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Purpose of this strategy

This strategy documents Water Corporation’s community engagement approach for the planning
and delivery of the Goldfields Pipeline Renewal — Stage 1. The strategy:

explains the historical context of the project

o lists key stakeholders

e outlines proposed communications and engagement activities

¢ identifies the process for prioritising stakeholder issues and complaints

o documents a enquiries and feedback management process.

A brief history of the Goldfields and Agriculture Water Supply
Scheme (GAWSS) and Goldfields Pipeline

The Goldfields Pipeline,
commissioned in early 1903, is still
today regarded as a great feat of
engineering. Charged with designing
and overseeing construction of the
Goldfields Water Supply Scheme
(GWSS) in 1901, C.Y O’Connor led
the visionary project to build a
pipeline to transport water from Perth
to Kalgoorlie — a distance spanning
some 566-kilometres. The project,
strongly supported by then Premier
Sir John Forrest, also included the
construction of a new storage , R (05 -G IR
reservoir on the Helena River — now Queuing for water at Dunnsville, NNW of Coolgardie, c.1890s
known as Mundaring Weir. Courtesy State Library of Western Australia 473281

The search for water to supply the

Goldfields, and the construction of the pipeline, had significant impacts on communities, including
on Aboriginal people. In 2023, Water Corporation commissioned a public history project, Stories in
the Pipeline, that documents the community heritage and significance of the Goldfields Water
Supply Scheme.

Today, the Goldfields Pipeline remains the primary source of fresh water to the Goldfields,
delivering around 100 million litres (ML) per day during peak demand time and plays a vital role in
sustaining residential, agricultural, and industrial activities across the region.

Goldfields Pipeline Renewal — Stage 1

Owned and operated by Water Corporation, planning commenced to increase the Goldfields and
Agriculture Water Supply Scheme's capacity in 2021, with staged upgrades identified as the most
efficient and cost-effective approach to meet initial and longer-term demand.
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The project's first stage is planned to increase the scheme’s capacity by up to 7.2ML daily from
2027, to meet population growth and industrial expansion in the region and enhance the reliability
of the scheme.

Work will include:

o Replacement of 44.5 kilometres of ageing pipeline, in the Shires of Merredin, Westonia and
Yilgarn, with new sections installed primarily below ground alongside the existing route.

e Valve upgrades to improve network reliability.
e Upgrades to the Binduli Reservoir in Kalgoorlie, doubling the water storage capacity.

Construction is due to start in 2026 and is expected to take 12-18 months to complete.

To preserve the heritage value of the 122-year-old Goldfields Pipeline, the project will be delivered
in line with an Interpretation Strategy and Heritage Management Plan (HMP), informed by a
community research project ‘Stories in the Pipeline’, completed in 2023.

As we are replacing an existing asset, most construction will be within public land, however Water
Corporation is also working with a small number of private landowners whose property we plan to
work and/ or install pipe within.

The community between Perth and Kalgoorlie remains largely agricultural, with mining being the
other major industry in the area. The Stage 1 upgrades are contained entirely within WA’s
Wheatbelt region.

Project timeline

Project phase Timeframe
Planning 2022 — 2024

Design 2024 — 2025

Construction 2026 — 2027

Project completion and planning for further 2027 — onwards

stages

Community engagement principles

Water Corporation’s Community Engagement approach is based on the International Association
of Public Participation (IAP2) model of community engagement.

The IAP2 spectrum identifies five levels of engagement, with stakeholders and project stages often
falling across varied levels:

Inform Consult Involve Collaborate Empower

Provide Obtain Work directly with  Partner with community in  Place final
balanced and  community community to decisions including the decision
objective feedback. ensure concerns  development of making in the
information to and aspirations alternatives and the hands of the
assist are understood identification of the community.
understanding. and considered. preferred solution.
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Best practice community engagement demands consideration of the views of affected communities
at an early stage in the development of major infrastructure.

As a matter of principle, the earlier Water Corporation can engage with the public about an
emerging asset or a specific issue, the more influence the public will have, lowering the likelihood
of asset delivery risks.

In a process sense, this means the greatest effort must be put into community engagement during
the planning, development, and engineering stages of any project.

This principle recognises that, in the longer term, greater public support can be gained through
strategic community engagement. Strategic stakeholder and community engagement is about
developing long-term relationships with key community stakeholders to facilitate better
communication and understanding as projects emerge. Such engagement should be targeted at
specific communities, with a focus on long-term planning and future infrastructure needs.

Stakeholder identification

Stakeholder Key impacts Key interests Responsible for

groups liaison

(within Water
Corporation

Local governments

Shires of Yilgarn,
Merredin, Westonia,
Kellerberrin and City
of Kalgoorlie-Boulder

(Key contacts: CEOs
and Works
Managers)

Regulatory authorities

Department of
Biodiversity,
Conservation and
Attractions (DBCA) —
Goldfields Region/
Department of
Planning, Lands &
Heritage (DPLH) /
Department of
Mining, Petroleum
and Energy (DMPE)

Main Roads WA

Goldfields Pipeline
travels through local
government areas,
including some road
reserves in the Shires
of Yilgarn, Merredin
and Westonia

Binduli Reservoir
upgrades located in
the City of Kalgoorlie-
Boulder

provide work
approvals
communities serviced
by the Goldfields
Pipeline.

The pipeline
intersects with two
National Parks
(DBCA), Crown land
parcels (managed by
DPLH) and multiple
mining tenements are
located within the
proposed
construction area
(DMPE)

provide regulatory
approvals.

Pipeline travels
through land
managed by Main
Roads, with

Project benefits and
impacts for local
communities and
industries

long-term benefits
and legacy of
project.

Minimising
environmental
impacts from the
pipeline design and
construction
ensuring statutory
requirements are
met.

Project impacts to
highways/ roads/
road reserves

Community
Engagement team
Project Manager
Key Customer
Relationship
Manager.

Environment team
Project Manager
Community
Engagement
team.

Project Manager
(support by
Community
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Elected members

Minister for Water,
Local, State and
Federal Members

Local community

Directly affected
landowners,
leaseholders, and
residents

Road and public
transport users

Water customers /
industry (including
mining)

Service Industry

Telstra /
Western Power

Traditional owners

approximately 33
kilometres of pipeline
to be installed within
60m of Great Eastern
Highway

provide work
approvals.

Community support
legislative and
budgetary impacts.

Temporary land use
or land acquisition
disruption from
construction activities
changes to access.

Potential for
disruption from
construction
activities, including
detours and impacts
to travel times
changes to access.

Potential for
disruption from
construction activities
including detours and
impacts to travel
times

potential impacts on
assets or industry
(e.g. mining
tenements) located
within planned work
areals.

Assets in proposed
pipeline area may
need to be relocated
or protected
potential impacts on
asset renewal plans.

managed by Main
Roads WA

safety of road users
throughout
construction
ensuring statutory
requirements are
met.

Project benefits and
impacts for local
communities
long-term benefits
and state legacy of
project.

Construction
management and
mitigation measures
opportunities for
local infrastructure
improvements
project benefits
including improved
water services and
quality

long term benefits
and legacy of
project.

Traffic management
arrangements,
including alternative
routes

Project timeline and
expected duration
of disruptions.

Project benefits and
impacts for
customers and
industry, including
potential future
industry
development
benefits from the
upgrades.

Avoiding service
disruptions
impacts of project
on any services.

Engagement
team).

Ministerial Liaison
Team.

Community
Engagement team
Project Manager
Property team.

Community
Engagement team
Project Manager.

Community
Engagement team
Project Manager
Key Customer
Relationship
Manager.

Project Manager
(support by
Community
Engagement
team).
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Marlinyu Ghoorlie e Traditional owners of e Avoiding culturally e Aboriginal
Traditional Owners / Country sensitive and Heritage & Native
Ballardong Traditional e pipeline travels significant sites Title team
Owners through Marlinyu e  strong construction e Project Manager.
Ghoorlie Native Title management and
land and Ballardong environmental
Traditional Owners/ mitigation measures
Indigenous Land Use e potential contracts /
Agreement (ILUA) employment
land. opportunities during
construction.
Community interest groups
Goldfields Industrial e Pipeline is located e  Project benefits and e  Community
Areas Group (GIAG) / close to regional impacts for local Engagement
Goldfields Esperance areas these groups businesses/ local e Project Manager.
Water Security Group represent community areas
e  project supports e long-term benefits
industry growth and and legacy of the
development. project.

Project engagement phases

Communications will be carried out in phases:

Phase Timing

Early planning

L : : : 2022- 2024
Stakeholders were sent early project information and provided opportunity to (complete)

contribute to project’s Heritage Management Plan.

Activities included:

e Stakeholders contacted for their input into a Heritage Management Plan
(HMP), and Interpretation Strategy. A public comment period was held in
September 2024 for further engagement.

e A community history project, Stories in the Pipeline, undertaken by Howard
and Heaver Architects on behalf of Water Corporation. The community was
encouraged to contribute.

e Local government agencies and private landowners sent early information
about the project.

Further project planning & securing the preferred pipeline design

: L _ _ _ _ 2023-2025
The primary objective of engagement during this phase is to work with key (In progress)

stakeholders to support project planning and pipeline design.

Activities include:

e Early engagement with local governments, other key stakeholders, and
private landowners to build strong relationships, and gather feedback about
pipeline design and how construction work will be delivered.

e Seeking agreement from landowners and government agencies, whose
land parcels had been identified for potential replacement pipeline
sections.
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e Securing support from government agencies and private landowners for
proposed lay down areas to facilitate site storage and other support
activities, during construction.

e Facilitating appropriate access to private property.

e Assisting the project in attaining the required legislative approvals, including
delivering the Prerequisite to Works requirements under the Water Services
Act 2012.

e Contributing to the project business case, Environment Protection
Biodiversity and Conservation (EPBC) referral, sustainability management
plan and other submissions.

Broad awareness pre-construction of pipeline upgrades

The primary objective of engagement during this phase is to educate and
engage with the broader community about the Goldfields pipeline upgrade
project.

Activities to include:
e Media announcement/s.

e Emails, information sheets or flyers, social media posts, webpage updates
and other notifications.

e Communications to reference Water Corporation’s history project - ‘Stories
in the Pipeline’.
e Managing enquiries and questions.

Phase 3. Goldfields pipeline upgrade project (Stage 1) construction

The primary objective of engagement during this phase is to support key
stakeholders, landowners and communities impacted by construction, as
pipeline sections are replaced.

Activities to include:

e Liaising with relevant local governments, and other key stakeholders
including landowners.

e Sending project updates (letters and emails) to impacted communities.
e Keeping project specific webpages up to date.

¢ Delivering contractor training, to help contractors deliver good customer
service to the community.

¢ Planning and delivering community activities that honour the heritage and
story of the Goldfields Pipeline.

Phase 4. Evaluation of project delivery, community, and stakeholder
engagement

Activities to include:
e Feedback surveys to capture community & stakeholder experience.

e Targeted feedback sought from key stakeholders - for example, local
government feedback on site restoration.

2025-2026
(In progress)

2026-

TBC

®

2027
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Communication and engagement tools

o the Goldfields Pipeline Renewal — Water - emails
Corporation webpage has been available
since the early planning stages of the

public notices

project and continues to be kept up to e posts on Water Corporation’s social
date with the latest project information. media platforms including Facebook,
The webpage includes links to key project LinkedIn and Instagram

documents, including the project’'s HMP
and Interpretation Strategy. It lists the
Community Engagement email address
(community.engagement@watercorporati
on.com.au) for any project-related
queries, feedback and/or complaints e media announcements

e posts on local government social media
and websites, to help communicate
project information/ updates to their local
communities

¢ face to face and online meetings with project signage on site
individuals/ community groups/ local

e end of work communications and
governments and other key stakeholders

feedback surveys

e site tours and visits used to inform
stakeholders about the project, progress
and key milestones or activities

e Key Customer Stakeholder Relationship
Managers (KCRMs) assigned to various
stakeholders including businesses/ LGAs

e project information/notifications/updates etc. to be their main point of contact
distributed via various methods including: throughout the project. KCRMs are

responsible for providing these

- direct phone calls stakeholders with project updates/raising

- door knocks and letterbox drops by any potential concerns/issues they have
Water Corporation’s authorised and informing them of potential
contractors and/ or project team impacts/benefits of the project.

- Australia Post mailouts

Enquiries, feedback & complaints management process

Complaints are handled in accordance with the Australian Standards on Complaints Handling AS/NZS
10002-2014, in conjunction with the Water Services Code of Conduct (Customer Service Standards)
2024.

Water Corporation takes the following approach to complaint handling:

¢ Immediate resolution where possible. If a complaint is received by our frontline staff, we assess it and
work to resolve it.

e All complaints are registered in our systems including the project’s contact log and interactions are
recorded to allow for further investigation.

o If you write to us, we will acknowledge your complaint within 10 business days.

¢ While we aim to resolve complaints as quickly as possible, sometimes we may need additional time
or to contact you for additional information.

o We will always attempt to have complaints resolved within 20 business days and will contact you by
phone, email or by post with an outcome.
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Methods for providing feedback, making enquiries and complaints are available on the Water
Corporation website. They can be made via:

Speaking directly with our Community Engagement team via
Community.engagement@watercorporation.com.au. This email is listed on the project webpage and
appears on any project-related communications sent to stakeholders via email or post.

Speaking with our Customer Experience Team about your account: 13 13 85 (8am — 5pm weekdays,
except public holidays) or about your water service: 13 13 75 (24 hours, 7 days a week).

Using our online form.
Writing to us: Locked Bag 2, Osborne Park Delivery Centre, WA 6916.
For speech or hearing assistance, call the National Relay Service on 13 36 77.

If English isn’t your first language, call the telephone interpreter service on 13 14 50 and request 13
13 85 for accounts or 13 13 75 for water service issues.

Unresolved Complaints

If a complaint can’t be resolved or a complainant is unhappy with the outcome, there are the following
options:

Request an Internal Review by our Customer Dispute and Resolution Team via email:
InternalReview@watercorporation.com.au or call 13 13 85 (8am — 5pm weekdays except public
holidays). Once the investigation is complete the team will contact you by phone, email, or post with
an outcome.

Contact the Energy and Water Ombudsman, which is a free service available for residential and
small business customers. Visit the Energy and Water Ombudsman website for more information, or
use the below contact details:

Post: The Energy and Water Ombudsman, PO Box 25386, Perth WA, 6831

Call: 1800 754 004 (toll free)

Email: energyandwater@ombudsman.wa.gov.au

Mediation. Sometimes if a disagreement cannot be resolved through our standard complaints
management processes, it can then go through a confidential and voluntary mediation process
confidential and voluntary mediation process. Read our brochure to find out more about the process,
costs and how to proceed.
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