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Diversions Cost Review Customer Reference 
Group 
Introduction 

The purpose of this Terms of Reference is to outline the roles, responsibilities, and principles of conduct for 
the Customer Reference Group to be established as part of Goulburn-Murray Water’s (GMW) Diversions 
Cost Review (the Review). 
 

Diversions Cost Review objectives 

Goulburn-Murray Water is undertaking a broad ranging review of the costs of providing Diversions services.  We are 
committed to complete a process of capturing actual data for activities associated with these services. 

EGIS recommendation:  

Given the stakeholder feedback received on the Commission’s draft decision, GMW should consider broadening the 
collection and accuracy of its data and assumptions underlying the calculations of all its diversions tariffs so that it can 
demonstrate to stakeholders that its tariffs promote cost reflectivity and efficiency. This could also provide the benefit 
of improved transparency and better customer understanding of the activities delivered by GMW and the costs 
involved. 

ESC final decision: 

While accepting most of its proposals, the commission did not accept Goulburn-Murray Water’s proposed service 
point fees for unmetered customers as they are considered not cost reflective. The final decision has instead reduced 
the proposed unmetered service point fees by 12 per cent in 2024-25 or around $18 (including inflation) and allows 
this to be adjusted each year only by inflation over the regulatory period. 

GMW’s response to the ESC’s determination 

GMW has accepted ESC’s 2024 determination and will: 

 improve its costing processes to provide detailed quantification about elements of the costs of providing 
Diversion services  

 establish a Diversions customer reference group to adjust prices, as required, potentially as part of the 
Annual Price Review process 

 consider the need for a tariff review once the Review provides more information. 

In summary, GMW is committed to: 

 Capture Diversions actual activities data 
 Review the data collected for activities and alignment of Diversions Inspectors’ duties and core functions 
 Test the assumptions made in setting all diversions tariffs 

 Establish a representative Customer Reference Group 
 Consider the outcomes of the Review as part of the Annual Price Review and Pricing Submission 2028 

processes 
 Provide advice on how best to communicate with customers to explain Diversions Fees.  

The Customer Reference Group (the Group) will be involved at key times to provides considered input and advice on 
the Review’s direction and deliverables to ensure that it meets overall objectives.  
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The Group will be representative of all diversions customer groups, including large, medium and small customers 
from the regulated, unregulated and groundwater services. 
 

Customer Reference Group Processes and Functions 
GMW establishes the Group as a non-statutory reference group from the date of these Terms of Reference. It is not 
a decision-making body. Its functions are to provide local perspectives and opportunities on the Diversions Cost 
Review.  

GMW may amend these Terms of Reference in writing at any time and may revoke these Terms of Reference in 
writing at any time and upon revocation of these Terms of Reference the Group ceases to exist.  
 

Customer Reference Group Accountabilities  

The Group will provide its recommendations or advice through a series of structured discussions.  

Each member of the Group is required to comply with these Terms of Reference, and each member’s ongoing 
participation in the Group is their implied acceptance of these Terms of Reference. 
 

Timeframe and Indicative Meeting Schedule 

The Reference Group will operate up until February 2025 unless it is determined by GMW that an extension is 
required. It is expected to meet four times through the life of the project according to the proposed meeting schedule 
in Table 1. 

Meeting # Approx. timing Proposed Meeting Focus 

1 Late August Induction, Terms of Reference, Review’s scope  

2 Late August  As required 

3 December Review of data collection findings to date 

4 February Review data, determine outcome and next steps 

Table 1. Customer Working Group proposed meeting schedule and focus 

Roles and Responsibilities 

Customer Reference Group members will:  

 Draw on their local knowledge and experience and contribute to the Review, consistent with its objectives 

 Be responsible for fairly and accurately reflecting the views of stakeholders with similar interests.  

 Review and discuss papers presented to the Group  

 Prepare for and attend Group meetings either virtually or in person where possible and if they cannot attend, 
send apologies 

 Seek to support broader community engagement activities. 

The Independent Facilitator will:  

 Facilitate the Group proceedings in an impartial and professional manner 

 Lead the Group to support discussions for review guidance and foster a culture of respect and inclusion 

 Confirm the dates, locations and frequency of Group meetings in close consultation with the Project Team 

 Ensure that the Review considers the views, opinions and issues raised by the Group 

 Communicate closely with the Project Team on any matters raised by the Group that warrant further 
investigation. 
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Goulburn Murray Water (GMW) will: 

 Assist with the appointment of the Group  

 Provide support to the Project Team including technical information as well as payment of renumeration and 
expenses for the Group. 

The Project Team will: 

 Coordinate and administer services for development and maintenance of the Group including report writing, 
attending meetings in an observer/presenter/facilitator capacity and secretariat services such as preparation 
of agendas, meeting papers and minutes 

 Develop review deliverables such as reports, maps etc. 

 Provide technical information and other items to inform meaningful discussion by the Group. 

 

Principles of Conduct 

The Group is expected to operate in alignment with the following guiding principles: 
 Honesty and respect in all aspects of communication 

 Professional courtesy and fairness in working with others 

 Provide opportunity for all Group members to participate in the discussion.  

The Group will support a collaborative approach through: 

 Respect for all individuals, despite differing opinions 

 Open and honest discussion 

 Encouraging innovative thinking and being open to different ideas 

 Acknowledging that difficult discussions may take place 

 Contributing to a safe and collaborative environment for concepts, issues, and knowledge to be shared 

 Treating sensitive issues discussed within the study with respect and confidentiality. 

 Providing input and commentary in alignment with study timelines. 

 

Term of Appointment 

Members are appointed for the term of office specified in their letter of appointment unless there is an 
extension to the operation of the Group. 

 
Remuneration and Expenses 

Subject to the Government’s Appointment and Renumeration Guidelines (Guidelines) and these Terms of 
Reference, an eligible member is entitled to receive remuneration for their service on the Group as set out in their 
letter of appointment. 

In accordance with the Guidelines, the Group will be remunerated in line with similar GMW arrangements.  

A member who is a public sector employee is only eligible to be paid remuneration as determined in accordance with 
the Guidelines. This typically will only be the case if they are on the Group in a community member capacity. 

A member is entitled to the reimbursement of reasonable travelling and personal expenses directly related to their 
service on the Group at the rates, and on the terms, that apply to public sector employees. 

To claim for remuneration and expenses, members must: 

(a) complete GMW’s Commencement Form and other required forms, on appointment 

(b) submit Claim Forms to the Project Team as required, together with supporting evidence. 
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Changes in Customer Reference Group Membership 

Whilst there is a desire to have continuity in Group membership, GMW may remove a member from the Group at 
any time and for any reason or for no reason at all. 

Upon a vacancy occurring in the Group, the vacancy may be filled by GMW in accordance with these Terms of 
Reference. 

 

Meeting Procedure 

The Group is expected to meet up to four times during the Review period, with members to review and confirm the 
proposed meeting calendar. 

Meetings are expected to take no longer than four hours in person (including lunch/refreshments) and will be lesser 
if they are conducted completely online. 

Members are expected to attend as many meetings as possible and in person attendance is preferable. Locations 
for meetings are to be determined.  

The quorum of a meeting consists of a majority of the members presently appointed to the Group. 

The Independent Facilitator, must ensure, as far as practicable, that every member has adequate opportunity to 
participate in discussions. 

Given the in-camera nature of meeting discussions, they will not be formally minuted, however notes will be taken to 
inform the project’s implementation with written communiques and an action register subsequently provided to Group 
members and the Project Team. 

 

Customer Working Group Membership and Observers 

The composition of the Group will include up to 12 full members, key GMW representatives and members of the 
project team. 

Customer representation will consist of Groundwater, Unregulated and Regulated customers representing small, 
medium and large customers. For typical customer attributes, please see Appendix 1. 

Confidentiality 

Members should note the requirements of sections 79(2) & (3) and 81(1)(c) of the Public Administration Act 2004 in 
regard to confidentiality apply as if they were a director of a ‘public entity’. 

On the termination or expiry of a member’s appointment, the member must return all confidential documents relating 
to the Group to the Project Team, or if material was provided in electronic format then all material must be deleted. 

Confidential information includes information designated as confidential by GMW or GMW information not yet 
released to the general public. If in doubt, the Group member should seek clarification from GMW. 
 
A Group member must not use the confidential information: 

 for purposes other than those of the Group;  
 for personal gain of any kind;   
 to further the activities or purpose of any association, group, or organisation of which the Group member may 

be a member of, affiliated with, employed by or represent. 
 

Conflicts of Interest 

In these Terms of Reference: 

(a) a ‘conflict of interest’ is a conflict between a member's public duty to act in the best interests of the Group 
and their private interests. It includes a conflict of duty, which is a conflict between a member's public duty to 
act in the best interests of the Group and their duty to another organisation (e.g. due to their role as a board 
member or employee of that organisation). 
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(b) A private interest: 

 may be direct or indirect; and 

 can be pecuniary (financial) or non-pecuniary (non-financial), or a mixture of both. A non- pecuniary 
interest may arise from personal or family relationships or from involvement in sporting, social, or 
cultural activities, etc. 

(c) A conflict of interest exists whether it is: 

 real (i.e. it currently exists); 

 potential (i.e. it may arise, given the circumstances); or 

 perceived (i.e. members of the public could reasonably form the view that a conflict exists, or could 
arise, that may improperly influence the member’s performance of his/her duty to the Group, now or 
in the future). 

Any conflict of interest arising will be managed within the functions of the Group, which require that members must 
declare the nature of the interest: 

(a) in full at the first meeting of the Group; and 

(b) if they become aware of an additional conflict of interest during discussions, as soon as possible after 
becoming aware of the interest. 

The Independent Facilitator at a meeting at which a conflict of interest is declared must note in consultation with the 
Group how the conflict of interest will be managed. 

The Independent Facilitator is responsible for monitoring the management of real, perceived, and potential conflicts 
of interest in accordance with these Terms of Reference and must notify GMW in writing as soon as practicable after 
becoming aware of any breach, including whether the breach is material. 

 

External Communication 

Group members shall not communicate externally including with journalists, the media or Members of Parliament on 
matters related to the Group unless approved by GMW. 

Privacy 

The Group and Project Team must comply with the requirements imposed by or under the Privacy and Data 
Protection Act 2014. 

 

Freedom of Information 

Members of the Group should be aware that all documents of the Review (such as meeting agendas, papers, 
communiques) will be held by GMW and will be subject to the Freedom of Information Act 1982. 
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Appendix 1 – Typical Diversions Customer Attributes 

Diversions  Units   Attribute  
Small Medium Large Extra Large 

Regulated Waterways           
Service Point Fee - Unmetered Service Point             1.00                  -                    -                    -    

Service Point Fee - Metered (excluding D&S) Service Point                 -                1.00              2.00              2.00  

High Reliability Water Share Entitlement Storage Fee ML             2.00            70.00          280.00          600.00  
Unregulated Waterways           

Service Point Fee - Unmetered Service Point             1.00                  -                    -                    -    

Service Point Fee - Metered (excluding D&S) Service Point                 -                1.00              1.00              2.00  

Resource Management Fee ML             2.00            40.00          170.00          500.00  
Groundwater           

Service Point Fee - Unmetered Service Point             1.00                  -                    -                    -    

Service Point Fee - Metered (excluding D&S) Service Point                 -                1.00              1.00              2.00  

Resource Management Fee ML           20.00          170.00          500.00       1,000.00  
Shepparton Irrigation Region Groundwater           

Access Fee Service Point             1.00              1.00              1.00              2.00  

Resource Management Fee ML           20.00          170.00          500.00       1,000.00  
 

 


