well as sharing action/learning 

opportunities to support behaviour change. 

 use technology as an enabler to drive behaviour change, increase sustainable water use and 

ultimately save water through fixing leaks.  

Engagement methods and sequencing 
 regular monthly meetings with Birregurra residents, community leaders and advocates.  These 

community members also became “champions” for the project and supported Barwon Water to 

activate and advocate to their local community through spreading the message wider than our 

normal reach. 

 an Information kit which provide fact sheets, commonly asked questions and other resources to 

help inform the community about the projects and benefits. 

 dedicated website for the project, which contained key facts, advice and information. 

 voluntary ‘Water Savers’ group was established for those community members to learn more 

about reducing consumption – just over 10% of the community were represented on this group.  

 one-on-one contact with community members who were identified as having a leak or high 

water use and providing them with advice, resources and support on how to become more water 

wise.  

 a free water leak repair program, was offered to all residential customers identified which 

provided a licenced plumber to come to their home or business and fix leaks ensuring immediate 

water savings.  

 dedicated Business Water Grants program to support the funding of infrastructure or process 

changes to achieve permanent water savings (such as installation of tanks to collect rainwater to 

offset using mains drinking water). Four of the largest business customers are now using the 

technology to track usage to improve their efficiency. 

 working with the community’s local Council on the WaterSmart Council program which supports 

local government to lead by example and inspire their communities to be sustainable through 

improved irrigation, upgrading community facilities and water smart community gardens. 

 Community webinar where we invited other organisations and experts to participate to share 

their knowledge and experience with sustainability projects and digital water meters. 

 Monthly articles in community newsletter (main source of community information and news) 

sharing success stories on how the community’s water use was tracking, key achievements of the 

Water Savers group (such as major leaks repaired) and waterwise advice (practical tips such as 

suggested time spent in the shower and times to water outside). 

 a WaterWise Tip competition with the community to encourage them to share their advice and 

knowledge with one another on the best ways to save water. 
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 a specialised water saving program (School Water Efficiency Program (SWEP)) for the local 

primary school, which aims to build water literacy and make improvements to facilities to reduce 

water use.  In late April, a school water audit will help to inform a water efficiency project, where 

we will match funding to support the school with implementation. 

Key engagement outcomes  
 Building community capability = Real water savings achieved - Through our proactive engagement 

and community taking action as a result, Barwon Water has been able to identify and repair 21 leaks 

so far, saving 11 million litres of water per year, (if left undetected).  A further 15 leaks have also 

been identified with repairs underway at the time of this submission. 

 Action learning leads to increased water literacy and changes in behaviour – By understanding 

more about water, the sources of water, our water storages and challenges, those taking part in the 

Water Savers group used on average 26% less water during the summer or approximately 1,200 litres 

less water per household per week, than the general community. This shows that with improved 

knowledge and support sustainable behaviours can be achieved.  

 Increased community awareness and capacity leads to new innovation – Through building the 

capacity of the community to better understand their water use and make changes and see results, a 

new program of works - Living Laboratory – will go live in the winter of 2021.  The program will be a 

series of short “experiments” to test behaviour and consumption changes, such as challenges to take 

shorter showers for a period of time and measure the result to highlight how effective small 

interventions can be to preserve water for the future and save money by using less water. 

Key engagement takeaways 
 Technology is key – The digital water meters and online dashboard (My H2O) enabled Barwon Water 

to be pro-active and connect with the community to provide them with solutions and support due to 

the availability of real time data.  

 Ability to replicate – This style of action learning is easily replicable in other towns and by other 

water corporations. We are sharing our findings from this place-based approach with a number of 

key stakeholders including the Victorian Government, local government and peak industry bodies so 

that they can benefit from our learnings. 

 Building trust and relationships with the community leads to tangible results – Through harnessing 

local knowledge and establishing rapport, we were able to establish trust and a set of community 

champions for the project to help encourage others to participate.  Through our own “inform” efforts 

to invite people to participate and the community leaders highlighting the benefits through other 

channels, 39 out of 400 residential customers took part in the voluntary Water Savers group, which, 

at 10%, is the highest community engagement percentage we have had in any water efficiency 

behaviour change project to date. 
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1.0 Introduction 

This case study presents a unique place-based approach to sustainable water use by partnering with a 

local community in our service region to focus on behaviour change, leak detection, water efficiency and 

financial savings. 

Community leaders from Birregurra approached Barwon Water to seek their support to help the 

community of Birregurra become more sustainable.  The community were not entirely sure how this 

could be achieved.  However, by directly engaging residential, business and agricultural customers in 

Birregurra, Barwon Water set out to build capacity within the community to change how they use water 

and challenged them to reduce their water usage over summer.  Barwon Water provided the community 

with the technology (digital water meters) to help them understand their usage and invited them to 

participate in a dedicated ‘Water Savers‘ group. 

Currently the majority of Barwon Water customers have analogue water meters (the style of meter that 

ticks over when water is used and these meters are read and water usage and services are billed 

quarterly. 

With the innovation of digital water meters and online dashboard, customers can now get real time data 

and see patterns and trends in their water use.   Digital water meters were installed at all properties in 

Birregurra (400 in total) to provide this opportunity to receive real time data around water use.  Barwon 

Water worked directly with the community to make best use of the data provided by the meters as well 

as offering customers the support and knowledge they needed to save water and understand spikes in 

water use (possibly a sign of water leak). It’s the first time we have installed digital meters across a 

whole town in our region, as well as the first time we have taken a direct engagement and inclusive 

approach to sustainable water use with our customers.  

This project advances the knowledge and practice of engagement through using a unique place-based 

approach. The project has positioned itself on the Involve level of the IAP2 spectrum, to actively engage, 

regularly listen and act on the needs of the community. It has resulted in real behaviour change and a 

huge benefit to Barwon Water, with over 11 million litres of water saved annually.  

Further to this, the project has demonstrated that by building capacity within a community through 

education, information and technology to self-manage and monitor the benefits, can really drive 

changes in community behaviour.  

Barwon Water has longed faced challenges on how to clearly demonstrate the effectiveness of some 

water efficiency projects, particularly those that require a change in behaviour.  

Through the use of the innovative digital meter technology customers and Barwon Water, can now use 

real time data to monitor and adjust progress when it comes to their water use.  

The community are now able to access to their household water usage data 24-hours per day, seven 

days a week, via our My H2O Dashboard.  The online dashboard has the ability to issue water leak alerts 

(via SMS) to customers, when a spike in water use is detected.  This alert encourages action to fix issues 

quickly.  

Barwon Water also provided a comprehensive report each week to members of the Water Savers Group, 

the report tracked their water usage for the week and compared it to the week prior, compared their 

usage to their neighbour’s usage and to the broader Birregurra community. This information input was 
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designed to help build knowledge and motivate the community member to change their behaviour to 

create a water saving and positive impact for the environment, in addition to inspiring them to do more. 

Creating a Community Working Group who met monthly acted as a “community sounding board” for us 

to identify, test and develop other sustainable water use opportunities and ideas. In addition, we have 

been able to build their knowledge and capacity to help better understand other issues facing water use, 

water security and climate change.  This in turn has led to them exploring other opportunities for their 

community in the sustainability space through grants with the local council and wider research on how 

other communities are being sustainable. 

Since the digital meters were installed late last year, we have notified 36 customers of possible water 

leaks at their property. Often these leaks go unnoticed until a customer receives a higher than usual 

quarterly bill. Many of these leaks were easily fixed by the customer simply locating a dripping tap, 

however we also assisted many customers to repair their leak through a dedicated plumbing program 

(WaterAssist Home), involving a licenced plumber attending the property to replace a number of fixtures 

and fittings.   

The data from the digital meters is also helping us to identify network losses (within Barwon Water’s 

own pipes) and understand water usage more broadly in the community – highlighting peak periods, 

times and days of the week, so that we can better plan and target future water efficiency programs to 

reduce usage during these key times.  

An unexpected outcome from the project was the level of healthy competition between Water Saver 

participants, which came from seeing their own water usage tracked against those of their neighbours. 

The weekly reports indicated whether they were using more or less water than other group members 

and the broader community. Knowing how tight-knit the community was helped inform us that this 

approach would also assist us with encouraging behaviour change.  
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2.0 Background  
 

Design engagement 

Barwon Water is the largest regional water corporation in 
Victoria, providing services to over 350,000 residents across 
Greater Geelong and the Colac Otway region, including 
Birregurra. 

Birregurra is a small rural residential township located 64 

kilometres west of Geelong and 21 kilometres east of Colac 

and has a population of around 8281. 

Over the past three years, on average Birregurra customers 

consumed approximately 80 megalitres (ML) (million litres) 

of drinking water, supplied by a discrete water supply 

system sourced from the West Barwon Reservoir.  

The objective of the Birregurra Sustainable Communities – 

Water project was to build capacity with the community 

through a place-based approach in a small discrete 

community with residential, business and agricultural 

customers.  

Approximately 40% of drinking water is consumed during 

summer (January - March) where residential water use 

increases to around 263 litres per person per day (our 

region’s average is 203 litres per person per day), with the 

potential for demand to exceed supply. 

Through replacing existing analogue water meters at all 

properties in Birregurra with new digital water meters (400 

in total) and by using technology to collect data and help identify leaks, Barwon Water was able to 

support customers to fix leaks, saving water and money.  

Furthermore, the project built capacity in the community through the sharing of information and 

strengthening knowledge which in turn resulted in the community changing behaviours, repairing leaks 

and saving water.  With this increased capacity, Barwon Water was able to involve the community to 

identify new water efficiency approaches to scope, trial and implement.   

Stakeholder history and sentiment 

Birregurra residents are very environmentally aware with many making the choice to move away from 

metropolitan areas to live a more sustainable life in a rural community. However, many residents were 

previously disengaged, dissatisfied and had poor trust levels with Barwon Water due to a perceived 

mismanagement of a nearby groundwater resource. This made many in the community sceptical of 

Barwon Water, our services, the value we could provide and solutions.  

                                                           
1 Australian Bureau of Statistics – 2016 Census QuickStat for Birregurra - 
https://quickstats.censusdata.abs.gov.au/census_services/getproduct/census/2016/quickstat/SSC20246  

 Birregurra is a small rural township 

64 kilometres west of Geelong 

 The water supply system of the 

town has high water losses. 

 The community is highly engaged 

and focused on sustainability and 

sought our help to further their 

goals. 

 Installing digital water meters gave 

clarity of where water is being 

used, how much and by whom. 

 Through providing a community 

with technology, tools, data and 

knowledge, we built their capacity 

to drive real change in terms of 

being wise with water and using 

less. 

 A new project – Living Laboratories 

is about to be launched which will 

see a series of short experiments 

and challenges to test behaviour 

and consumption changes 

https://quickstats.censusdata.abs.gov.au/census_services/getproduct/census/2016/quickstat/SSC20246
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Our previous experience with this community had also shown us they are very close, with a small 

number of people having a high level of influence and seen as leaders which we knew would be needed 

to help us engage a broad audience. 

Anticipated risks 

Whilst a small percentage of the community were very proactive and came to us wanting our support to 

be more sustainable, with this history we knew that solutions we presented needed to be inclusive of 

the community and provide a clear and transparent benefit to them, to help build trust again. This 

informed our decision to engage at an ‘involve’ level on the IAP2 spectrum.  

Alongside this and from our knowledge of other sectors (such as electricity), we knew that digital water 

meters often create a sense of mistrust and communities can feel negative towards them, with a sense 

of being monitored against their will. In fact, there had been previous community backlash from the 

install of electricity “smart” meters, due to lack of consultation.  

We needed to manage this risk with the design of our engagement, as the first stage of the project was 

to replace existing analogue water meters with digital ones to help monitor the program benefits and 

water savings made in real terms.  

Challenges/ constraints 

As well as the digital water meter risks, there was also a logistical challenge in reaching our intended 

audience, as the remoteness and demographics of Birregurra customers meant that there was limited 

internet access and use of technology. This also informed our engagement design, as we needed to 

consider additional communication tools, for example mail drops rather than emails, an increased use of 

the local paper and noticeboards in town, all whilst working under health restrictions due to the 

coronavirus (COID-19) pandemic that we did not foresee!   

Input sought into design  

Initially our engagement focused on a small group of residents, meeting with them regularly to set up a 

formal Community Working Group. Once this was established, we worked with this group on the range 

of tools and materials needed to suit the community best.  

We built a five-month timeline and action plan for the initial project stage (August to December 2020), 

with a second three-month stage, the Water Savers Group project going live on 1 January 2021. We 

presented this to the working group for feedback and asked how frequently they wanted updates as we 

rolled the program out. They chose monthly, so we built this into our processes and checked in monthly 

during implementation.  

With the Community Working Group acting as our guides and informing our decisions, we chose to host 

a community webinar to raise the profile of the project to a wider audience and invited other experts to 

provide further information about digital meters and their benefits.  

The Community Working Group shared that it was often difficult for the community to access services 

due to the distance from the main regional centres of Geelong and Colac and often came at a high 

financial cost. 

With this feedback and advice, Barwon Water determined it was beneficial to provide other support to 

the community, for example, offering our WaterAssist Home program – where we fund part or all of the 

costs of a plumber attend a customer’s property to fix leaks and carry out water efficient upgrades (like 

repairing taps or fitting new showerheads).  We also funded in full the complete repair of leaks and 
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water efficient upgrades for those customers who may have other barriers (such as financial, language 

and accessibility) 

The Community Working Group were clear from the get go that it was vital that the youth of the 

community were also actively involved in creating the community’s sustainable future.  As such we 

engaged the local primary school to support them to be active participants in the project through the 

Schools Water Efficiency Program (SWEP) to track their water usage and understand where water comes 

from and the importance to preserve this. 

Through the Community Working Group’s local connections and networks, we were able to connect with 

local businesses and industries around using alternative water supplies such as recycled water instead of 

drinking water.  At the time of submission, a dedication expressions of interest to source recycled water 

is being offered across Birregurra based on this community knowledge.  The Community Working Group 

will support Barwon Water through this process in identifying key community and social considerations 

that need to be taken into account when assessing the applications to use recycled water. 

Materials developed 

With input from the Community Working Group, we developed a range of materials for the project to 

maximise our channels and reach, whilst considering the challenges of the location, accessibility and 

health advice / restrictions.  

Planning this well in advance of the first stage of the project helped us to increase engagement and start 

to build trust in the town, showing that we wanted community involvement early on.  

Some of the materials developed during the project included:  

 information with a fact sheet about digital meters, well in advance of the install, explaining our 

funding and giving an option to access water usage data at their property 

 dedicated website with regular updates posted so residents can self-serve information as needed 

 Community webinar  

 monthly local newsletter articles 

 local posters for the community general store 

 media releases 

 Social media posts about the webinar and Water Saver project as well as general water efficiency 

tips 

 an Overview of the My H2O Dashboard (linked to the digital meters for those that chose to 

monitor usage) 

 a Water Savers pack for all Water Saver participants 

 Weekly reports for Water Savers, mailed to those without e-mail and follow up phone calls to 

offer further support 

 Pre and post surveys to assist with evaluation of the project 



9 

 

Positive media coverage in 

regional newspaper (Colac 

Herald) featuring Barwon 

Water staff and local 

community members 

 

 

Dedicated website which 

featured project 

information, links to 

resources and competition  

 

 

 

 

 

 

 

 

Community webinar to 

share information more 

broadly and opportunity to 

share knowledge from 

other experts in the digital 

meter and behaviour 

change space 
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Information kits including 

fact sheets, commonly 

asked questions 

 

Plan engagement 

Project governance model 

The project is governed by our Community Working Group made up of local residents and council 

members, who we meet with every month to consult with on water efficiency initiatives, including 

options for alternate supplies, water savings made and leaks repaired. This group came about by a small 

motivated group of community members proactively contacting Barwon Water and over time grew into 

a formal group who we meet with online each month.   

In addition, Barwon Water has applied a Project Control Board (PCB) governance model for the project 

which meets fortnightly with Executive leaders to discuss the project and seek approvals for various 

expenditure and communications materials. 

The Community Working Group contributes ideas for us to follow up and we report back on progress at 

the next meeting, allowing for interactive sessions. We present the latest data, ask them for feedback on 

what the community is saying as well as their own experience of the program and any challenges found, 

then we discuss and agree on solutions to address them.  

It is a truly open forum with two-way dialogue, that is enabling us to explore other opportunities as the 

relationships grow. For example, a recent meeting led to a discussion on the use of recycled water in the 

town which currently has limited use. One of the team championed its use as an alternate resource and 

encouraged us to commit to an EOI for recycled water to locally ascertain interest from larger water 
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users in the community. As a group we are now working on the EOI criteria which will be used to assess 

applications from interested parties. Recycled water has gained significant traction where previously we 

had not found many receptive to the idea. 

Engagement program and methods 

Our engagement program incorporated aspects of the IAP2 Spectrum, including Inform, Consult and 
Involve methods. 

Inform Consult Involve 

Who 

All Birregurra customers (400) 
includes residential, business 
and agricultural 

Colac Otway Shire, Department 
of Environment, Land, Water 
and Planning (Victorian 
Government), International 
Water Association and Water 
Services Association of Australia  

Who 

School / Early Learning Centre 
(ELC) 

Identified customers with leaks 

Large water using business / 
agricultural customers 

Water Savers Group 

Who 

Community Working Group 

How 

Information: letters, factsheet, 
brochures, posters 

Local Media: monthly articles, 
adverts 

Online: YourSay, social media, 
MyH2O Dashboard, Webinar 

Presentations 

How 

Education sessions and 
resources (Primary school and 
ELC) 

Leak alert notifications 

Meetings and one to one 
conversations  

Support programs 

Tailored weekly reports 

Pre / Post survey 

How 

Monthly meetings to sound 
board ideas, understand 
community insights and test 
new opportunities 

 

The engagement program encompasses continuous improvement and reflections to evolve. 

Being open to this has helped with project uptake as some community members prefer to hear the 

benefits from other community members before participating.  

Ensuring access to suit the whole community has also been an important aspect built into the program 

which was based on customer feedback, such as lack of access to technology (internet). 
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Participation levels  

 

Data collection tools 

The digital water meters together with the My H2O Dashboard have been valuable tools used to collect 

and collate data on the success of the water efficiency initiatives.  

We are using data from these tool to provide water usage benchmarks so that customers can see the 

effect that their own sustainable water use actions have not only on their consumption, but also on the 

value of their bill, which is a powerful way to drive behaviour change.  

In addition to the technology, we are also using a community YourSay page to collect and share 

information https://www.yoursay.barwonwater.vic.gov.au/birregurra and our Water Saver participants 

have completed pre and post surveys. At the time of submission, we are in the process of collecting 

feedback forms and adhoc data from customers who we have supported with advice and support 

programs. 

Resources 

Barwon Water’s Sustainable Water Use team co-ordinated the program with approximate 1 full time 

resource allocated (note this is based on hours per week and spread across one to two-part time team 

members). Other Barwon Water teams also assisted with their time, support and customer programs 

including Metering, Customer Support, Recycled Water, Business Transformation and Communications & 

Engagement. 

All materials are developed internally and the program has also used external contractors to assist with 

the digital meter installation as well as provide some technical support for the My H2O Dashboard.  

As resourcing for the project is low, having the support of the Community Working Group and allowing 

them to share what they wish the team to focus on to get the best results, has been vital.  

https://www.yoursay.barwonwater.vic.gov.au/birregurra
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Budget 

The program is funded under our five-year Sustainable Water Use Plan budget.  In our last Price 
Submission, Barwon Water made a commitment to all customers to do more to help customers save 
water and be more waterwise.  

Total project costs have been approximately $100,000. This includes the purchase and installation of the 
digital water meters, subscription to our MyH2O platform (to monitor water use and issue leak alerts), 
support programs (plumbing program and grants) and communication materials. 

Timescale  

The Birregurra Sustainable Communities – Water project has been split into 3 stages.  

Stage 1 – March to December 2020 

Activating the local community in partnership with Community Leaders, initial engagement (community 

webinar and information kits) and digital water meter installation. 

Stage 2 – January to March 2021 

Water Savers Group launched and activated.  Participating customers monitored their water usage via 

the My H2O Dashboard. We helped customers who identified leaks with our support programs as well as 

provided advice and education on how to lower water use and use water more sustainably. 

Stage 3 – April 2021 onwards (current) 

We have now commenced stage 3, with includes ongoing data collection and evaluation of the Water 

Savers Group project, continuing to monitor for leaks, with additional scope added regularly. We are 

currently engaging the working group to work through an EOI for using recycled water an event to 

formally recognise the Water Savers contribution planned for May and will launch a Living Laboratory 

concept (a series of experiments and challenges to test water use behaviour and consumption) later this 

year which will be supported by a communications and engagement strategy.  

 

3.0 Implementation 
 

Manage engagement 

Engagement delivery  

Various techniques were used to deliver and manage our engagement activities. The Community 

Working Group assisted with this, providing a sounding board for us to test ideas and ensure that the 

community, council and our stakeholders all had their needs met with appropriate solutions. We also 

listened closely to our Water Savers and individuals to ensure we chose the most appropriate level of 

engagement. 

Developing relationships was a really important aspect of the program and these positive relationships 

helped with communicating broadly including a positive relationship with the local newspaper also 

meant that they were supportive and accommodating with publishing our monthly articles as part of the 

regular sustainability news. 
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Supporting inclusion – modifications made 

Our main focus was ensuring we provided an opportunity for everyone to take part, and for people to 

choose their level of participation as the program progressed. We also had to be flexible in our approach 

and adjusted our delivery methods accordingly, offering information as hardcopy for those without 

access to mobile phones or the internet and provided phone calls to landlines as a line of communication 

to ensure inclusion. This more personalised approached worked well to ensure we were inclusive of the 

whole community.  

Tactics used to mitigate risks 

We understood the challenges of installing digital water meters and the potential for negative 

perception towards these, so in order to mitigate this risk, we planned carefully and communicated well 

in advance, leaving the decision on level of involvement to our individual customers whether they would 

participate in the program. 

We mitigated this risk with the design of our engagement plan, communicating early and often as well as 

consulting with our Community Working Group on the best approach. Whilst we required all properties 

to have a digital water meter installed, we explained the reasoning for this and gave customers the 

option to get more involved or have no change to their level of service. This ‘opt-In’ was so that those 

who didn’t want to receive updates, access to data or monitor their usage, didn’t have to.  

Multiple communication channels were also chosen to inform and guide us on public perception as we 

went along. That meant we could adjust our communication methods or add new channels if needed, 

with immediate feedback.  

The remoteness of the location and customer demographics meant there was limited internet access 

and use of technology. This also informed the design of our engagement, as we needed to consider 

additional communication tools, for example mail drop rather than email, an increased use of the local 

paper and noticeboards in local stores.   

This personalised approach as well as providing customers with information early helped us to mitigate 

our risks with only two customer queries/complaints received to date for the project.  
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Engagement statistics, feedback and case studies 

 
 

The below graph highlights weekly water use for those in the Water Savers program versus average 

residents in Birregurra, which we can now track due to the digital water meters. 
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Reporting process 

Our continuous reporting processes back to the community has enabled us to build trust by being 

transparent. While the variety of tools and communication channels have assisted with making 

information readily available, the Working Group and Barwon Water, regularly updates the community 

via the local newsletter and the one on one phone calls and meetings with individual customers have 

provided us with a great avenue to be transparent and to help dispel myths or misinformation.   

Our dialogue is two-way and we act on the community’s feedback, we are currently asking them to share 

their own water saving tips with each other.  

Our key stakeholders (both internal and external) who take part in the monthly Working Group are also 

kept informed of progress and encouraged to consider new opportunities, for example an Expression of 

Interest for the community to make use of more recycled water.  

University research  
The data generated from this project is also being investigated by a Deakin University student, who, as 

part of their final year project, is investigating water use as linked to household demographics and 

weather patterns. This will enable us to have real data to inform our decision making into the future. It’s 

the first time we have used analytics in water usage data from the community and will be a powerful 

tool to understand how we can affect behaviour change and water efficiency in other areas longer term.  

“I am thrilled with 
information about 

my own 
consumption that 

is coming through” 

Water Saver 
participant  

 

“The program has really 

made me think about my 

water use. I have loved being 

a part of the Water Savers 

and I have plans to put in 

more water tanks to reduce 

my outdoor water use” 

Debbie, Water Saver 

participant 

“Improved water efficiency has 

an important role to play in 

meeting this challenge which is 

why we’re thrilled to partner 

with the Birregurra community 

on this exciting project”  

Jo Murdoch,  

General Manager Customers 

and Community 

Barwon Water 

CASE STUDY 
We contacted a Birregurra customer to let them know the digital meter technology 

had detected a possible water leak of 20 litres per hour or 3,360 litres per week.   
The customer thought their toilet may have a leak but didn’t realise how much 

water was being wasted.   
The customer booked into WaterAssist, the toilet leak was resolved and the 

customer was thrilled that water was no longer being wasted and their next water 
bill would be less. 
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My H20 online 

dashboard  

 

Hard copy “Water 

Savers” report to 

help support those 

participants 

without access to 

technology 
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4.0 Outcomes, impact and insights 
 

Reflection and evaluation of engagement 

We feel our project was able to reach the high levels of support and satisfaction it did because we were 

committed to involving the Birregurra community to tailor a program that suited their aspirations and 

catered to their needs.  

Over the past 12 months, we have involved and developed a deep trust with the Community Working 

Group and participants in the Water Savers group by strengthening their capability to make changes in 

their water use, generate new ideas and solutions in terms of “what else” they can do when it comes to 

water efficiency and how they wanted us to deliver these programs. 

The positive impacts of this engagement approach went beyond the delivery of digital water meters and 

real time water savings. The project has been transformative for our overall business, setting new 

standards for using digital water meters and creating advocates for place based engagement 

approaches.   

Evaluation for the project is still underway at the time of writing this submission, however prior to 

commencing the project, we invited community members to respond to a survey to test their attitudes 

and willingness to change their behaviour towards water use with a view to become more waterwise.  

Of the responses received, 100% of participants agreed that Barwon Water should invest to support 

programs that identify and repair leaks, a further 85% said they were motivated to participate in a 

program to better understand and learn about their water 

usage. 

We expect to receive similar levels of feedback following the 

end of the project evaluation and have already received positive 

ad-hoc feedback during the second stage of the project. 

Providing regular updates through the Community Working 

Group, and directly to anyone who opted in, has built a loyal 

base of supporters who are able to participate in a meaningful 

way.  

Key engagement outcomes  

 Building community capability = Real water savings 

achieved - Through our proactive engagement and 

community taking action as a result, Barwon Water has 

been able to identify and repair 21 leaks so far, saving 11 million litres of water per year, (if left 

undetected).  A further 15 leaks have also been identified with repairs underway at the time of 

this submission. 

 Action learning leads to increased water literacy and changes in behaviour – By understanding 

more about water, the sources of water, our water storages and challenges, those taking part in 

the Water Savers group used on average 26% less water during the summer or approximately 

1,200 litres less water per household per week, than the general community. This shows that 

with improved knowledge and support sustainable behaviours can be achieved.  

“The program has really 

made me think about my 

water use. I have loved being 

a part of the Water Savers 

and I have plans to put in 

more water tanks to reduce 

my outdoor water use” 

Debbie, Water Saver 

participant 
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 Increased community awareness and capacity leads to new innovation – Through building the 

capacity of the community to better understand their water use and make changes and see 

results, a new program of works - Living Laboratory – will go live in the winter of 2021.  The 

program will be a series of short “experiments” to test behaviour and consumption changes, such 

as challenges to take shorter showers for a period of time and measure the result to highlight 

how effective small interventions can be to preserve water for the future and save money by 

using less water. 

Key engagement takeaways 

 Technology is key – The digital water meters and online dashboard (My H2O) enabled Barwon 

Water to be pro-active and connect with the community to provide them with solutions and 

support due to the availability of real time data.  

 Ability to replicate – This style of action learning is easily replicable in other towns and by other 

water corporations. We are sharing our findings from this place-based approach with a number 

of key stakeholders including the Victorian Government, local government and peak industry 

bodies so that they can benefit from our learnings. 

 Building trust and relationships with the community leads to tangible results – Through 

harnessing local knowledge and establishing rapport, we were able to establish trust and a set of 

community champions for the project to help encourage others to participate.  Through our own 

“inform” efforts to invite people to participate and the community leaders highlighting the 

benefits through other channels, 39 out of 400 residential customers took part in the voluntary 

Water Savers group, which, at 10%, is the highest community engagement percentage we have 

had in any water efficiency behaviour change project to date. 
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Alignment with IAP2 Core Values for the practice of public participation 
 

IAP2 Core Values  Example or evidence from this project 

1. Public participation is based on the belief 
that those who are affected by a decision 
have a right to be involved in the decision-
making process  

The Birregurra community would be affected by a 
change in how their water meter operated, so it 
was important to us that they were heavily 
involved in the way we delivered the Birregurra 
Sustainable Communities – Water project. 

2. Public participation includes the promise 
that the public’s contribution will influence 
the decision  

Through all communications we clearly explained 
the genesis of the project and how we were 
working with a dedicated Community Working 
Group to test ideas and harness local knowledge to 
deliver the project in a way that resonated the best 
with the wider community.  In fact local Birregurra 
community members approached Barwon Water 
to seek out support in helping the community 
achieve their sustainability goals. 

3. Public participation promotes sustainable 
decisions by recognising and communicating 
the needs and interests of all participants, 
including decision makers  

We promoted sustainable decisions by recognising 
and communicating the needs of all participants. 
During all phases of engagement, we have explored 
with the Community Working Group the ‘what’, 
‘why’ and ‘how’ the group wanted to be engaged 
with.   
We used every opportunity and meeting with the 
Community Working Group to explore other 
opportunities as the relationship grew.   

We’d report back on progress at the next meeting, 
allowing for interactive sessions. We’d present the 
latest data, ask them for feedback on what the 
community is saying as well as their own 
experience of the program and any challenges 
found, then we discuss and agree on solutions to 
address them.  

Through this forum we are now expanding into 
new horizons and are in the process of establishing 
a new program of works - Living Laboratory – will 
go live in the winter of 2021.  The program will be a 
series of short “experiments” to test behaviour and 
consumption changes, such as challenges to take 
shorter showers. 
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4. Public participation seeks out and facilitates 
the involvement of those potentially 
affected by or interested in a decision  

We connected with those who sought out our 
assistance through establishing a dedicated 
Community Working Group and met with them 
monthly. We also facilitated the involvement of 
those affected by project using a range of methods.  

We reached all community members through the 
development of a dedicated information kit.  We 
also offered an online community webinar in lieu of 
face to face engagement (due to health advice) to 
learn more about the project and speak to Barwon 
Water decision makers and influencers. 

We shared monthly updates in the local 
community newsletter – a medium we knew the 
community connected with.  

5. Public participation seeks input from 
participants in designing how they 
participate  

During all phases of engagement, we have explored 
with the Community Working Group the ‘what’, 
‘why’ and ‘how’ the group wanted to be engaged 
with.   

We also issued pre-project commencement surveys 
to test the attitudes and willingness of participants 
to change their water use behaviour and to 
understand if this style of project appealed to 
them, which we confirmed it did. 

6. Public participation provides participants 
with the information they need to 
participate in a meaningful way  

The Birregurra community were supplied with a 
detailed information kit which outlined the 
objectives of the program, the benefits for them, 
how to use their digital water meter, commonly 
asked questions and where to go for further 
information. 

In addition, a community webinar was hosted to 
provide more detailed information, an opportunity 
to hear from other experts and their experiences 
with digital water meters. 

We would supply timely updates and progress 
reports to the Community Working Group to keep 
them updated so as they could make informed 
decisions or suggest alternatives to ensure they 
could be as effective as possible in their role as 
community sounding board. 

Finally, the project team were committed to timely 
responses to questions and delivery of water 
savers reports to those without access to 
technology.   
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7. Public participation communicates to 
participants how their input affected the 
decision  

Every month we publicly released data, outcomes 
of the Water Savers Group project and other 
opportunities under exploration. This sharing of 
information allowed the whole of community to 
understand what was being discussed with the 
Community Working Group and provided an 
opportunity for them to respond to any 
information or raise queries or fresh ideas. 
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