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EXECUTIVE SUMMARY 

Auditor Declaration 

This report presents the findings of the Combined Operational Audit of the Altogether Group of Companies 
[Altogether Group Pty Ltd] (Altogether) Water Industry Competition (General) Regulation 2008 (WIC Reg) 
and network operator’s licences for its eight water infrastructure schemes. 

The auditor confirms that:  

 sufficient evidence has been sighted to support the conclusions  
 the audit findings accurately reflect the professional opinion of the auditor  
 the lead auditor has conducted the audit, determined audit findings and prepared this report in 

accordance with the requirements of the Audit Guideline Water Industry Competition Act 2006 July 2020 
 the audit findings have not been unduly influenced by the utility and/or any of its associates.  

Major Findings 

Altogether demonstrated that it had implemented a number of processes over the audit period to improve 
the implementation of the management framework in relation to sewage, recycled water and drinking water 
including: 

 a new process to review compliance of the verification monitoring program 

 review of the scheme risk assessments, sewage risk assessment and drinking water risk assessment 

 review and update to licence plans, scheme management plans and incident management plans. 

The audit found that, despite the improvements noted above, there were a number of gaps in the 
implementation of the water quality plans that have led to non-compliances in relation the water quality 
plans for recycled water, drinking water and sewage, including but not limited to: 

 failure to implement the documented risk assessment methodology resulting in under estimation of 
risk 

 failure to implement the procedure for undertaking cross-connection audits, and inadequacy in the 
procedure 

 failure to allocate adequate resources to the implementation of the recycled and drinking water 
policies and management framework. 

The compliance summary for the combined audit is shown in the table below. Appendices C-J provide a 
scheme specific audit summary of compliance. 

Compliance Grades Number of Findings 

 
Discovery 

Point 
Green 
Square 

Central 
Park 

Shepherds 
Bay 

Box Hill 
Pitt 

Town 
Huntlee Cooranbong 

 

Compliant 9 9 9 9 9 9 9 9 

 

Non-
compliant 

(non-
material) 

2 - 2 2 1 1 2 2 

 

Non-
compliant 
(material) 

1 1 1 1 1 1 1 1 
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Compliance Grades Number of Findings 

 
Discovery 

Point 
Green 
Square 

Central 
Park 

Shepherds 
Bay 

Box Hill 
Pitt 

Town 
Huntlee Cooranbong 

 

No 
requirement 0 2 0 0 1 1 0 0 

Recommendations 

The following recommendations have been identified as a result of this audit. 

Recycled Water Quality Plan 
 Element 1 
REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the due 
date to ensure it remains current. 
REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on the website, 
ensure that information is made available.  
REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential stakeholders and the 
methods for engagement, including engaging with the public. 
REC-RW-2021-004 Undertake an internal audit of interpretive signage at all Altogether sites and remove any 
references to ‘purified’ water and ensure all relevant signage refers to recycled water. 
REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve ownership for 
managing risk and allocation of adequate resources to implement licence plans and meet regulatory requirements. 
 Element 2 
REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that consequence values 
align with the risk being assessed, for example, where the consequence descriptor is limited to aesthetic or 
undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies should also be 
applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 
 Element 3 
REC-RW-2021-007 Clearly document the UV dose calculations documenting the evidence used. This is required to 
validate that the UV Systems are able to achieve the LRV required for the site-specific operational conditions (flow 
and UVT), documented in the log reduction tables and CCP Tables.  Critical limits must be set to ensure the 
operational range of the UV is within the validated limits. 
REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they include all 
operational parameters or develop a separate comprehensive operational monitoring program. 
 Element 4 
REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure to ensure that 
it clearly identifies the number of connections to be audited, audit procedure and the record keeping requirements. 
Ensure that the ongoing cross-connection audit program is adequate to control the risk of on-lot cross connections 
noting that the AGWR suggests a rolling 6-monthly audits with all properties audited at least every 5 years as an 
example of appropriate cross connection monitoring.  
 Element 5 
REC-RW-2021-010 For surface water and other environmental monitoring processes, identify appropriate limits to 
trigger further investigation and reporting to determine the source of human sewage indicators and to implement 
actions to reduce environmental harm.  
 Element 6 
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REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and Investigation 
Procedure and Incident Notification Protocol with NSW Health to ensure that the definition of a recycled water event 
refers to the documented water quality criteria for recycled water in the Water Quality Plan rather than referring to 
the Australian Guidelines for Water Recycling. 
REC-RW-2021-012 Establish a program to regularly audit the recycled water network to ensure there are no 
connections to unapproved uses. 
 Element 9 

 Refer to REC-RW-2021-007  
 Element 10 
REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do not have 
typographical and hyperlink errors.  
 Element 11  
REC-RW-2021-014 Develop a process to capture and track the progress in implementing recommendations from 
internal audits on an action register or improvement program, as required by the procedure. 
Element 12 
REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible party, 
communicated, and due dates for completion have been applied. 
Drinking Water Quality Plan 
Element 1 
REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the due 
date to ensure it remains current. 
REC-DW-2021-002 Where the water quality plans or legislation identify information to be included on the website, 
ensure that information is made available.  
Element 2 
REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that consequence values 
align with the risk being assessed, for example, where the consequence descriptor is limited to aesthetic or 
undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies should also be 
applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 
Element 4 
REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff and contractors 
undertaking works on Altogether’s drinking water networks and develop a process for ensuring all network operators 
and contractors have been made aware of the requirements and establish an ongoing audit process to ensure the 
practices are implemented. 
Element 5 
REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that a minimum 
target of 0.2mg/L of free chlorine should be maintained through reticulation networks, this is consistent with ADWG 
advice. Identify areas in reticulation where this cannot be met and raise an improvement item to improve the 
chlorine residual in these areas within an appropriate timeframe 
REC-DW-2021-006 Include recording the operational monitoring of the drinking water system on the weekly control 
points checklist or equivalent.  
Element 10 

REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not have 
typographical and hyperlink errors. 

Element 11 
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REC-DW-2021-008 Develop a process to capture and track the progress in implementing recommendations from 
internal audits on an action register or improvement program, as required by the procedure. 
Element 12 
REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible party, 
communicated, and due dates have been applied. 
 
 
 
Sewage Management Plan 
REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that consequence 
values align with the risk being assessed, for example, where the consequence descriptor is limited to aesthetic or 
undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies should also be 
applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 

Additional opportunities for improvement have been identified where the licensee demonstrated 
compliance with the licence clause, but processes may benefit from improvement. 
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1. INTRODUCTION 

1.1. The Scheme 

The Altogether Group of Companies [Altogether Group Pty Ltd] (Altogether) is the authorised person under 
the network operators’ licences for Altogether Central Park Pty Ltd (CPW), Altogether Discovery Point Pty Ltd 
(DPW), Altogether Green Square Pty Ltd (GSW), Altogether Operations - Shepherds Bay (FSSB), Altogether 
Operations Pty Ltd - Box Hill (FSBH), Altogether Huntlee Pty Ltd (HW), Altogether Cooranbong Pty Ltd (CW), 
and Altogether Pitt Town Pty Ltd (PTW), collectively referred to in this report as the licensee. 

Under the Water Industry Competition Act 2006 (WICA) a corporation that is not a public water utility must 
obtain a licence to construct, maintain or operate any water industry infrastructure, to supply potable or 
non-potable water or provide sewerage services by way of any water industry infrastructure. The licence 
details of the eight schemes are: 

 CPW (ACN 151 072 838) network operator's licence no. 12_022 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298). 

 DPW (ACN 142 392 541) network operator's licence no.13_025 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298) and Permeate Partners Pty Ltd (ACN 130 112 257). 

 GSW (ACN 163 432 906) network operator's licence no. 15_031 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298) and City of Sydney Council (ACN 636 550 790). 

 FSSB (ACN 603 106 305) network operator's licence no. 17_042 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298). 

 FSBH (ACN 603 106 305) network operator's licence no.16_037 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298). 

 CW (ACN 169 450 453) network operator's licence no. 15_033 Authorised Person Altogether Group Pty Ltd (ACN 
136 272 298). 

 HW (ACN 167 418 608) network operator's licence no. 15_030 Authorised Person Altogether Group Pty Ltd (ACN 
136 272 298). 

 PTW (ACN 141 705 660) network operator's licence no. 10_014 Authorised Person Altogether Group Pty Ltd 
(ACN 136 272 298) and Permeate Partners Pty Ltd (ACN 130 112 257). 

1.2. Objectives  

The objective of this audit is to provide an independent assessment of the licensee’s compliance with the 
relevant licence clauses that form the scope of this audit. This audit focuses on compliance with obligations 
that are relevant once the licensee has started commercial operations. 

1.3.  Audit Client 

The Independent Pricing and Regulatory Tribunal (IPART), by means of a letter dated 16 April 2021, has 
requested that CPW, DPW, GSW, FSSB, FSBH, CW, HW, and PTW undertake an operational audit to check for 
licensee compliance with its licence and legislative requirements. Audit details are as follows: 

 Audit period for FSBH, PTW, CW, HW: 1 March 2020 to 30 April 2021 
 Audit period for DPW, GSW, FSSB: 17 June 2020 to 30 April 2021 
 Audit period for CPW: 26 June 2020 to 30 April 2021 
 Auditors required: A Lead Auditor from the licence and regulatory category on the Panel.  
 Audit scope: detailed in Appendix A of IPART’s letter dated 16 April 2021. 
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Viridis Consultants P/L (Viridis) has been contracted by the licensee to undertake an operational audit, as 
specified above. 

1.4. Audit Method  

 Audit Scope  

The scope of this operational audit is to determine compliance with the licensee’s network operators’ 
licences. Only the clauses listed in Appendix A of IPART’s letter dated 16 April 2021 are auditable as shown in 
Section 3. 

The current versions of the relevant documents are as follows:  

 plans 
 Infrastructure Operating Plan – Version 13 - dated 18/03/2021  
 Drinking Water Quality Plan – Version 13 - - dated 16/03/2021. 
 Recycled Water Quality Plan – Version 17- dated 26/04/2021 (version updated outside audit period). 
 Sewage Management Plan – Version 9 - dated 16/03/2021. 
 Central Park Scheme Management Plan – Version 7 – dated 16/4/2021 (version updated outside audit 

period). 
 Discovery Point Scheme Management Plan – Version 9 - dated 19/04/2021 (version updated outside audit 

period). 
 Green Square Scheme Management Plan – Version 9 – dated 19/04/2021 (version updated outside audit 

period). 
 Shepherds Bay Scheme Management Plan – Version 6 – dated 28/4/2021 (version updated outside audit 

period). 
 Huntlee Water Scheme Management Plan – Version 14 - dated 19/3/2021. 
 Cooranbong Water Scheme Management Plan – Version 10 - dated 16/4/2021(version updated outside 

audit period). 
 Pitt Town Scheme Management Plan – Version 10 - dated 12/04/2021 (version updated outside audit 

period). 
 Box Hill North – Scheme Management Plan – Version 14 – 17/03/2021 

 guidelines: 
 Australian Drinking Water Guidelines  
 Australian Guidelines for Water Recycling: Managing Health and Environmental Risks (Phase 1) 2006 
 Audit Guideline Water Industry Competition Act 2006 July 2020 

 legislation 
 Water Industry Competition Act 2006 
 Water Industry Competition (General) Regulation 2008. 

It is noted that during the audit period, there were multiple versions of the management plans, programmes 
and procedures. The audit scope includes confirmation of the implementation of all documentation that 
applied during the audit period. Auditor judgement has been used to identify the requirements of the 
relevant plans that applied in the audit period taking into consideration the nature of the amendments 
made. 

 Audit Standard  

The Audit Guideline and ISO 19011:2018 Guidelines for auditing management systems were relied upon to 
ensure good auditing practice.  
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 Audit Criteria 

The criteria for assessing compliance are the Network Operator’s Licences and the Water Industry 
Competition (General) Regulation 2008 (WIC Reg), as stated in the audit scope.  

The WIC Reg requires water quality plans for recycled and drinking water to be consistent with the AGWR 
and ADWG, respectively. IPART’s audit initiation letter provided specific advice on auditing each of the 12 
elements for this audit and limiting the audit scope to the implementation of the 12 Elements as the 
adequacy of the 12 licence plans was recently audited in a licence plan audit. 

Implementation of the licence plans and consistency between the installed infrastructure were also assessed 
during the site inspection and interviews.  

 Audit Process 

The audit was undertaken in accordance with the methodology outlined in the Audit Guideline. The audit 
steps and responsible parties are outlined in Table 1.  

Table 1 Audit Steps 
Step Description Responsibility 
Initiate audit  IPART 
Engage auditor  Licensee 
Submit audit proposal  Viridis 
Audit proposal approval  IPART 
Opening meeting  Viridis 
Arrange and undertake interviews and site inspection  Viridis 
Attend interviews and site inspection Licensee / (option to attend provided to IPART) 
Draft audit report preparation  Viridis 
Review and provide comments on draft report  Licensee /IPART 
Final audit report  Viridis 
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 Auditor 

The audit was undertaken by Karen Pither. Karen’s qualification to undertake this audit are detailed below: 

 Education: 
 Bachelor of Science Ecology and Conservation Biology 

 IPART panel status: 
 Licence and Regulatory Compliance – Lead Auditor 
 Drinking Water Quality – Lead Auditor 
 Environmental Management – Area Specialist 
 Recycled Water Quality – Lead Auditor 

 Auditor certification held with Exemplar Global: 
 Lead Water Quality Management Systems Auditor: 

 Recycled Water 
 Drinking Water 

 Audit Grades  

The audit grades were adopted from Table 2.2 of the Audit Guideline and are shown in Table 2.  

Table 2 Audit Grades 

Audit Grade Details 

 

Compliant Sufficient evidence is available to confirm that the requirements have been met. 

 

Non-compliant 
(non-material) 

Sufficient evidence is not available to confirm that the requirements have been met 
and the deficiency does not adversely impact the ability of the licensee to achieve 
defined objectives or assure controlled processes, products or outcomes. 

 

Non-compliant 
(material) 
 

Sufficient evidence is not available to confirm the requirements have been met and the 
deficiency does adversely impact the ability of the licensee to achieve defined 
objectives or assure controlled processes, products or outcomes. 

 

No requirement There is no requirement for the licensee to meet this criterion within the audit period. 

The auditor may also provide opportunities for improvement (OFI) where a requirement has been met, but 
the process may be improved. 

1.5. Regulatory Regime  

Under the Water Industry Competition Act 2006 (WIC Act), a corporation that is not a public water utility 
must obtain a licence to construct, maintain or operate any water industry infrastructure, to supply potable 
or non-potable water or provide sewerage services by way of any water industry infrastructure. The licensee 
must be compliant with the WIC Act, WIC Reg and the conditions of the licence.  
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1.6. Quality Assurance Process  

This audit was carried out in accordance with the Viridis Quality Manual, which is third-party certified to 
standard ISO 9001:2015 Quality Management Systems. Quality assurance activities undertaken during the 
audit comprised of:  

 compliance with the Viridis Quality Manual 
 internal peer review of the audit findings and report 
 document control and approval processes 
 quality review of the report. 

1.7. Sampling 

Audits by nature are a sampling exercise, and as such there is a risk that the audit evidence examined is not 
representative. The audit sample was based on IPART’s initial letter and desktop assessment of all 8 
schemes, with auditor judgement used to determine the evidence to be audited. Auditor judgement used a 
risk-based approach, taking into account the number and nature of incidents and non-compliances in the 
audit period.  

In addition, the audit included onsite inspections of selected supply schemes (two high rise and two land and 
housing), interviews with relevant staff (remote and onsite) and review/observation of documentation and 
records (remote and onsite). 
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2. SITE INSPECTION AND INTERVIEWS 

2.1. Site Inspection 

The inspections were undertaken in June 2021 and included: 

 Green Square 
 Discovery Point 
 Box Hill 
 Pitt Town 

The onsite staff escorted the audit attendees through the treatment processes from the inlet of the Local 
Water Centre (LWC), through the treatment processes and selected components of the network. The walk-
through included confirmation of the process flow diagram and scheme descriptions. The onsite team 
demonstrated the main treatment processes, dosing points, connections and monitoring points. Monitoring 
instruments and the results displayed were also observed. 

In general points from the site inspections were as follows: 

 the LWC and treatment process reflected the process low diagrams and scheme description on the 
relevant documents. 

 Monitoring process and out of specification bypasses were implemented 
 Recycled water was being irrigated in areas whilst members of the public were accessing a park in Green 

Square and there was no signage to indicate that recycled water was being used. 
 The car washing bay at Discovery Point did not have adequate signage or plumbing controls to 

information the public that recycled water was being supplied.  
 The locations of the sewage spills were observed at Box Hill 
 The designated irrigation zone at Pitt Town was observed and has signage to indicate recycled water was 

in use. 

Findings from the site inspection were taken into consideration in the detailed assessment in Appendix A. 

In addition to the site inspection component, the licensee demonstrated the SCADA system to the audit 
attendees and discussed how the SCADA system relates to the treatment system.  

2.2. Interviews 

Interviews were held via teleconference with the following audit attendees: 

Name  Role  
Darren Wharton  Executive Manager – Sustainable Utility Services  
Audrey Killeen Water Operations Manager  
Kirsten Evans  Executive Manager – Risk & Compliance  
Sanjay Kumarasingham  Operations Manager  
Sarah Schroeder Water Quality Systems Manager 
Garth Hugo  Technical Operations Lead  
Andrew Horton Water Scheme Operations Specialist 
Scott Mutimer  Water Scheme Operator  
Shane Dohnt Water Scheme Operator  
Chris Horne Scheme Operator – Hunter 
Andrew Crowley Scheme Operator - Sydney 
Kim Staples  Risk & Compliance Officer - Water  
Fiona Mackay  Asset Manager  
Mackenzie Davis Intern Engineer 
Mark Spilger  Process Engineer  
Sachin Singh IPART 
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Shweta Shrestha IPART 
Robert Aposhian IPART 
Maria Morahan IPART 

 

In the interviews, the audit scope was covered systematically and evidence was gathered through the review 
of documents, procedures and records, as well as from questioning.  

During the interviews the following systems were viewed: 

 Supervisory control and data acquisition (SCADA) 
 RAM Computerised Maintenance Management System (CMMS) 
 Zendesk 
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3. SUMMARY OF FINDINGS COMBINED 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. Table 3 
below provides an overview of the level of compliance. Individual summary reports are provided as 
Appendices C-J. Detailed findings are presented in Appendix A, and a compliance summary for each 
recommendation presented in Appendix B. 

Table 3 Level of Compliance 

Compliance Grades Number of Findings 

 
Discovery 

Point 
Green 
Square 

Central 
Park 

Shepherds 
Bay 

Box Hill 
Pitt 

Town 
Huntlee Cooranbong 

 

Compliant 9 9 9 9 9 9 9 9 

 

Non-
compliant 

(non-
material) 

2 - 2 2 1 1 2 2 

 

Non-
compliant 
(material) 

1 1 1 1 1 1 1 1 

 

No 
requirement 

0 2 0 0 1 1 0 0 

Audit findings are summarised by obligation in the sections below. 

3.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the RWQP and its supporting programs 
due to inconsistent implementation the documented risk assessment methodology leading to an 
underestimation of health risks, inadequacy of the current cross-connection audit program, and failure to 
implement the current program for cross-connection auditing. In addition, a number of minor 
inconsistencies in the implementation of the recycled water quality plan and the supporting documentation 
were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is the 
auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled processes, 
products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations and opportunities for improvement have been identified below. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance for all 
schemes combined. Refer to the scheme specific attachments in Appendices C-J. 

Element 1 
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 REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the 
due date to ensure it remains current. 

 REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on the 
website, ensure that information is made available.  

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential stakeholders and the 
methods for engagement, including engaging with the public. 

 REC-RW-2021-004 Undertake an internal audit of interpretive signage at all Altogether sites and remove any 
references to ‘purified’ water and ensure all relevant signage refers to recycled water. 

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve ownership 
for managing risk and allocation of adequate resources to implement licence plans and meet regulatory 
requirements. 

Element 2 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that consequence 
values align with the risk being assessed, for example, where the consequence descriptor is limited to aesthetic 
or undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies should also 
be applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 

Element 3 

 REC-RW-2021-007 Clearly document the UV dose calculations documenting the evidence used. This is required 
to validate that the UV Systems are able to achieve the LRV required for the site-specific operational conditions 
(flow and UVT), documented in the log reduction tables and CCP Tables.  Critical limits must be set to ensure the 
operational range of the UV is within the validated limits. 

 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they include all 
operational parameters or develop a separate comprehensive operational monitoring program. 

Element 4 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure to ensure 
that it clearly identifies the number of connections to be audited, audit procedure and the record keeping 
requirements. Ensure that the ongoing cross-connection audit program is adequate to control the risk of on-lot 
cross connections noting that the AGWR suggests a rolling 6-monthly audits with all properties audited at least 
every 5 years as an example of appropriate cross connection monitoring. 

Element 5 

 REC-RW-2021-010 For surface water and other environmental monitoring processes, identify appropriate limits 
to trigger further investigation and reporting to determine the source of human sewage indicators and to 
implement actions to reduce environmental harm.  

Element 6 

REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and Investigation 
Procedure and Incident Notification Protocol with NSW Health to ensure that the definition of a recycled water event 
refers to the documented water quality criteria for recycled water in the Water Quality Plan rather than referring to 
the Australian Guidelines for Water Recycling. 
 REC-RW-2021-012 Establish a program to regularly audit the recycled water network to ensure there are no 

connections to unapproved uses. 

Element 9 
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 Refer to REC-RW-2021-007  

Element 10 

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do not have 
typographical and hyperlink errors.  

Element 11  

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing recommendations from 
internal audits on an action register or improvement program, as required by the procedure. 

Element 12 

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible party, 
communicated, and due dates for completion have been applied. 

 Opportunities for Improvement 

The following opportunities for improvement have been identified in relation to the RWQP.  

Element 1 

 OFI-RW-2021-001 Work with third parties, such as City of Sydney and building managers to establish 
signage and end use controls to educate the public on the safe use of recycled water, reduce the risk of 
exposure and ensure compliance with the relevant plumbing standards. 

Element 2 

 OFI-RW-2021-002 Prepare and implement a consistent procedure for undertaking data analysis for risk 
assessments that includes a minimum appropriate data set/time range, assessment and trending of 
treatment plant operational performance, analysis of environmental and other hazards to inform the risk 
assessment and ensure data reliability and to contextualise certainty/uncertainty in the risk assessment. 

Element 5 

 OFI-RW-2021-003 Develop a program to investigate and improve low chlorine residuals in the network. 
 OFI-RW-2021-004 Consider including information on the website providing advice on the health risk of 

exposure or consuming recycled water and options for next actions following exposure or consumption. 

OFI-RW-2021-005 Review the nutrients verification monitoring results for recycled water and investigate the 
potential for environmental harm, and implement controls were required. 

Element 6 

 OFI-RW-2021-006 Consider establishing an ongoing process to include learnings from incidents that have 
occurred in Australia and overseas, to inform incident management in relevant forums, such as meetings, 
training and toolbox meetings. 

Element 9 

 OFI-RW-2021-007 Review the baffle factors applied to the chlorine contactors and where there is no 
baffling adopt the most conservative baffle factor until site-specific data can be collected to inform the 
calculation of the theoretical detention time. 

3.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 
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 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting programs 
due to inconsistent implementation of the documented risk assessment methodology leading to an 
underestimation of health risks.  In addition, a number of minor inconsistencies in the implementation of the 
drinking water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance is 
considered non-material as the deficiency does not impact on the Altogether’s ability to assure controlled 
processes, public health or the environment. 

Recommendations and opportunities for improvement have been identified below. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 
 REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the 

due date to ensure it remains current. 
 REC-DW-2021-002 Where the water quality plans or legislation identify information to be included on the 

website, ensure that information is made available.  
Element 2 
 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that consequence 

values align with the risk being assessed, for example, where the consequence descriptor is limited to aesthetic 
or undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies should also 
be applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 

Element 4 
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff and 

contractors undertaking works on Altogether’s drinking water networks and develop a process for ensuring all 
network operators and contractors have been made aware of the requirements and establish an ongoing audit 
process to ensure the practices are implemented. 

Element 5 
 REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that a minimum 

target of 0.2mg/L of free chlorine should be maintained through reticulation networks, this is consistent with 
ADWG advice. Identify areas in reticulation where this cannot be met and raise an improvement item to improve 
the chlorine residual in these areas within an appropriate timeframe 

 REC-DW-2021-006 Include recording the operational monitoring of the drinking water system on the weekly 
control points checklist or equivalent.  

Element 10 
 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not have 

typographical and hyperlink errors. 
Element 11 
 REC-DW-2021-008 Develop a process to capture and track the progress in implementing recommendations from 

internal audits on an action register or improvement program, as required by the procedure. 
Element 12 
 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible party, 

communicated, and due dates have been applied. 
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 Opportunities for Improvement 

The following opportunities for improvement have been identified in relation to the DWQP.  

Element 2 

 OFI-DW-2021-001 Prepare and implement a consistent procedure for undertaking data analysis for risk 
assessments that includes a minimum appropriate dataset/time range, assessment and trending of 
treatment plant operational performance, analysis of environmental and other hazards to inform the risk 
assessment and ensure data reliability and to contextualise certainty/uncertainty in the risk assessment. 

Element 6 

 OFI-DW-2021-002 Consider establishing an ongoing process to include learnings from incidents that have 
occurred in Australia and overseas, to inform incident management in relevant forums, such as meetings, 
training and toolbox meetings 

3.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully implemented 
and kept under regular review and all its activities are carried out in accordance with the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, however, the 
risk assessment methodology, which forms the basis of the Sewage Management Plan has not been 
implemented consistently, resulting in an under estimation of human health risk. Preventive measures for 
managing risk from the sewage services are identified, implemented and considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the Altogether’s ability 
to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence descriptor is limited 
to aesthetic or undetectable, these cannot be attributed to a risk that has an acute health impact. Frequencies 
should also be applied taking into consideration historical performance and the occurrence of incidents. Any 
reduction in consequence should be justified. 

 Opportunities for Improvement 

The following opportunity for improvement (OFIs) been identified in relation to the Sewage Management 
Plan.  

 OFI -Sewage-2021-001 Consider amending the Sewage MP to reflect the contractor’s record keeping, or request 
that the contractor records the time on the docket. 

3.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL Sch A, cl 
2.1); b) ensure that all of its activities are carried out in accordance with the Operational Procedures; and c) 
keep records to demonstrate the extent to which the Operational Procedures have been implemented and 
complied with. 
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 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of the 
NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence clauses and 
was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

 Opportunities for Improvement 

No opportunities for improvement (OFIs) have been identified for this clause of the licence. 

3.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this Licence, 
any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring purposes 
specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at which the sample 
was collected; c) the point or location at which the sample was taken; and d) the chain of custody of the sample 
(if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of Verification 
Monitoring are carried out by a laboratory accredited for the specified tests by an independent body that is 
acceptable to NSW Health, such as the National Association of Testing Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence clauses and 
was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence clauses 
and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory required 
under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

 Opportunities for Improvement 

No opportunities for improvement (OFIs) have been identified for this clause of the licence. 

3.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, the 
licensed network operator for the infrastructure must prepare, and forward to IPART, an infrastructure 



 
 
 

 

REC-21-098 - Operational Audit Report  Page 18 

 

operating plan that indicates the arrangements that the licensee has made, or proposes to make, in relation 
to:  

a) the design, construction, operation and maintenance of the infrastructure, including particulars as to 
the lifespan of the infrastructure, the system redundancy built into the infrastructure and the 
arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating plan is 
fully implemented and kept under regular review and all of the network operator’s activities are carried out 
in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an infrastructure 
operating plan that indicates the arrangements that the licensee has made, or proposes to make, in relation 
to:  

a) the design, construction, operation and maintenance of the infrastructure, including particulars as to 
the lifespan of the infrastructure, the system redundancy built into the infrastructure and the 
arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept under 
regular review and all of the network operator’s activities are carried out in accordance with that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause and was 
found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg Sch 1 cl. 
6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause and was 
found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg Sch 1 cl. 
13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

 Opportunities for Improvement 

No opportunities for improvement (OFIs) have been identified for this clause of the licence.  
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3.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the licensed 
network operator’s infrastructure, of any incident in the conduct of its activities that threatens, or could 
threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its requirements to 
notify the identified stakeholders in accordance with the requirements of WIC Reg Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

 Opportunities for Improvement 

There were no opportunities for improvement (OFIs) provided for this section of the licence. 

3.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-compliance are 
included in  
Table 11. 
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4. AUDIT CONCLUSIONS 

Altogether has implemented new processes for implementing the recycled water and drinking water 
verification monition program and monitoring compliance, as well as reviewing and updating the water 
quality plans, scheme management plans and incident procedures during the audit period. Whilst these are 
seen a significant improvement, Altogether was not able to demonstrate that the water quality plans and 
supporting framework were fully implemented in the audit period. The absence of an adequate and 
implemented ongoing cross-connection program is considered a significant gap in risk management, 
particularly as the risk assessment assessed the risk of on-lot cross-connection as negligible. Altogether 
provides recycled water to over 8000 homes via a dual reticulation network and has only undertaken 3 cross-
connection checks in the audit period. The risk to customers is largely unknown.  

The risk assessment was not consistently implemented, and the risk of a number of health impacts was 
underestimated. Whilst the Altogether recycled water and drinking water policies confirm a commitment to 
implementing best practice, there is still further work required to implement best practice and to staff 
increase awareness and manage risk to public health and the environment.   
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APPENDIX A DETAILED FINDINGS 
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Table 4 Water Quality Plan – Recycled Water 

Licence Clause  Findings 

 

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully implemented and kept under regular review and the network operator’s 
activities are carried out in accordance with that plan.  
Note: no direction received from Minister to amend plans 

 Summary of Findings 
The audit has identified a number of gaps in the implementation of the RWQP and its supporting programs resulting in a compliance grading of Non-
compliant Material due to inconsistent implementation the documented risk assessment methodology leading to an underestimation of health risks, 
inadequacy of the current cross-connection audit program, and failure to implement the current program for cross-connection auditing. In addition, a 
number of minor inconsistencies in the implementation of the recycled water quality plan and the supporting documentation were identified contributing 
to the compliance grading.  
Detailed assessment of each of the AGWR 12 Elements is provided below, including an overarching assessment, as well as schemes specific findings as 
relevant. 

AGWR Element 1 

 

Overall 
IPART’s audit initiation letter identified the following requirements for Element 1 (Stakeholders): 

 Stakeholder register evidence of engagement with external stakeholders (agencies) 
 Identify all agencies with responsibilities for water resources and use of recycled water; regularly update the list of relevant agencies.  
 The list is up to date and is under regular review in accordance with documented processes.  
 Establish partnerships with agencies or organisations as necessary or where this will support the effective management of recycled water 

schemes.  
 Relevant partnerships are established  
 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement  
 Mechanisms are effectively employed.  

The Recycled Water Quality Plan1 (RWQP) states under Component A1.3 that Altogether will identify all agencies with responsibilities for water resources 
and use of recycled water and regularly update the list of relevant agencies.  Under RWQP Component A1.3.1 Altogether uses the scheme specific 
Stakeholder & Emergency Contact Lists as its means of documenting stakeholders. The lists contain water utilities, NSW and Local government regulators, 
client interface (property managers) and preferred suppliers for emergencies.  These lists are to be reviewed at 6 monthly intervals, however during the 
audit period, some of the stakeholder registers had not been reviewed 6 monthly (see findings on the review for the individual schemes below). A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to date and is under regular review in accordance 
with documented processes. 

•REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the due date to ensure it remains current. 

 
1 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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Licence Clause  Findings 

Under the RWQP Component A1.3.2 Altogether has established ongoing communications with NSW Health and has formal reporting requirements to 
IPART.  A live register of consultation with NSW Health exists and contains details of consultation with NSW Health and feedback received from NSW 
Health2. Monthly meetings with IPART are occurring and the minutes of some of these meetings in the audit period (16/06/203, 18/08/204, 20/10/205, 
18/02/216 have been provided as evidence.  

Section A1.3.2 of the RWQP states that Licence Plan audits are provided on the Altogether website as another form of engagement. When reviewing the 
website, it was found that some of the hyperlinks to audit reports linked to a different document. It was noted that these links were affected when 
Altogether rebranded its website in January 2021. A recommendation has been made to ensure there is a process for checking that the website contains 
the information required by the RWQP and is available to recycled water stakeholders. 

REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on the website, ensure that information is made 
available.  

IPART’s audit initiation letter identified the following requirements for Element 1 (Engaging with users): 

 Engage users of recycled water; ensure responsibilities are identified and understood.  

 Users of recycled water are regularly engaged and understand their responsibilities.  

 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement  

 Mechanisms are effectively employed.  

Altogether states under RWQP Component A1.3.4 that it has a range of methods for engaging with users, developers, customers, and tenants, including 
scheme specific community websites7, bills, customer contracts8, SMS and email messages, Project Delivery Agreements, a Project Control Group, and a 
Homeowners Guide9, this last document also being available on the website10.  There are also guides on the website for other people that interact with the 
recycled water system, such as Builders11, Landscapers12, Electricians13 and Plumbers14. A builder’s checklist15 also exists and a Developer Guide - 

 
2 LIVE_Register_Consultation with NSW Health 
3 Flow IPART Meeting Agenda & Minutes 16Jun20_FINAL (1) 
4 Flow IPART Meeting Agenda Minutes 18Aug20_FINAL (1) 
5 Flow IPART Meeting Agenda Minutes 20Oct20 FINAL (1) 
6 Flow IPART Meeting Agenda Minutes 18Feb21 FINAL (1) 
7 https://altogethergroup.com.au/about/communities/ accessed 28 May 2021 
8 Small retail Customer Contract - Altogether Group Pty Ltd – Water REF ID 3534 12 January 2021 
9 Homeowner’s Guide (Water) AG-WAT-AUS-UG-RET-1569 Revision: 3 09 March 2021 
10 https://askus.altogethergroup.com.au/hc/en-us/articles/900003911306-Builders-plumbers-electrician-home-owners-and-landscaping-guides- accessed 31 May 2021 
11 Builders Guide (Water) AG-WAT-NSW-UG-RET-1570 Revision: 3 16 April 2021 
12 Landscapers Guide (Water) AG-WAT-NSW-UG-RET-1964 Revision: 2 21 December 2020 
13 Electricians Guide (Water) AG-WAT-NSW-UG_PRD-1572 Revision: 2 22 December 2020 
14 Plumbers Guide AG-WAT-NSW-UG-RET-1571 Revision: 2 23 December 2020 
15 Builders Checklist (Controlled COPY).pdf AG-WAT-NSW-TE-RET-2002 Revision:2 18 December 2020 
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Infrastructure (Water)16. Reticulation maps for each scheme are also available through the general website17. The website also identifies and explains 
responsibilities for customers and Altogether, and lists the permitted uses of recycled water as per Altogether WICA Licences - authorised purposes 
matrix18. The customer contract, which is available on the website19, also has a section on responsibilities for maintenance and repair. There is also an 
Operating and Communications Protocol for High Rise Communities20 that describes the responsibilities of the various parties (Altogether, the Owners 
Corporation and Facilities/Building Manager) with respect to the provision of recycled water, sewage services and drinking water to high rise schemes.  

Section 2.1.2 of the AGWR indicates that recycled water suppliers to ‘ensure that responsibilities are understood and communicated to designers, installers, 
maintainers, operations employees, contractors and end users.’ 

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public, however when reviewing the scheme specific lists21 
22, the public is not listed for Box Hill, Huntlee and Cooranbong. There are a number of recycled water uses across all schemes that include the irrigation of 
public open spaces or areas (car washes) where non-residents may be considered a user of recycled water.  It was noted during the site inspection to 
Green Square open space irrigation area and a car wash bay at the Discovery Point scheme that appropriate signage, notifying the public (recycled water 
users) that recycled water was in use, was not visible. Whilst a high quality of water is supplied to these recycled water uses, the potential impact on 
vulnerable members of the community must be considered, and the public should be made aware of their responsibilities to reduce the risk of exposure to 
recycled water and make an informed decision about how they manage exposure. 

A recommendation has been made to establish a process to identify all potential recycled water users and ensure there is a process for communicating 
responsibilities to all identified recycled water users. It is considered that appropriate mechanisms have not been developed and effectively employed for 
members of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the Stakeholder and Emergency Contact 
list may not be the most appropriate mechanism for identifying and engaging with the public. 

REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential stakeholders and the methods for engagement, including 
engaging with the public. 

It was discussed that City of Sydney (at Green Square) and the building manager (at Discovery Point) are responsible for signage and end use plumbing 
controls, however it is considered that more work needs to be done to communicate responsibilities to the public in areas where recycled water is used 
and where there is a risk of exposure. An Opportunity for Improvement has been identified to improve signage in areas where the public may be exposed 
to recycled water.  

OFI-RW-2021-001 Work with third parties, such as City of Sydney and building managers to establish signage and end use controls to educate the public on 
the safe use of recycled water, reduce the risk of exposure and ensure compliance with the relevant plumbing standards. 

 
16 Developer Guide - Infrastructure (Water) (Controlled COPY).pdf AG-WAT-AUS-UG- PRD-1888 Revision 7: 08 March 2021 
17 https://altogethergroup.com.au/home-business/ accessed 28 May 2021 
18 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 Version: 3.0 08 March 2021 
19 https://information.altogethergroup.com.au/governance/Water%20Customer%20Contract.pdf accessed 27 May 2021 
20 Operating and Communications Protocol High Rise Communities (Controlled COPY).pdf AG-WAT-AUS-UG-OPS-1289 Revision: 3 23 December 2020 
21 3364 Green Square - Stakeholders Emergency Contact List (Controlled COPY).pdf GS-WAT-NSW-RG-INC-3363 
22 3353 Box Hill - Stakeholders Emergency Contact List (Controlled COPY).pdf BH-WAT-NSW-RG-INC-3352c 
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When visiting the Pitt Town LWC, interpretive signage on the treated recycled water tanks referred to recycled water as ‘purified water’, which has the 
potential to confuse visitors to the LWC, including the public, about the type of water, the risks and responsibilities for reduce exposure. 

REC-RW-2021-004 Undertake an internal audit of interpretive signage at all Altogether sites and remove any references to ‘purified’ water and ensure 
all relevant signage refers to recycled water. 

IPART’s audit initiation letter identified the following requirements for Element 1 (Recycled water policy): 

 The recycled water policy is implemented within the organisation  

 Key employees and contractors are aware of the policy as it relates to the implementation of their particular function. (Overlap with 
implementation of WQP-RW element 7)  

Under RWQP Component A1.4.1 the recycled water policy23 exists and is current (reviewed during the audit period).  The BMS Induction24 PowerPoint 
training covers the importance of following the Business Management System so that ISO 9001 for quality management, ISO 14001 for environmental 
management, and ISO 45001 and AS 4801 for safety management accreditations are maintained and that Altogether’s vision is achieved. There is a 
dedicated section for operations staff. 

Altogether has a WICA Responsibilities and Authorities Matrix25 that states the responsibilities of staff positions, including awareness of and promotion of 
water quality policies.  

All staff are instructed during induction to go to the onsite control rooms where the policies are to be displayed and to read and ensure that they 
understand them.  During the site inspections, current policies were displayed in prominent locations at the Local Water Centres (LWC).  

There is evidence for site inductions being undertaken, and the sighted Induction Questionnaire26 checklist (Induction Part C Induction Acknowledgement 
dot point 1) includes the text ’Have you been advised about safety, environmental or community issues, who to contact in the event of an issue on the site 
(including project policies and procedures)?’. 

Water Operations Team meetings27 28 29 are undertaken fortnightly to discuss operations and implementation the licence plans. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing more detailed guiding principles and 
implementation strategies. AGWR includes the broad issues that the recycled water policy should address including for example, intention to adopt best-
practice management and a multiple-barrier approach. 

 
23 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
24 BMS Induction.pptx FS-ALL-AUS-TP-HSEQ-3022 15 July 2020 
25 WICA Responsibilities and Authorities Matrix (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1316 
26 Induction Questionnaire FS-ALL-AUS-FM-WHS-1361 Revision: 3 09 April 2020 
27 20210120 WO Team meeting minutes and attendance 
28 20210415 WO Team meeting minutes and attendees 
29 20200916 WO Team meeting minutes and attendance 
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The Recycled Water Policy states that Altogether will implement and maintain recycled water management system consistent with the AGWR and all 
managers and personnel are responsible for implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021)(responsible for implementing the preventive measures in the risk 
assessment indicated that there have been insufficient resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure30), and the agreed compliance program (Executive Manager – Risk & Compliance 15 
June 221) with IPART has affected Altogether’s ability to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment methodology) were identified during the audit, 
Altogether representatives (Water Quality Systems Manager 31 May 2021) indicated in some instances that external consultants had undertaken the 
works and could not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public should have the ‘common sense’ to know that 
recycled water is in use, without signage being installed (Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover 
protecting the most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully implemented its recycled water policy 
due to gaps in risk management, failure to implement procedures in relation to cross-connection auditing, failure to take ownership for managing risk and 
by not allocating adequate resources for the implementation of the RWQP and supporting programs  
A recommendation has been made to improve implementation of the recycled water policy and to ensure recycled water risk is well understood.  
REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve ownership for managing risk and allocation of 
adequate resources to implement licence plans and meet regulatory requirements. 
 
Pitt Town 

Pitt Town - Stakeholders Emergency Contact List31 exists and was last updated 18/01/2021. 

The Pitt Town Water Licence Plan Audit Report for 202032, was available on the website. Prior audits, such as the Pitt Town Water Licence Plan Audit 
Report (Reduced scope) 202033 and the 2016 Licence Plan Audit34 were also available on the website. 

The recycled water policy was displayed the Pitt Town Local Water Centre (LWC). 

It was noted that the interpretive signage at the Pitt Town LWC centre refers to recycled water as ‘purified water’. It is understood that Altogether was 
previously advised by IPART that this terminology is not acceptable as it does not indicate that the water is non-potable and may communicate a 
confusing message to people visiting the LWC. A recommendation has been made to ensure that engagement with recycled water users and other 
stakeholders clearly identifies that water produced by the LWC is recycled (REC-RW-2021-004).   

 
30 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
31 Pitt Town - Stakeholders Emergency Contact List PT-WAT-NSW-RG-INC-3354 Revision 1.1 18 January 2021 
32 https://information.altogethergroup.com.au/governance/Pitt_Town/136_20201106103428864955_REC%2020%20251%201.0_Pitt_Town_LPA.pdf accessed 27 May 2021 
33 https://information.altogethergroup.com.au/governance/Pitt_Town/Pitt%20Town%20Licence_Plan_Audit%20Report.pdf accessed 28 May 2021 
34 https://information.altogethergroup.com.au/governance/Pitt_Town/Pitt_Town_Licence_Plan_Audit_2016.pdf accessed 28 May 2021 
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Central Park 

Central Park - Stakeholders Emergency Contact List35 exists and was last updated 19/01/2021. 

The Central Park Water Licence Plan Audit Report for 2021 is listed as being available on the website36, but the site initially linked to the scheme’s 
Residential Price Fact Sheet. A subsequent search on 14/6/2021 found that the links had been corrected during the audit, after the audit period had 
ended. It is considered that during the audit period, Altogether did not make its audit reports publicly available, as required by the RWQP. A 
recommendation has been made to ensure that the information identified in the RWQP is available on the website (REC-RW-2021-002). 

 

Huntlee  

Huntlee - Stakeholders Emergency Contact List37 exists, and was last updated 08/10/2020.  The list should have been reviewed in April 2021. A 
recommendation has been made to ensure the stakeholder list is kept up to date and remains current (REC-RW-2021-001). 

The ‘Huntlee Water Licence Plan Audit – Sludge Dewaterer 2020’ Report was listed as being available on the website38, but the site instead listed a prior, 
2017 audit. A subsequent search on 14/6/2021 indicated that the links had been corrected during the audit and the 2021 audit report prepared by Atom 
Consulting was available. 

Prior audits, such as the Huntlee Water Licence Plan Audit Report 201839 and the Huntlee Licence Plan Audit – Drinking Water 201740 were also available 
on the website, however these were replaced by the Licence Plan Audit reports undertaken in 2021 whilst this audit was underway. A recommendation 
has been made to ensure that the information identified in the RWQP is available on the website (REC-RW-2021-002). 

 
Cooranbong 

Cooranbong - Stakeholders Emergency Contact List41 exists, and was last updated 25/09/2020.  The list was due for review in March 2021. A 
recommendation has been made to ensure the stakeholder list is kept up to date and remains current (REC-RW-2021-001). 

 
35 Central Park - Stakeholders Emergency Contact List CP-WAT-NSW-RG-INC-3359 Revision 1.2 19 January 2021 
36 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
37 Huntlee - Stakeholders Emergency Contact List HU-WAT-NSW-RG-INC-3350 Revision 1 08 October 2020 
38 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
39 https://information.altogethergroup.com.au/governance/Huntlee/Huntlee_Licence_Plan_Audit_Recycled_Water_2018.pdf accessed 28 May 2021 
40 https://information.altogethergroup.com.au/governance/Huntlee/Huntlee_Follow_Up_Licence_Plan_Audit_Drinking_Water_2017.pdf accessed 28 May 2021 
41 Cooranbong - Stakeholders Emergency Contact List CO-WAT-NSW-RG-INC-3293 Revision 1 25 September 2020 
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The Cooranbong Water Licence Plan Audit Report for 2020 is available on the website42. Some prior audits, such as the Follow-up Licence Plan Audit 
201643 were also available on the website. 
Box Hill 

Box Hill - Stakeholders Emergency Contact List44 exists and was last updated 08/10/2020.  The list should have been reviewed in April 2021. A 
recommendation has been made to ensure the stakeholder list is kept up to date and remains current (REC-RW-2021-001). 

The Box Hill Water Licence Plan Audit Report for 201945 is available on the website. 
Green Square 

Green Square - Stakeholders Emergency Contact List46 exists, and was last updated 30/12/2020 

The Green Square Water Licence Plan Audit Report for 202147 is available on the website. 

During the site inspection, the public open space adjoining the LWC was currently under irrigation with recycled water and a number of sprinklers were 
spraying water on the grass. There were a number of dog walkers and people utilising the park area, and there were no visible signs that indicate to the 
public that recycled water was in use. Whilst a very high quality of water produced by the scheme, it is considered that the public should be made aware 
of the potential risks of exposure to non-potable water and signage should be included as a standard preventive measure in areas where ethe public may 
be exposed to recycled water. The City of Sydney operates the irrigation system, and would ultimately be responsible for educating the public, however 
it is considered that Altogether should also put in place processes to ensure the public are made aware of the use of non-potable water. Altogether 
provided evidence of a meeting48 49 with City of Sydney undertaken in February 2020 (outside the audit period) that included ‘Signage Appropriate 
warning signage should be in place where using recycled water which can come into contact with persons.’ However, no signage was visible at the 
irrigation area observed during the inspection. An opportunity for improvement has been identified to improve engagement with the public in areas of 
recycled water use (OFI-RW-2021-001). 

Discovery Point 
Discovery Point - Stakeholders Emergency Contact List50 exists and was last updated 30/12/2020. 

Discovery Point Water Licence Plan Audit Report for 2021 is listed as being available on the website51, but the site instead lists the scheme’s Residential 
Price Fact Sheet. A subsequent search on 14/6/2021 indicated that the links had been corrected during the audit. It is considered that during the audit 
period, Altogether did not make its audit reports publicly available, as required by the RWQP. A recommendation has been made to ensure that the 

 
42 https://information.altogethergroup.com.au/governance/Cooranbong/Cooranbong_Licence_Plan_Audit_Report_2020.pdf accessed 28 May 2021 
43 https://information.altogethergroup.com.au/governance/Cooranbong/Cooranbong_Follow-up_Licence_Plan_Audit_Drinking_Water_2016.pdf accessed 28 May 2021 
44 Box Hill - Stakeholders Emergency Contact List BH-WAT-NSW-RG-INC-3352 Revision 1 08 October 2020 
45 https://information.altogethergroup.com.au/governance/Box_Hill/Box_Hill_North_Licence_Plan_Audit_Recycled_Water_Treatment_2019.pdf accessed 28 May 2021 
46 Green Square - Stakeholders Emergency Contact List GS-WAT-NSW-RG-INC-3363 Revision 1.1 30 December 2020 
47 https://information.altogethergroup.com.au/governance/Green_Square/Licence%20Plan%20Audit%20report_Green%20Square_Feb2021.pdf accessed 28 May 2021 
48 Standpipe Training Material - Prepared by Flow Systems 
49 Standpipe Training by Flow Systems dated 26 Feb 2020 
50 Discovery Point - Stakeholders Emergency Contact List DP-WAT-NSW-RG-INC-3361 Revision 1.1 30 December 2020 
51 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
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information identified in the RWQP is available on the website. A recommendation has been made to ensure that the information identified in the RWQP 
is available on the website (REC-RW-2021-002). 

During the site inspection, the car washing bay was inspected. This is a car washing bay in the basement of a high-rise building. There was one very small 
sign under each of two taps, which stated ‘Not for drinking’. The tap, high pressure hose and piping to the tap were not lilac coloured and it was not 
made clear that the water supplied for car washing was recycled water. Altogether staff (Technical Operations Lead and Water Operational Manager 9 
June 2021). stated during the site inspection that it is the responsibility of the building manager to provide signage, and that people using the car wash 
should have ‘common sense’ to know that recycled water is in use. Whilst the recycled water produced by the scheme is of a high quality, it is considered 
a gap in risk management to supply recycled water to uses where there are inadequate preventive measures to reduce exposure. An opportunity for 
improvement has been identified to improve engagement with the public in areas of recycled water use (OFI-RW-2021-001). 

Shepherds Bay 
Shepherds Bay - Stakeholders Emergency Contact List52 exists and was last updated 30/12/2020. The Shepherds Bay Licence Plan Audit Report for 202153 
is available on the website. 

AGWR Element 2 

 

IPART’s Audit Initiation Letter identifies the following requirement for Element 2: 

The recycled water system assessment has been prepared and reviewed in accordance with the requirements of element 2 and remains current.  

Overall 

The Recycled Water Quality Plan54 document control table indicates that on 19/1/2021 Section 11.1.1 was updated to include that a risk review briefing 
pack is to be included in records kept for the RWQP. 

Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water Products and Services55 (the RAP) as the documented process for undertaking 
risk assessments. The RAP was updated several times in the audit period to include IPART and NSW Health comments, identification of critical control 
points (CCPs) and state the frequency of the providing the risk improvement plan to NSW Health (6 monthly). The RAP states that internal risk reviews will 
be undertaken annually, and external risk reviews will be undertaken biennially. 

Section A 2.4.2 of the RWQP refers to the Critical Document Review Calendar56 and the Scheme Risk Register57 when discussing risk assessment reviews, 
which requires annual review of the risk assessment. 

The risk register for each scheme indicates that in July 2020, an internal risk review workshop was undertaken, and a risk review workshop was undertaken 
with NSW Health in August 2020. The document control properties identify the new risks that were added to the risk register, and the risks that were 
deleted are shown as a strike through in the register.  

Based on the document control properties of the risk registers, it was found that the risk assessments were reviewed in accordance with the documented 
frequency. 

 
52 Shepherds Bay - Stakeholders Emergency Contact List SB-WAT-NSW-RG-INC-3357 Revision 1.1 30 December 2020 
53 https://information.altogethergroup.com.au/governance/Shepherds_Bay/Licence%20Plan%20Audit%20report_Shepherds%20Bay_Feb2021.pdf accessed 28 May 2021 
54 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
55 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
56 Critical Document Review Calendar 20-21 
57 Scheme Risk Register AG-WAT-NSW-RG-OPS-2457 when discussing risk assessment  
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The AGWR (section 2.2.3) provide advice on water quality data analysis for risk assessment including: 

 Assemble historical data about sewage, greywater or stormwater quality, as well as data from treatment plants and of recycled water supplied to 
users; identify gaps and assess reliability of data. 

 Assess data (using tools such as control charts and trends analysis), to identify trends and potential problems. 

Information Packages58 59 60 have been provided that detail the water quality analysis and identification of incidents as well as the risk assessment 
methodology. The information packages show the data analysis undertaken for each scheme, which was from September 2019 – July 2020 and include the 
following datasets: 

 Central Park number of samples analysed – 57 E. coli, 47 Coliphage, 53 Clostridia and 12 Adenovirus 

 Discovery Point number of samples analysed – 57 E. coli, 19 Coliphage, 25 Clostridia and 12 Adenovirus 

 Green Square  number of samples analysed – 52 E. coli, 21 Coliphage,25 Clostridia and 11 Adenovirus 

 Box Hill - number of samples analysed – 134 E. coli, 40 Coliphage, 117 Clostridia and 9 Adenovirus 

 Huntlee number of samples analysed – 55 E. coli, 45 Coliphage, 50 Clostridia and 12 Adenovirus 

 Pitt town number of samples analysed – 95 E. coli, 48 Coliphage, 95 Clostridia and 12 Adenovirus. 

The data analysis did not appear to include environmental indicators such as nutrients to inform the environmental risk assessment, treatment plant 
operational data or CCP performance. The AGWR (Section 2.2.3) recommends analysing historical performance. It is considered by the auditor, that 
analysing less than 12 months of data may limit the risk assessment, particularly when assessing data reliability and certainty. It is noted that all incidents 
dating back to 2012 were included in the briefing paper.  Altogether advised in the audit that the ‘older data’ was in a different format and it would have 
been too time consuming to extract and analyse it. 

After the recycled water audit interviews, Altogether provided a briefing pack61, dated July 2020 that included assessment of CCP performance, but a very 
much reduced data set for analysis. This briefing pack did include some trending of pH, free and total chlorine performance. Microbial data set included 
the following sample sizes, however the date range was not specified.: 

 Central Park number of samples analysed – 27 E. coli, 28 Coliphage, 28 Clostridia and 6 Adenovirus 

 Discovery Point number of samples analysed – 27 E. coli, 7 Coliphage, 7 Clostridia and 7 Adenovirus 

 Green Square number of samples analysed – 20 E. coli, 6 Coliphage,6 Clostridia and 6 Adenovirus 

 Box Hill number of samples analysed -  22 E. coli, 23 Coliphage, 37 Clostridia and 5 Adenovirus 

 Huntlee number of samples analysed – 25 E. coli, 27 Coliphage, 27 Clostridia and 7 Adenovirus 

 Pitt town number of samples analysed – E. coli, 27 Coliphage,31 Clostridia and 7 Adenovirus. 

 
58 Flow High Rise Risk Workshop Briefing Pack August 2020 
59 Flow Land Housing Risk Workshop Briefing Pack August 2020 
60 Water Services and Products Risk Workshop Briefing Pack July 2020 
61 With data analysis Water Services and Products Risk Workshop Briefing Pack July 2020 
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In April 2021, a recycled water and sewage risk assessment covering the eight schemes was undertaken to address new risks and audit findings. Evidence 
includes the briefing pack62, recycled water risk register63 and updated sewage risk register64.The Briefing pack included an assessment of microbial 
compliance from the verification monitoring for a timeframe of ‘2020’ and trending of free and total chlorine from January to December 2020, however 
the location of sampling was not specified. 

Altogether advised that the reason that a small data set was analysed was due to the way data was received from a previous lab, making it onerous to 
analyse a longer data period. An Opportunity for Improvement has been identified to standardise the data analysis process, to ensure the risk assessment 
outcomes reflect operational and historical performance and uncertainty in the risk assessment is reduced. 

OFI-RW-2021-002 Prepare and implement a consistent procedure for undertaking data analysis for risk assessments that includes a minimum appropriate 
data set/time range, assessment and trending of treatment plant operational performance, analysis of environmental and other hazards to inform the risk 
assessment and ensure data reliability and to contextualise certainty/uncertainty in the risk assessment. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. The RAP states in Table 2 that ‘Health risks on the 
sewage and recycled water risk registers are assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was not 
consistent with the AGWR as the minor and negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) population impact small, isolated part of the scheme (zone 
or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude health impacts, however this is not clear from reading the 
documents. Furthermore, there are a number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ grading, which 
describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. It is difficult to justify how a health impact from exposure to recycled 
water is part of ‘normal operations’. 

There are a number of instances in the risk assessment where health risks have been assessed as insignificant for example: 

 RL1.5 (refence Huntlee Risk Register65) Human health impacts ‘Pathogens present in recycled water supplied to customers, causing health impacts for 
customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 (reference Huntlee Risk Register) Human health impacts from on lot and network cross connections’ ‘Recycled water entering potable water 
plumbing in home’ ‘Pathogens present in water supplied to consumers, causing health impacts for consumers’ ‘Exceedance of ADWG health guideline 
value’ 

It is noted that in the live consultation register66, NSW Health provided comments on the risk assessment that do not appear to have been taken into 
consideration. NSW Health indicated ‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the likelihood; i.e. the 
likelihood is reduced but the consequence remains the same’ however there are many instances in the risk register where this advice has not been followed 

 
62 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
63 Updated risks_Recycled water risk register 
64 Updated risks_Sewage risk register 
65 2657 Huntlee Risk Register (Controlled COPY) HU-WAT-NSW-RG-OPS-2657.pdf HU-WAT-NSW-RG-OPS-2657 
66 LIVE_Register_Consultation with NSW Health 
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and the control measures do not appear to reduce the consequence but the residual consequence has been reduced (refer to findings of the risk 
assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies in the application of the RAP when assessing risk: 

 Risk SC1.4a and SC1.4b relating to sewage overflows, leading to ‘Human contact with wastewater causing public health impact’. The maximum 
likelihood is almost certain and moderate consequence. Moderate is described as ‘Potential for some increase in disease burden’. The control 
measures include processes such as use of contractors, isolation of spills, complaints handling and communication. Whilst these control measures 
may reduce the frequency of a public health impact it is unclear how these reduce the consequence of a public health impact to minor, which is 
‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public bubblers?) leading to ‘Illness from ingestion of 
recycled water’. Preventive measures are education, communication protocols and the emergency procedures resulting in a residual risk rated minor, 
which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an ‘undetectable impact (normal operations). It is 
unclear how an on-lot cross-connection is part of normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water customer connections in the audit period, therefore 
the risk level is unknown and uncertain. During the audit interviews numerous Altogether team members (Water Operations Manager 31 May 2021, 
Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-connections do not occur in the Altogether schemes because the 
houses and development are ‘new’. This is contrary to industry knowledge and experience as documented in literature67 68 69 70. This is considered a 
significant gap in understanding risk and taking responsibility for managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was found that the RAP was not consistently implemented 
in the audit period, resulting in an underestimation of health risk and there was ambiguity about the health impacts captured in the consequence 
descriptors. A recommendation has been made to ensure the risk assessment consistently assesses risks. 

REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that consequence values align with the risk being assessed, for example, 
where the consequence descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute health impact. Frequencies should also be 
applied taking into consideration historical performance and the occurrence of incidents. Any reduction in consequence should be justified. 

 

Pitt Town 
Pitt Town Risk Register71 was finalised on 26/4/2021. Pitt Town experienced 4 uncontained sewage overflows (grouped as one incident in the briefing pack) 
in 2019 and a contained overflow in 2014. Altogether, as a whole, has experienced 7 uncontained sewage overflows and 2 contained sewage overflows 
since 2014. The risk assessment assessed the frequency as ‘likely’, consistent with the number of overflows for this scheme. 

 
67 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation systems by monitoring inherent fluorescent organic matter, Environmental 
Technology Reviews, 1:1, 67-80, DOI: 10.1080/09593330.2012.696724 
68 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
69 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
70 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 611–618. doi:10.2166/ws.2012.034  
71 Pitt Town Risk Register PT-WAT-NSW-RG-OPS-2664 V7.5 26/4/21 
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Central Park 
Central Park Scheme Risk Register72 indicates that July 2020 an internal risk review workshop was undertaken, and a risk review workshop was undertaken 
with NSW Health in August 2020. The risk register is dated 27/8/2020. The document control properties identify the new risks that were added to the risk 
register, and the risks that were deleted are shown as a strike through.  
Huntlee  
The Huntlee Scheme Risk Register73 is dated 27/8/2020, no additional findings have been noted for the Huntlee risk assessment. 
Cooranbong 
Cooranbong Scheme Risk Register74, was provided and overdosing chlorine has been added to the risk register (RL 1.34) as required by the non-compliance 
finding from the last audit. 

Box Hill 

Box Hill Scheme Risk Register75 was provided. Box Hill has had 4 uncontained sewer overflows that have occurred within the immediate local environment. 
SC1.1 Infiltration/inflow in private on-lot plumbing leading to overflow leading to contamination of immediate local environment and contamination of 
downstream water. SC1.2 and 1.3 also relate to overflows to the local environment. The frequency for the residual risk is assessed as unlikely (could occur 
within 20 year or in unusual circumstances). This is not consistent with the number of overflows that have occurred and have affected the immediate local 
environment (Potentially harmful to local ecosystem with local impacts contained to site). 

A recommendation has been made to review the risk assessments to ensure the frequencies reflect the historical performance of the schemes and the 
documented risk assessment methodology is being implemented consistently (REC-RW-2021-006). 

Green Square 

Green Square Scheme Risk76 is dated 27/8/2020. Risk Reference U1.12 Relates to failure of end users to implement their required controls (e.g. home 
owners guide/ operations protocol) resulting in potential illness from pathogens was given a residual consequence of minor, which is aesthetic and not 
consistent with a health risk. 

A recommendation has been made to review the risk assessments to ensure that consequence descriptors reflect the impact being assessed and the 
documented risk assessment methodology is being implemented consistently. 

A recommendation has been made to review the risk assessments to ensure the frequencies reflect the historical performance of the schemes and the 
documented risk assessment methodology is being implemented consistently (REC-RW-2021-006). 

Discovery Point 
Discovery Point Scheme Risk Register77 was provided and there are no additional findings for this scheme. 

 
72 Central Park Scheme Risk Register CP-WAT-NSW-PL-OPS-2480 V9.2 27/8/2020 
73 Huntlee Scheme Risk Register HU-WAT-NSW-RG-OPS-2657 V9.2 27/8/2020 
74 Cooranbong Scheme Risk Register CO-WAT-NSW-RG-OPS-2472 V7.3 27 August 2020 
75 Box Hill Scheme Risk Register BH-WAT-NSW-RG-OPS-2486 V3.3 20 October 2020 
76 Green Square Scheme Risk Register GP-WAT-NSW-RG-OPS-2649 V8.2 27 August 2020 
77 Discovery Point Scheme Risk Register P-NSW-WAT-RG-OPS-2451 V4.2 27 August 2020 
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Shepherds Bay 
Shepherds Bay Scheme Risk Register78 79 was provided and there are no additional findings for this scheme. 

AGWR Element 3 

 

IPART’s Audit Initiation letter identifies the following requirements for Element 3: 

 Documented preventative measures and strategies are implemented  
 Preventive measures remain effective, and barriers are operational.  
 SCADA (or other controls system for the treatment plant) set points are consistent with the documented critical limits and target criteria.  

 Critical control points are monitored, and critical limit exceedances actioned in accordance with procedures.  

 Critical control points are reassessed where preventive measures are not effective 

Overall 

The Recycled Water Quality Plan80 states that a control library has been developed and general controls are included as Attachment B to the RWQP 
Altogether ’s Recycled Water ‘Schemes in a Nutshell’. The RWQP states that ‘all controls listed on the Scheme Risk Registers are controls that are currently 
implemented.’ 

Preventive Measures 

The risk assessments for each scheme identify the current controls that are implemented to reduce, remove or manage risk. The primary method of 
reducing risk is through the implementation of multiple barrier treatment process, determined by the pathogen log reduction required to remove the 
necessary percentage of pathogens to make the recycled water fit for the use. 

This is practically undertaken through the initial design of the LWC to include the barriers required for the pathogen log reduction, validation of each 
barrier and then when operational, ongoing testing to confirm the system is operating within the required range to achieve the log reduction values (LRV). 
Critical control points (CCPs) are established with critical limits that identify the acceptable range. For each CCP, Altogether’ systems initiate a system off-
specification bypass and cease supplying recycled water when a critical limit is triggered. 

CCPs are monitored online using SCADA and the implementation of the off-specification bypass is automatically triggered. Operators also undertake a 
weekly CCP check, via a work order, which operators demonstrated during the site inspections at Box Hill and Pitt Town. 

Implementation of control measures and CCPs are discussed below in the scheme specific findings. CCPs have been reassessed in the audit period, and 
Altogether has lodged change notices with NSW Health for a range of changes to CCPs and LRV claims, and to remove QCPs from the CCP Tables.  

At present critical limits are not protected in SCADA and operators have the ability to change limits. The LWC Control System Change Management policy81 
outlines the process or requesting change and includes a flow diagram for the process when the change relates to a CCP or QCP. Altogether advised in the 
audit interviews that it is currently investigating making changes to the SCADA permissions to restrict access to changing critical limits, following an 
unauthorised change to the SCADA setpoint on the UF at Green Square in June 2020. 

 
78 Shepherds Bay Scheme Risk Register SB-WAT-NSW-RG-OPS-2656 V4.2 27 August 2020 
79 Discovery Point Scheme Risk Register P-NSW-WAT-RG-OPS-2451 V4.2 27 August 2020 
80 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
81 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
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Virus LRV claims and critical limits 

When reviewing all of the 8 schemes CCPs and LRV claims collectively, it was noted that there are a number of differences, and some schemes, for 
example, Discovery Point and Central Park are claiming much higher LRVs for the UV disinfection step than others, additionally UV Transmissivity (UVT) 
varies between schemes: 

 Discovery Point -1 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 50% UVT 

 Central Park 1.5 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 55% UVT 

 Huntlee, Pitt Town, Box Hill, and Cooranbong 0.5 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 55% UVT. 

The LRVs for Central Park and Discovery Point are well above those recommended for the CCPs dose critical limit in the US EPA UV Disinfection Manual 
(noting that the Central Park LRV Table identifies the UASEPA as the reference for the LRV claim), which recommends a 0.5 LRV claim at 39 m/cm2. Change 
notice 3 relates to the UV CCP changes and new validation information. The change notice82 and email83 detail the rationale for reducing the UVT to 47% 
and subsequently changing the LRV claim. There is very little detail, other than pdf screenshots of a design tool provided by Xylem and attached to the 
email. There is a lack of evidence that the UV system has been validated to achieve the proposed LRV at the dose and UVT proposed. It is noted that the 
design tool does not allow for the calculations of reduction equivalent dose (RED) to be reviewed and does not include evidence that the UV System has 
been validated to achieve the claimed LRV at the proposed doses and UVT values. It is noted that change notice 584 requests a change of the Central Park 
and Discovery Point LRV claim to 1.0 for virus and a higher dose set point for the UV CCP. As the critical limits have been revised, it has been found that 
there is insufficient evidence provided to demonstrate that the UV system has been validated to achieve the LRV at the proposed operational conditions 
and critical limits. A recommendation has been made to document the evidence that demonstrated the system has been validated to the site-specific 
operational conditions.  

REC-RW-2021-007 Clearly document the UV dose calculations documenting the evidence used. This is required to validate that the UV Systems are able to 
achieve the LRV required for the site-specific operational conditions (flow and UVT), documented in the log reduction tables and CCP Tables.  Critical limits 
must be set to ensure the operational range of the UV is within the validated limits. 

Change Notice 5 also includes updating the MBR LRV claim based on the new evidence and the CT values for Discovery Point and Central Park. 

Quality Control Points  

When reviewing the Quality Control Points (QCPs), some of the limits in SCADA were not consistent with the CCP tables, however it was discussed in the 
audit and specifically at the Box Hill site inspection that the QCPs are more of an operational limit and operator needs to be able to adjust them to 
optimise operation, for example at Box Hill, the QCP could not be implemented without affecting treatment due to the low flows coming into the plant. 
The rationale is detailed in the change notice 7 documents85 

Pitt Town 
The following scheme specific documents were reviewed: 

 
82 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
83 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
84 210406 Change Notice - Control Point and Log Reduction Review for CP and DP 
85 CCP review workshop summary outcomes March2021 
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 Pitt Town Scheme Management Plan86  
 Pitt Town - Control Points87  
 Pitt Town - Log Reduction Values88  
 Pitt Town Monitoring and Sampling Program89 (MS Prog) 
The following findings were observed: 
 The site inspection confirmed the location of the operational monitoring instruments 
 The SCADA alarms matched the CCP table 
 Time delays for UF turbidity and UVT were tested during the audit site inspection and matched the CCP Table. The SCADA system also showed the 

bypass valves activating when the time delay was triggered. 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time, which is a critical limit. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative. 

REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they include all operational parameters or develop a separate 
comprehensive operational monitoring program. 

Central Park 
The following scheme specific documents were reviewed and the level of implementation was assessed during the audit interviews where Altogether 
demonstrated the SCADA system: 
 Central Park Scheme Management Plan90  
 Central Park - Control Points91  
 Central Park - Log Reduction Values92  
 Central Park Monitoring and Sampling Program93 (MS Prog) 
The following findings were observed: 
 The SCADA alarms matched the CCP table 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time, which is a critical limit. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 

 
86 Pitt Town Scheme Management Plan (Controlled COPY) PT-WAT-NSW-PL-OPS-1410 V11 19 March 2021 
87 Pitt Town - Control Points (CONTROLLED COPY) PT-WAT-NSW-PL-OPS-1291 V3 19 March 2021 
88 Pitt Town - Log Reduction Values (CONTROLLED COPY) PT-WAT-NSW-RE-OPS-2774 
89 Pitt Town Monitoring and Sampling Program (Controlled COPY) PT-WAT-NSW-PL-OPS-2849 19 March 2021 
90 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
91 Central Park - Control Points (Controlled COPY) CP-WAT-NSW-PL-OPS-1208 Version 3 4 November 2019 
92 Central Park - Log Reduction Values (Controlled COPY) CP-WAT-NSW-PL-OPS-2822 Version 2 19 November 2020 
93 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
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Huntlee  
The following scheme specific documents were reviewed and the level of implementation was assessed during the audit interviews where Altogether 
demonstrated the SCADA system: 
 Huntlee - Control Points94  
 Huntlee - Log Reduction Values95  
 Huntlee Water Scheme Management Plan96  
 Huntlee Monitoring and Sampling Program97 (MS Prog) 
The following findings were observed: 
 The SCADA alarms matched the CCP table. 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time, which is a critical limit for flow in the UV inlet. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 

 

Cooranbong 
The following scheme specific documents were reviewed and the level of implementation was assessed during the audit interviews where Altogether 
demonstrated the SCADA system: 
 Cooranbong Water Scheme Management Plan98  
 Cooranbong - Control Points99  
 Cooranbong Log Reduction Values Table100  
 Cooranbong Monitoring and Sampling Program101  
The following findings were observed: 
 The SCADA alarms matched the CCP table 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time, which is a critical limit. 

 
94 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
95 Huntlee - Log Reduction Values (Controlled COPY) HU-WAT-NSW-PL-OPS-2795 Revision 3 16 March 2021 
96 Huntlee Water Scheme Management Plan (Controlled COPY) HU-WAT-NSW-PL-OPS-1275 Version 14 19 March 2021 
97 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
98Cooranbong Water Scheme Management Plan (Scheme MP)(Controlled COPY) CO-WAT-NSW-PL-OPS-1720 Version 10 16 April 2021 
99 Cooranbong - Control Points (Controlled COPY) CO-WAT-NSW-PL-OPS-2832 Version 1 14 August 2020 
100 Cooranbong Log Reduction Values Table (Controlled COPY) CO-WAT-NSW-PL-OPS-2749 Version 1 17 September 2020 
101 Cooranbong Monitoring and Sampling Program (Controlled COPY)CO-WAT-NSW-PL-OPS-3093 19 March 2021 
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A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 
 
Box Hill 
The following scheme specific documents were reviewed and the level of implementation was assessed during the site inspection where Altogether 
demonstrated the SCADA system: 
 Box Hill Scheme Management Plan102  
 Box Hill - Log Reduction Values103  
 Box Hill - Control Points104  
 Box Hill Monitoring and Sampling Program105 (MS Prog) 
The following findings were observed: 
 The site inspection confirmed the location of the operational monitoring instruments 
 The SCADA alarms matched the CCP table 
 Time delays for turbidity and UVT were tested during the site inspection and matched the CCP table. The SCADA system also showed the bypass 

valves activating when the time delay was triggered. 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time and UV Dose, which are critical limits. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 
 
 
Green Square 
The following scheme specific documents were reviewed and the level of implementation was assessed during the site inspection where Altogether 
demonstrated the SCADA system: 
 Green Square Scheme Management Plan106  
 Green Square - Log Reduction Values107  
 Green Square - Control Points108 
 Green Square Monitoring and Sampling Program109  

 
102 Box Hill Scheme Management Plan (Scheme MP) (Controlled COPY) BH-WAT-NSW-PL-OPS-1345 Version 14 17 March 2021 
103 Box Hill - Log Reduction Values (Controlled COPY) BH-WAT-NSW-PL-OPS-2683 3.0 17 March 2021 
104 Box Hill - Control Points (Controlled COPY) BH-WAT-NSW-PL-OPS-2671 Version 2.1 4 November 2019 
105 Box Hill Monitoring and Sampling Program (Controlled COPY) BH-WAT-NSW-PL-OPS-1713 19 March 2021 
106 Green Square Scheme Management Plan (Scheme MP) (Controlled COPY) GS-WAT-NSW-PL-OPS-1791 Version 9 19 April 2021 
107 Green Square - Log Reduction Values (Controlled COPY) GS-WAT-NSW-PL-OPS-2826 Version 3 27 April 2021 
108 Green Square - Control Points (Controlled COPY) GS-WAT-NSW-PL-OPS-2577 Version 3.1 20 November 2021 
109 Green Square Monitoring and Sampling Program (Controlled COPY GS-WAT-NSW-PL-OPS-2421 Version 2 19 March 2021 
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The following findings were observed: 
 The site inspection confirmed the location of the operational monitoring instruments 
 The SCADA alarms matched the CCP table 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time and RO QCP of Conductivity on the permeate line. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 

 

Discovery Point 
The following scheme specific documents were reviewed: 
 Discovery Point Scheme Management Plan110 
 Discovery Point - Control Points111  
 Discovery Point - Log Reduction Values112  
 Discovery Point Monitoring and Sampling Program113  
The following findings were observed: 
 The site inspection confirmed the location of the operational monitoring instruments 
 The SCADA alarms matched the CCP table 
 The CCP Table generally matched the MS Prog however some of the operational monitoring parameters were not in the MS Prog, for example 

Contact time and RO QCP of Conductivity on the permeate line. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 
 
The Discovery Point Risk Register identifies preventive measures for the unauthorised use of recycled water including: 
 Colour coded, different materials, labelled pipes and marker tape 
 Signage on recycled water taps 
 Different fittings for recycled water tap 

During the site inspection, the car washing bay was inspected and the controls identified in the risk assessment were not implemented.  There was one 
very small sign under each of two taps, which stated ‘Not for drinking’. The tap, high pressure hose and piping to the tap were not lilac coloured and it was 

 
110 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
111 Discovery Point - Control Points (Controlled COPY) DP-WAT-NSW-PL-OPS-1228 Version 3 4 November 2019 
112 Discovery Point - Log Reduction Values (Controlled COPY) DP-WAT-NSW-PL-OPS-2824 Version 1.2 5 November 2020 
113 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
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not made clear that the water supplied for car washing was recycled water. An opportunity for improvement has been made to improve engagement with 
recycled water users (OFI-RW-2021-001). 

Shepherds Bay 
Shepherds Bay Scheme Management Plan114 was provided, however as this scheme has not commenced operation of the LWC it does not have any CCPs. 

AGWR Element 4 IPART’s Audit Initiation letter identifies the following requirements for Element 4: 

 Control of processes is achieved through implementation of operational procedures, monitoring protocols and operational corrections in accordance 
with the WQP-RW.  

 Records are maintained to demonstrate implementation of operational procedures, monitoring protocols and operational corrections identified in 
the WQP-RW.  

 Rapid communications systems responding to unexpected events were followed.  
 Monitoring and measuring equipment is fit for purpose and calibrated at specified intervals.  
 Regular inspection and maintenance of all equipment, from source to point of use, ensures continuing process capability.  
 Materials used in the recycled water system are appropriate and meet specifications.  
 Chemicals used in the recycled water system are appropriate and meet specifications. 

Overall 

The Recycled Water Quality Plan115 provides an overview on the operational procedures that have been developed and to be implemented under the 
recycled water framework. 

The RQMP states that Operations and Maintenance Manual (O&MM) for each scheme has been developed and each scheme will be operated in 
accordance with the O&MM. The O&MMs describe the infrastructure, its operation and monitoring and includes how to navigate through the SCADA 
system and find a number of operational parameters. O&MMs116 117 118 119 120 121 122 were provided as evidence and included the relevant information on 
the LWC. 

The Register of Operational Procedures123 documents the procedures relevant to each scheme.  

 
114 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY) SB-WAT-NSW-PL-OPS-1787 Version 6 28 April 2021 
115 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
116 3450 Cooranbong Potable Water Operation and Maintenance Manual (Controlled COPY).pdf CO-WAT-NSW-MN-OPS-2763 
117 2714 Box Hill LWC O&M Manual BH-WAT-NSW-PR-OPS-2714 
118 2508 Huntlee Operation & Maintenance Manual (Controlled COPY).pdf HU-WAT-NSW-MN-OPS-2507 
119 3003 Central Park Operation and Maintenance Manual (CONTROLLED COPY).pdf CP-WAT-NSW-MN-OPS-1467 
120 3004 Green Square LWC Operation and Maintenance Manual (CONTROLLED COPY).pdf GS-WAT-NSW-MN-OPS-2853 
121 3002 Discovery Point LWC Operation and Maintenance Manual (CONTROLLED COPY).pdf DP-WAT-NSW-MN-OPS-2995 
122 2493 Pitt Town LWC Operation and Maintenance Manual (CONTROLLED COPY).pdf PT-WAT-NSW-MN-OPS-2492 
123 Register of Operational Procedures (Controlled COPY) AG-WAT-NSW-RG-OPS-2725 
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Altogether has developed Recycled Water out of Specification Work Instructions for each scheme during the audit period. These work instructions detail 
the processes for rapidly notifying external stakeholders when there is contamination detected after the point of supply. 

The procedure for minimising cross-connections was chosen as a sample procedure for a more detailed audit. The Minimising the Risk of Cross-Connection 
Checks Policy and Procedure124 was provided and discussed at the audit. The document control properties indicate that the procedure was established in 
December 2018 and updated in June 2019.  The procedure in Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases 
with time as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection checks of 20% of all connections annually is not effective 
and is moving towards a risk-based approach. Flow is committed to implementing a risk-based, prioritised, statistically significant ongoing inspection 
program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets in a scheme or three units in a high rise building 
annually, to confirm that there are no cross-connections between potable and recycled water systems or tap-ins of potable to recycled water fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice that Altogether has received was not documented and it 
was not possible to verify if the advice was documented or from where in the industry it was sourced from, for example an accepted industry standard or 
peer reviewed document. Altogether provided a range of emails125 126written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an email states ‘[Consultant Name] has advised us that 
based on his conversations with Health the “magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections annually as 
we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy and Procedure it was unclear what a ‘statistically 
significant’ number of tests would equate to and how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides examples 
of potential operational criteria and monitoring, suggesting an ongoing cross-connection program, rolling 6-monthly audits with all properties audited at 
least every 5 years. Whilst the AGWR provides an example of an acceptable cross connection program, this audit has found that the existing Minimising 
the Risk of Cross-Connection Checks Policy and Procedure is not clear on the number of audits that need to be taken for each scheme and how the 
properties to be audited are to be chosen to ensure they are representative.  

When discussing the implementation of the procedure, it was noted that Altogether produced records of only three cross-connection audits127 undertaken 
in the audit period across all schemes, with a total of 8146 recycled water connections (as of April 2021). One cross-connection audit was undertaken each 
at Cooranbong, Huntlee and Box Hill. The Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 

 
124 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
125 Cross connection workshop with [Consultants Name] 28/`11/2018 
126 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
127 Flow Systems Customer Field Communications (Responses) 20210601 
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documented. Additionally, during the audit interviews Altogether staff advised (Water Operations Manager 31 May 2021) that there are insufficient staff 
resources to undertake a planned cross-connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is adequate to control the risk of on-lot cross 
connections. 

REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure to ensure that it clearly identifies the number of 
connections to be audited, audit procedure and the record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate to 
control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly audits with all properties audited at least every 5 years as an 
example of appropriate cross connection monitoring.  

Operational Monitoring 

Monitoring and Sampling Plan128 (MSP) was updated 3 times in the audit period, with the most recent version provided as evidence. The MSP was last 
updated in April 2021, and the document control table shows the changes that were made over the audit period and the date of the changes which have 
been considered in this audit. The MSP outlines the general approach to the operational monitoring of all schemes, and this is translated into the scheme 
specific Monitoring and Sampling Programs (MS Progs).  

When reviewing the operational monitoring of the LWC treatment processes, it was found that the MS Progs do not include typical129 operational 
parameters for the membrane bioreactors, for example: 

 Mixed Liquor Suspended Solids (MLSS) 
 Hydraulic Retention Time (HRT) 
 Membrane Flux 

Whilst the adequacy of the plans is not in the scope of the audit, the absence of critical operating parameters for the MBR is considered a gap in the 
operational monitoring programme. 

A recommendation has been made to ensure that the operational monitoring program is correctly documented on the MS Prog, or relevant alternative 
(REC-RW-2021-008). 

Inspection and Maintenance  

The Infrastructure Operating Plan130 (IOP) was first developed in 2014, the Document Issue Record indicates that the IOP was last updated on 18/3/21. The 
IOP describes a range of processes for ensuring continuity of supply of drinking, recycled and sewage services. Including planned and reactive inspections 
and maintenance.  

 
128 Monitoring and Sampling Plan (MSP)(Controlled COPY) AG-WAT-AUS-PL-OPS-1288 Revision 15 13 April 2021 
129 WaterSecure 2017, Membrane bio-reactor, WaterVal validation protocol, Australian WaterSecure Innovations Ltd, Brisbane. 
130 Operating Plan (IOP) (Controlled COPY) AG-WAT-NSW-PL-OPS-1279 18/3/21. 
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During the audit, the Computerised Maintenance Management System (CMMS) was shown in the audit, which included all assets and the work orders for 
inspections and maintenance. 

Records of inspection and maintenance were provided for each scheme and detailed below. 

Materials 

The RWQP Component 4.5.2 states that there is a formal process in place for evaluating materials and chemical and procuring products and services.  This 
includes following the Procurement Policy and Procedure131, which considers qualifications and experience, suitability of product, ability to supply in 
accordance with requirements, does not adversely affect Altogether’s ability to deliver to customers, safety and risk to environment, absence of conflicts 
of interest and corruption, lifecycle of materials (reused, sold, recycled) and social conscience. The Evaluating Products Materials and Chemicals 
procedure132 also needs to be followed, and Section 7 states that evidence be kept of the evaluation of potential suppliers against the criteria outlined in 
this document [not sighted]. This includes a requirement for materials that come into contact with recycled water or drinking water to be AS/NZS 
3500:2018 and AS/NZS 4020:2015 compliant.  It also addresses the requirements of ISO 9001 Clause .5, AS/NZS 4801 Clause 4.4.6, ISO 14001 Clause 8.1, 
ISO 45001 Clause 8.1.1, the AGWR Framework Element 4, and the ADWG Framework Element 4. 

Chemicals 

The RWQP Component 4.5.1 states that chemicals are sourced from reputable suppliers and deliveries are managed through a formal Chemical Delivery 
Procedure133. This instructs staff to complete the chemical checklist134 record the batch numbers of bulk chemical transfers on the delivery docket/note (or 
supplier form) and staple all delivery information together for storage on site.  There is also a requirement to check the SDS which accompanies the 
chemical.   

The Evaluating Products Materials and Chemicals procedure135 includes a requirement for materials that come into contact with recycled water or drinking 
water to be AS/NZS 3500:2018 and AS/NZS 4020:2015 compliant. It also states that the Scheme Operator is responsible for procuring goods and other 
supplies that meet the requirements of schemes and that all chemicals for use in the treatment process in both drinking water and recycled water should 
be evaluated for potential contamination, chemical and physical properties, maximum dosages, behaviour in water, migration, and concentration build-up. 
The supplier must supply a current SDS (within 5 years) and will possess a Quality management System that facilitates the tracking of product from raw 
material to delivery.  The supplier may be required to provide Altogether with NATA certified results for specified batch numbers.  The representative from 
Altogether may refuse to accept the delivery if the product does not meet requirements.  Visual inspections are a vital tool in determining non-
conformance and are listed in the Chemical Delivery Procedure and as a checkbox in the chemical delivery form. 

The Evaluating Products Materials and Chemicals procedure lists the details of the chemicals used by Altogether. Appendix 1 of the Chemical Delivery 
Procedure lists the chemicals used within each scheme. 

 
131 Procurement Policy and Procedure FS-ALL-AUS-PO-PRO-1465 Revision: 4.1 01 November 2019 
132 Evaluating Products Materials and Chemicals (Controlled COPY).pdf AG-WAT-NSW-PR-OPS-2715 Revision: 3 20 April 2021 
133 Chemical Delivery Procedure (Controlled COPY).pdf AG-WAT-NSW-PR-OPS-2591 Revision: 2 15 April 2021 
134 Chemical Delivery Form FS-WAT-FM-OPS-2628 Version 1.0 01 April 2019 
135 Evaluating Products Materials and Chemicals (Controlled COPY).pdf AG-WAT-NSW-PR-OPS-2715 Revision: 3 20 April 2021 
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A Chemical Spill Response procedure136 describes the responses required in the event of a chemical spill, and includes replenishing the spill kit and 
recording details in the Plant Diary. 

Examples of chemical delivery procedure implementation have been provided for each individual scheme (listed below in individual schemes). In summary, 
the Chemical Delivery Procedure was generally followed with the Chemical Delivery Form filled out and signed.   

Pitt Town 
During the Pitt Town inspection the operator demonstrated the Business Management System (BMS) which had access to all of the overarching licence 
plans and supporting documents, forms and procedures. Documents observed included (for example): 
 Pitt Town Operation and Maintenance Manual 
 Pitt town Recycled water Out of Specification Work Instruction 
 CCP Tables 
 Process Flow diagrams 

Operational Monitoring 

Pitt Town Monitoring and Sampling Program137 was updated in March 2021, and includes operational monitoring for the scheme. The online monitoring 
was demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks138 139 were 
provided, which include grab sampling and checking online instrument readings. 

Chemicals 
Records of chemical deliveries were filed on site and shown in the audit, including 
Citric Acid delivery from 23/4/2021140 141 142. 
 
Inspection and Maintenance  
The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 

 Work_Order 034362143 Weekly Operations and Maintenance Checks  
 Work_Order 035910144 Poly Chemical Storage Tanks  
 Work_Order 033160145 Monthly Volute Dehydrator Sept 2020 Pitt Town 

 
136 Chemical Spill Response AG-WAT-NSW-PR-OPS-2669 Revision: 2.0 15 April 2021 
137 Pitt Town Monitoring and Sampling Program (Controlled COPY) PT-WAT-NSW-PL-OPS-2849 19 March 2021 
138 Work_Order 034238 Weekly Control Points Check PT 
139 Work_Order 036607 Weekly Control Points Check PT 
140 Chemical Delivery Form 23/4/2021 
141 Integra Delivery Docket  
142 Certificate of conformance 23/4/2021 
143 Work_Order 034362 Weekly Operations and Maintenance Checks PT.pdf 
144 Work_Order 035910 Poly Chemical Storage Tanks PT.pdf 
145 Work_Order 033160 Monthly Volute Dehydrator Sept 2020 Pitt Town.pdf 
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 Work_Order 034317146 Pump Condition Assessment 
 
Central Park 
The procedure for Central Park LWC Restart after Extended Shutdown147 was discussed during the site inspection. This is a procedure for restarting the 
plant when the Chlorine Contract Time may be too low to get the plant started and includes manually running the dosing pump to raise the CT factor to 
within target. The operator explained the process during the inspection of the plant. 
 

Operational Monitoring 

Central Park Monitoring and Sampling Program148 was updated in March 2021, and includes operational monitoring for the scheme. The online monitoring 
was demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks149 150 were 
provided, which include grab sampling and checking online instrument readings. 

Chemicals 

Evidence of the delivery of two separate monthly shipments of chemicals delivered on 31/08/2020 and 25/09/2020, each with a delivery note151 152 that 
included batch numbers for bulk transfers, and a Chemical Delivery Form checklist completed and signed153 154 as per the Chemical Delivery Procedure. 

Inspection and Maintenance  

The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 

 Work_Order 031835155 Blower 6 Monthly Planned Maintenance required ‘6 Monthly Control Points to do on Rotary Blower in accordance with the LWC O&M 
Manual and OEM Manuals’ was completed by the due date. 

 Work_Order 037263156 Membrane Condition Assessment Monthly Control Points to do on Membrane Operating System, completed 16/4/2021. 
 Work_Order 037302157 Weekly Primary Screen Condition Assessment CP.pdf 
 Work_Order 037402158 Weekly Operations and Maintenance Assessment CP.pdf 

 
146 Work_Order 034317 Pump Condition Assessment PT.pdf 
147 Central Park LWC Restart after Extended Shutdown CP-WAT-NSW-PR-OPS-2580 
148 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
149 Work_Order 033786 Weekly Control Points Check CP 
150 Work_Order 037315 Weekly Control Points  Check CP 
151 20210517_112941.jpg 
152 20210517_112929.jpg 
153 20210517_112936.jpg 
154 20210517_112921.jpg 
155 Work_Order 031835 Blower 6 Monthly Planned Maintenance CP.pdf 
156 Work_Order 037263 Membrane Condition Assessment CP.pdf 
157 Work_Order 037302 Weekly Primary Screen Condition Assessment CP.pdf 
158 Work_Order 037402 Weekly Operations and Maintenance Assessment CP.pdf 
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 Work Order 031835159 Attachment Jobcard was a job undertaken by an external contractor or a 6 month minor service and safety check to a blower unit 
 
Huntlee  
Operational Monitoring 
Huntlee Monitoring and Sampling Program160 was updated in March 2021 and includes operational monitoring for the scheme. The online monitoring was 
demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks161 162 were provided, 
which include grab sampling and checking online instrument readings. 
 
Chemicals 
Evidence of the delivery of two separate shipments of chemicals delivered on 22/01/2021 and 04/03/2021, each with a delivery note that included batch 
numbers for bulk transfers, and a Chemical Delivery Form checklist completed and signed163 as per the Chemical Delivery Procedure. 
 
Inspection and Maintenance  
The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 
 Work_Order 033026164 Odour Control Weekly Condition and Maintenance HU.pdf 
 Work_Order 033360165 Monthly Volute Dehydrator Sept 2020 Huntlee.pdf 
 Work_Order 034007166 Weekly Operations and Maintenance Checks HU.pdf 
 Work_Order 034007167 Weekly Operations and Maintenance Checks HU 
 Work_Order 031923168 Quarterly Polymer Makeup System Huntlee 
 

Cooranbong 

Operational Monitoring 

 
159 Work Order 031835 Attachment Jobcard_For_Job_No_21533_06-07-2020_0916 Central Park.pdf 
160 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
161 Work_Order 031896 Weekly Control Points Check HT 
162 Work_Order 037065 Weekly Control Points Check HT 
163 Email from Scott Mutimer to Kim Staples on 14 May 2021 2:07pm containing images from relevant documents 
164 Work_Order 033026 Odour Control Weekly Condition and Maintenance HU.pdf 
165 Work_Order 033360 Monthly Volute Dehydrator Sept 2020 Huntlee.pdf 
166 Work_Order 034007 Weekly Operations and Maintenance Checks HU.pdf 
167 Work_Order 034007 Weekly Operations and Maintenance Checks HU 
168 Work_Order 031923 Quarterly Polymer Makeup System Huntlee.pdf 
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Cooranbong Monitoring and Sampling Program169 was updated in March 2021 and includes operational monitoring for the scheme. The online monitoring 
was demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks170 171 were 
provided, which include grab sampling and checking online instrument readings. 

Chemicals 

Evidence of the delivery of three separate monthly shipments of chemicals delivered on 22/01/2021, 04/03/2021 and 16/04/2021, each with a delivery 
note with batch numbers provided for bulk transfers, and a Chemical Delivery Form checklist completed and signed172, as per the Chemical Delivery 
Procedure.  

Inspection and Maintenance  

The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 

 Work_Order 033492173 Weekly Operations and Maintenance Checklist 9 Sept 2020.pdf 
 Work_Order 033641174 Weekly Diesel Generator 14 Sept 2020.pdf 
 Work_Order 034904175 Monthly Primary Screen CB.pdf 
 Invoice_9047881_00501176 (002) Chubb Fire Extinguisher and Annual Shower Cooranbong.pdf 
 Work_Order 031501177 Fire Extinguisher and Safety shower eye wash inspection CB.pdf 
 

Box Hill 

Operational Monitoring 

Box Hill Monitoring and Sampling Program178 was updated in March 2021 and includes operational monitoring for the scheme. The online monitoring was 
demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks179 180 were provided, 
which include grab sampling and checking online instrument readings. 

 
169 Cooranbong Monitoring and Sampling Program (Controlled COPY)CO-WAT-NSW-PL-OPS-3093 19 March 2021 
170 Work_Order 034475 Weekly Control Points Check CB 
171 Work_Order 037708 Weekly Control Points Check CB 
172 Email attachment from Scott Mutimer to Kim Staples on 14 May 2021 4:15pm 
173 Work_Order 033492 Weekly Operations and Maintenance Checklist 9 Sept 2020.pdf 
174 Work_Order 033641 Weekly Diesel Generator 14 Sept 2020.pdf 
175 Work_Order 034904 Monthly Primary Screen CB.pdf 
176 Invoice_9047881_00501 (002) Chubb Fire Extinguisher and Annual Shower Cooranbong.pdf 
177 Work_Order 031501 Fire Extinguisher and Safety shower eye wash inspection CB.pdf 
178 Box Hill Monitoring and Sampling Program (Controlled COPY) BH-WAT-NSW-PL-OPS-1713 19 March 2021 
179 Work_Order 032837 Weekly Control Points Check BH 
180 Work_Order 035319 Weekly Control Points Check BH 
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Chemicals 

Evidence of the delivery of two separate monthly shipments of chemicals delivered on 26/03/2021 and 23/04/2021, each with a delivery note181182, a 
signed Certificate of Conformance from the supplier with batch numbers recorded183 184, and a Chemical Delivery Form185 checklist completed and 
signed186 187 as per the Chemical Delivery Procedure188.  

Inspection and Maintenance  

The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 

 Work_Order 033166189 Monthly Primary Screen Condition and Maintenance  
 Work_Order 035935190 Weekly Operations and Maintenance Check included the task ‘Maintenance and operational monitoring checklist in accordance with the 

LWC O&M Manual and relevant OEM Manuals’ and was completed by the due date (1/2/2021). 
 Work_Order 032070191 UV Condition Assessment included the task ‘Monthly Control Points to do on UV Reactor & Equipment in accordance with the LWC O&M 

Manual and OEM Manuals’. This was due to be completed by 28/07/2020 and was closed out by 21/07/2020. 
 Work_Order 033034192 Weekly Diesel Generator Test Run and check  
Green Square 
Operational Monitoring 
Green Square Monitoring and Sampling Program193 was updated in March 2021 and includes operational monitoring for the scheme. The online 
monitoring was demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks194 195 
were provided, which include grab sampling and checking online instrument readings. 
Chemicals 
Evidence of the delivery of two separate monthly shipments of chemicals delivered on 03/08/2020 and 17/12/2020, each with a delivery note and a 
Chemical Delivery Form checklist completed and signed.  

 
181 CDDeliveryNote-BH210326.jpg 
182 CDDeliveryNote-BH210423.jpg 
183 CertConf210326-BH.jpg 
184 CertConf210423-BH.jpg 
185 Chemical Delivery Form FS-WAT-FM-OPS-2628 Version 1.0 01 April 2019 
186 ChemDeliveryForm 210326- BH.jpg 
187 ChemDeliveryForm 210423-BH.jpg 
188 Chemical Delivery Procedure (Controlled COPY).pdf AG-WAT-NSW-PR-OPS-2591 Revision: 2 15 April 2021 
189 Work_Order 033166 Monthly Primary Screen Condition and Maintenance BH.pdf" 
190 Work_Order 035935 Weekly Operations and Maintenance Check BH.pdf 
191 Work_Order 032070 UV Condition Assessment BH.pdf" 
192 Work_Order 033034 Weekly Diesel Generator Test Run and check BH.pd 
193 Green Square Monitoring and Sampling Program (Controlled COPY GS-WAT-NSW-PL-OPS-2421 Version 2 19 March 2021 
194 Work_Order 035765 Weekly Control Points Check GS 
195 Work_Order 036702 Weekly Control Points Check GS 
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Inspection and Maintenance  
The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 
 Work_Order 037344196 Passive Condition Ladder Assessment Green Square.pdf 
 Work_Order 032150197 Passive Maintenance Inlet Penstock Green Square.pdf 
 Work_Order 037102198 Weekly Compressor Condition and Maintenance Green Sqaure.pdf 
 Work_Order 037207199 Site Weekly Maintenance Checklist Green Square.pdf 
 
Discovery Point 
Operational Monitoring 
Discovery Point Monitoring and Sampling Program200 was updated in March 2021 and includes operational monitoring for the scheme. The online 
monitoring was demonstrated during the audit and was consistent with the MS Prog and the process flow diagram. Evidence of weekly CCP checks201 202 
were provided, which include grab sampling and checking online instrument readings. 
Chemicals 
Evidence of the delivery of two separate shipments of chemicals delivered on 03/03/2021 and 17/03/2021, each with a delivery note203 204, a signed 
Certificate of Conformance from the supplier with batch numbers recorded205 206, and a Chemical Delivery Form checklist completed and signed207 208 as 
per the Chemical Delivery Procedure209.   
Inspection and Maintenance  
The following work orders demonstrating the implementation of the inspection and maintenance processes were provided: 
 Work_Order 034479210 Weekly Site Operations and Maintenance checklist DP.pdf 
 Work_Order 036482211 Primary Screen Active Condition and Maintenance DP.pdf 
 Work_Order 033749212 Poly Chemical Storage Tank Condition and Maintenance DP.pdf 

 
196 Work_Order 037344 Passive Condition Ladder Assessment Green Square.pdf 
197 Work_Order 032150 Passive Maintenance Inlet Penstock Green Square.pdf 
198 Work_Order 037102 Weekly Compressor Condition and Maintenance Green Sqaure.pdf 
199 Work_Order 037207 Site Weekly Maintenance Checklist Green Square.pdf 
200 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
201 Work_Order 032963 Weekly Control Points Check DP 
202 Work_Order 034994 Weekly Control Points Check DP 
203 20210517_092755.jpg 
204 20210517_092823.jpg 
205 20210517_092803.jpg 
206 20210517_092830.jpg 
207 20210517_092748.jpg 
208 20210517_092815.jpg 
209 Chemical Delivery Procedure (Controlled COPY).pdf AG-WAT-NSW-PR-OPS-2591 Revision: 2 15 April 2021 
210 Work_Order 034479 Weekly Site Operations and Maintenance checklist DP.pdf 
211 Work_Order 036482 Primary Screen Active Condition and Maintenance DP.pdf 
212 Work_Order 033749 Poly Chemical Storage Tank Condition and Maintenance DP.pdf 
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 Work_Order 034472213 UV Active Condition and Maintenance External Contractor DP 
 
Shepherds Bay 
The Shepherd’s Bay LWC is not yet operational and there are not CCPs, operational monitoring, chemical deliveries or maintenance inspections. 
 

AGWR Element 5 IPART’s Audit Initiation letter identifies the following requirements for Element 5: 

 The consolidated sampling plan is followed, and monitoring data is verified to be representative and reliable.  
 Procedures for sampling and testing are followed.  
 Adequate resources are provided to ensure valid and reliable results of recycled water quality monitoring.  
 Results of recycled water verification monitoring are used to evaluate conformity to criteria set in the WQP-RW.  
 Complaints and comments from users are evaluated, whether received from the scheme retail supplier or direct to network operator.  
 Short-term evaluation of monitoring results and user feedback is used to verify that the quality of the recycled water conforms to established targets 

and meets user expectations.  
 Corrective responses to non-conformances are implemented in accordance with documented procedures; or where network operator has deviated 

from documented procedure, reasons are documented and the response has provided an equal or improved management of risk.  
 Planned changes are controlled and consequences of unintended changes reviewed, action taken to mitigate any adverse effects, as necessary.  
Overall 

The Recycled Water Quality Plan214  and the Monitoring and Sampling Plan215 (MSP) were provided along with an extract216 of Altogether’s monitoring 
results database which includes the results of the verification monitoring for all schemes during the audit period. 

Overall, the audit found that Altogether is implementing the verification monitoring program, procedures for testing and sampling are being followed, and 
adequate resources are being allocated to ensure valid and reliable results. 

During the audit period, a new monitoring location was implemented, identified as Point of Use Main (PoUM), to take a sample of the water supplied in 
the network. This is included in the weekly monitoring with rotating Point of Use (PoU) points sampled. During the audit period, the analysis of Clostridial 
spores was replaced with Clostridium perfringens to reduce the instance of exceedances, previously noted. 

During the audit interviews, Altogether demonstrated a new process for reviewing data and checking compliance with the monitoring program using a 
Power BI database that included checking the number of samples taken, the frequency of sampling, and that the results are compliant. The database 
extract was reviewed and the auditor confirmed that the MS Progs are being implemented and the required samples are being taken at the correct 
frequencies. 

 
213 Work_Order 034472 UV Active Condition and Maintenance External Contractor DP 
214 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
215 Monitoring and Sampling Plan (MSP)(Controlled COPY) AG-WAT-AUS-PL-OPS-1288 Revision 15 13 April 2021 
216 Extract Altogether Group Eurofins Data 
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The results are reviewed in a fortnightly team meeting, with a pdf document prepared for each scheme. The April 2021 pdf for Box Hill was shown in the 
audit. A separate report is prepared for management review, which includes a summary for all schemes microbiological analysis results, network chlorine 
performance, exceedances and environmental monitoring. The April 2021 report was shown in the audit. 

Altogether has developed Recycled Water Out of Specification Work Instructions for each scheme during the audit period for corrective response to non-
conformances. These work instructions detail the processes for rapidly notifying external stakeholders when there is contamination detected after the 
point of supply. Based on the incident records (discussed in the Element 6 findings) Altogether implemented its Recycled Water Out of Specification Work 
Instructions. 

The Complaints and Disputes Resolution Policy217 (the Complaints policy) was provided for the audit, along with the details of all complaints, and the 
records of communication and handling of the complaints. Records for complaints include the Zendesk entry, emails and other relevant forms. Details to 
the scheme specific records are provided below. Altogether implemented its procedures for Complaints Handling. 

Changes to the monitoring plan are captured on the document control tables on the MSP and MS Progs. Significant changes to the monitoring plan are 
managed under the Change Notice process with NSW Health. Evidence of the process was shown on Change Notice 1218. 

Pitt Town 
Pitt Town Monitoring and Sampling Program219 details the verification monitoring program, and the review of the data extract indicated that for the PoS 
sampling location that the following sampling had been completed as scheduled: 
 Annual physical and chemical 
 Six Monthly physical and chemical 
 Monthly Adenovirus, physical and chemical 
 Weekly physical and chemical (TN and TP)Weekly microbiological 

Point of Use samples and total and free chlorine regularly failed to meet the minimum value with 5 samples failing to reach the minimum total chlorine 
value and 7/14 samples failing to reach the minimum free chlorine value. Complaints records for the audit period included 16/12/2020 - Rate Increase 
Complaint220 221. Records of the complaint, communication and the Zendesk records were provided. 

OFI-RW-2021-003 Develop a program to investigate and improve low chlorine residuals in the network. 

Central Park 
Central Park Monitoring and Sampling Program222 details the verification monitoring program, and the review of the data extract indicated that or the PoS 
sampling location that the following sampling had been completed as scheduled: 
 Annual physical and chemical 

 
217 Complaints and Disputes Resolution Policy AG-ALL-AUS-PO-RET-1249 Revision 6 – 21 December 2021 
218 Change Notice 1 - Monitoring and Sampling Programmes_All schemes_APPROVED 
219 Pitt Town Monitoring and Sampling Program (Controlled COPY) PT-WAT-NSW-PL-OPS-2849 19 March 2021 
220 #418843 - Pitt Town - Account Notes201216 
221 #418843 - Pitt Town – Zendesk Tisket 
222 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
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 Monthly physical and chemical 
 Weekly physical and chemical (TN and TP) 
 Weekly microbiological 
Point of Use samples for total and free chlorine regularly failed to meet the minimum value with 10/11 samples failing to reach the minimum total chlorine 
value and 9/11 samples failing to reach the minimum free chlorine value. An opportunity for improvement has been identified to investigate and improve  

OFI-RW-2021-003 Develop a program to investigate and improve low chlorine residuals in the network. 

Complaints records for the audit period included: 

 23/6/2020 – High Water Bill223 224 
 21/10/2020 – High water bill225 226 
 28/10/2020 – Amount owing complaint227 228 
Records of the complaint, communication and the Zendesk records were provided. 
Huntlee  
Huntlee Monitoring and Sampling Program229 details the verification monitoring program, and the review of the data extract indicated that for the PoS 
sampling location that the following sampling had been completed as scheduled: 
 Six monthly physical and chemical 
 Monthly microbiological, physical and chemical 
 Weekly microbiological 
Point of Use (PoU) Annual sampling was completed as scheduled. PoU samples for total and free chlorine regularly failed to meet the minimum value with 
15 samples failing to reach the minimum total chlorine value and all samples failing to reach the minimum free chlorine value. An opportunity for 
improvement has been identified to investigate and improve chlorine residual in the network to ensure water quality does not deteriorate after the point 
of supply (OFI-RW-2021-003). 

The Huntlee Environmental monitoring program (at the Creek Downstream location) returned high microbiological values including E. coli recorded values 
of 360 cfu/100mL and 2200 cfu/100mL, Clostridium perfringens recorded values of 700 cfu/100mL and 100 cfu/100mL, and Somatic Coliphage recorded 
values of 100 cfu/100mL and <1 cfu/100mL respectively for July 2020 and March 2021 sampling. It was discussed that the results are reviewed upon 
receipt and the high concentrations of human sewage indicators may be due to the septic tanks on properties. When discussing the results, it was 

 
223 #325440 - Central Park - Account notes and follow up tickets 200909 
224 #325440 - Central Park - Zendesk ticket 200909 
225 #390299 - Central Park 8 Park Lane - Account Notes & Transaction History 201021 
226 #390299 - Central Park 8 Park Lane- Zendesk Ticket 201021 
227 #393695 - Central Park West - Zendesk Ticket 201028 
228 #393695 - Central Park West - Account Notes 201028 
229 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
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uncertain if there was an action limit or a value for the parameters that would trigger an investigation or reporting to an environmental regulator.  A 
recommendation has been made to establish criteria for action when environment monitoring results indicate potential environmental harm. 

REC-RW-2021-010 For surface water and other environmental monitoring processes, identify appropriate limits to trigger further investigation and 
reporting to determine the source of human sewage indicators and to implement actions to reduce environmental harm.  

Complaints records for the audit period included: 
 23/7/2020 – unacceptable number of mistakes on water bills230 231 
 30/10/2020 – High water bill232 233 
Records of the complaint, communication and the Zendesk records were provided. 
Cooranbong 
Cooranbong Monitoring and Sampling Program234 details the monitoring programs for the Stage 2 monitoring program for the Commencement of 
Commercial Operations and the LWC. A checklist235 was provided indicating that the cut over occurred on 15/12/2021. 
Monthly physical and chemical sampling (including TN, TP) and Monthly microbiological (Adenovirus) commenced in December 2020. Weekly E. coli 
sampling commenced on 25/11/2020. 
One complaint was recorded on 19/7/2020 – Child drinking from Recycled water tap236 237. Records of the complaint, communication and the Zendesk 
records were provided. It was noted that the customer had accessed Altogether’s website to identify the next steps after noticing the child had consumed 
water from the recycled water tap. The customer stated that they could not find advice on what action should be taken following consumption the 
recycled water. It should be noted that the network was charged with drinking water at the time of the incident. 
An opportunity for improvement has been identified to improve the information provided to customers on actions to take when exposed to recycled 
water. 
OFI RW-2021-004 Consider including information on the website providing advice on the health risk of exposure or consuming recycled water and options 
for next actions following exposure or consumption.  
Box Hill 
Box Hill Monitoring and Sampling Program238 details the verification monitoring program. The review found that the: 
Annual Physical and Chemical sampling water completed as scheduled. 
In May 2020, there were no monthly physical and chemical samples taken, and there was a 6-week gap in sampling, however a sample was take on 1 June 
2020 and another prior the end of June, resulting in no gaps in the number of samples taken for the audit period. It was discussed that the sampling was 
scheduled for the end of the month, and in this instance the sample was not taken until 1 June 2021. 

 
230 #340756 - Huntlee - Zendesk Ticket 200723 
231 #340756 - Huntlee - Account notes and bill copies 200723 
232 #395036 - Huntlee - Zendesk Ticket201030 
233 #395036 - Huntlee - Account Notes201030 
234 Cooranbong Monitoring and Sampling Program (Controlled COPY)CO-WAT-NSW-PL-OPS-3093 19 March 2021 
235 201216 Checklist - Commencement of Commercial Operations Cooranbong LWC rev 1 
236 Audit 2021 - Zendesk Ticket 338166 ( Water consumption  - (6 Cossentine Street )210720 
237 Incident Written Notification - 6 Cossentine 200720 
238 Box Hill Monitoring and Sampling Program (Controlled COPY) BH-WAT-NSW-PL-OPS-1713 19 March 2021 
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The Total Chlorine results failed for 97% of samples from customer properties., with only 2 samples out of 77 from customer properties recording a Total 
Chlorine reading above the target limit of >0.6 mg/L. 

Free Chlorine – failed for 95% of samples from customer properties.  Only 4 samples out of 77 from customer properties had Free Chlorine above the 
target limit of >0.2 mg/L. 

An opportunity for improvement has been identified to investigate and improve chlorine residual in the network to ensure water quality does not 
deteriorate after the point of supply (OFI-RW-2021-003). 

The MS Prog details the monitoring of Total Nitrogen and Phosphorus with target limits of 5 mg/L and 2 mg/L respectively and operational limits of 15 
mg/L and 5 mg/L respectively.  The results indicate: 

 Total Nitrogen – 29 of the 36 samples (80%) were above the target limit of ≤5 mg/L, with the maximum being 14.5 mg/L. 
 Total Phosphorus – 3 samples (9%) were above the target limit of ≤2 mg/L, with the maximum being 8.0 mg/L. 

Whilst there limits in the MS Prog are ‘target’ and ‘operational’ it is unclear how the high nutrients in the treated recycled water may affect the local 
environmental over the long term. An opportunity or improvement has been identified to investigate the long-term impacts of the high levels of nutrients 
in the recycled water produced by the scheme. 

OFI-RW-2021-005 Review the nutrients verification monitoring results for recycled water and investigate the potential for environmental harm, and 
implement controls were required. 

Customer complaints records include: 
 31/07/2020 – overdue amount enquiry239 240 
 23/6/2020 – Cloudy and dirty water in toilet241 
 5/7/2020 -Odour242 243 
Green Square 

Green Square Monitoring and Sampling Program244 details the verification monitoring program, and the review of the data extract indicated that or the 
PoS sampling location that the following sampling had been completed as scheduled: 

 Annual physical and chemical 
 Monthly microbiological, physical and chemical 
 Weekly microbiological 

 
239 #345052 - Box Hill - Zendesk Ticket 200731 
240 #345052 - Box Hill - Account Notes 200731 
241 Water Complaint Triage Checklist  - Several Addresses 200623 
242 Water Complaint Triage Checklist - 30 Triumph Box Hill (Odour) 200705 
243 Audit 2021 - Water Quality RW Odor - 30 Triumph Rd 200709 
244 Green Square Monitoring and Sampling Program (Controlled COPY GS-WAT-NSW-PL-OPS-2421 Version 2 19 March 2021 
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Point of Use (PoU) Annual sampling and six monthly sampling completed as scheduled 

PoU samples for total and free chlorine regularly failed to meet the minimum value with 7/10 samples failing to reach the minimum total chlorine value 
and 8/10 samples failing to reach the minimum free chlorine value. 

OFI-RW-2021-003 Develop a program to investigate and improve low chlorine residuals in the network. 
 
Discovery Point 
Discovery Point Monitoring and Sampling Program245 details the verification monitoring program, and the review of the data extract indicated that or the 
PoS sampling location that the following sampling had been completed as scheduled: 
 Annual physical and chemical 
 Monthly physical and chemical 
 Weekly physical and chemical (TN and TP) 
 Weekly microbiological 
Point of Use samples for total and free chlorine regularly failed to meet the minimum value with 9/10 samples failing to reach the minimum total chlorine 
value and 8/10 samples failing to reach the minimum free chlorine value. 
OFI-RW-2021-003 Develop a program to investigate and improve low chlorine residuals in the network. 
 
No complaints were recorded. 
Shepherds Bay  
Weekly monitoring of E. coli was completed as scheduled under the MS Prog. No complaints were recorded. 

AGWR Element 6 IPART’s Audit Initiation letter identifies the following requirements for Element 6: 

 Incident and emergency communications protocols are implemented as described in the WQP-RW, and follow the requirements of IPART’s Network 
Operator’s Reporting Manual and notification requirements as set out in the WIC Regulations sch 1, cl.1(2).  

 Employees are trained in incident and emergency response protocols and the plans are tested as appropriate.  
 Following any incident and emergency situation, an investigation is undertaken, and all appropriate staff debriefed. Protocols have been revised as 

necessary.  

Overall 

Network Operator’s Reporting Manual246 states: 

Licensees must immediately notify IPART of any incident in the conduct of their activities that threatens, or could threaten, water quality, public health 
or safety. 

 Immediate notification must also be given to: 

 
245 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
246 IPART Reporting manual - Network Operator Reporting Manual - July 2020 
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 The Minister administering the Public Health Act 

 The Minister administering the WIC Act (the Minister) 

 Any licensed retail supplier that supplies water or provides sewerage services by means of the licensee’s infrastructure  

 Any other licensed network operator or public water utility whose infrastructure is connected to the licensee’s infrastructure.  

The Recycled Water Quality Plan247 provides a diagram in Section 6 which depicts the framework for managing recycled water incidents and emergencies. 
The Incident Management Plan248 (IMP) provides the overarching framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, Department of Planning and Environment and other 
licenses and public water utilities. 

The Water Operations Incident Management, Reporting and Investigation Procedure249 provides flow diagrams that give an overview of incident 
management. This includes the requirement for the incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 

The Incident Notification Protocol with NSW Health250 was updated in February 2021 and includes the contact details of the relevant Public Health Units to 
be notified for each scheme. 

It was noted that both documents above include definition of recycled water events that are to be reported as per the licence. In both documents, a 
recycled water event identified as ‘recycled water delivered to customers below the AGWR values measured at the point of supply or point of use’. This 
appears to be an error and the event should be defined as recycled water delivered to customers that does not comply with the documented water quality 
criteria. Additionally, the AGWR does not identify specific water quality criteria for recycled water and the water quality criteria are documented on the MS 
Progs for each scheme.  A recommendation has been made to review the Water Operations Incident Management, Reporting and Investigation Procedure 
and Incident Notification Protocol with NSW Health to clearly define the recycled water event with reference to the documented water quality criteria.  

REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and Investigation Procedure and Incident Notification 
Protocol with NSW Health to ensure that the definition of a recycled water event refers to the documented water quality criteria for recycled water in the 
Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Altogether provided the Incident Register251 that showed the incidents that occurred in relation to Water Operations which was consistent with the 
notifications made to IPART during the audit period. 

The Internal Incident Contact Register252 was last updated on 15 April and the document contains track changes showing that it was last updated on 26 
February 2021, providing an indication that the register has been reviewed. The register includes internal contact for emergencies at each scheme and for 
different types of emergencies. 

Other procedures that sit under the incident management framework include: 

 
247 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
248 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
249 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
250 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
251 Water Ops Incident Register (exported from SharePoint on 15Jun21 for audit period) 
252 Internal Incident Contact Register AG-ALL-AUS-RG-INC-2563 Version 5.1 15 April 2021 
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 Out of specification procedures for each scheme  

 Responding to sewage overflows 

 Unplanned outages 

The out-of-specification procedures (for example Pitt Town253) includes the process for investigation when an out-of-specification parameter is detected. 
The process includes notifying stakeholders, retesting the out-of-specification parameter, and checking treatment processes. 

Altogether provided its Incident Registers254 255 that details all incidents that occurred in the audit period details of each water quality incident are included 
below in the scheme specific assessment. 

During the audit the number of incidents attributed to laboratory errors was discussed. Altogether provided evidence256 of communication for the issues 
experienced during the audit period. Changes that Altogether has implemented to improve the accuracy and reliability of the data received from Eurofins 
includes: 

 Regular meeting to discuss the issues 
 The communication Register recording the issue, internal investigation and report back on the issues 
 training and staff turnover 
 The lab has developed SOPS for new staff to come on board and induction 
 Collection duplicate samples on each sample event 
 If there is insufficient volume, Eurofins are required to do a retest. If there is a duplicate this will be retested or confirm if there was a need to 

collect another sample. 
 parallel testing for fluoride but the lab could not confirm if there was an error or issue with the method. 

The Eurofins sampling management plan257 was also shown in the audit. Altogether also undertook an audit258 of the Eurofins Lab and noted no issues. 

Altogether provided the presentation259 for incident training Altogether provided evidence of an incident training package260 which included: 
1. Incident management compliance obligations 
2. Incident roles and responsibilities 
3. Incident management procedures 
4. Water Quality Incident Reporting and Investigation Procedure 

An opportunity or improvement was identified to include learnings from incidents that have occurred in the water industry to improve awareness of water 
supply risks. 

 
253 Pitt Town Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf PT-WAT-NSW-WI-OPS-3558 
254 Water Ops Incident Register (exported from SharePoint on 15Jun21 for audit period) 
255 Corrected Water Ops Incident Register (exported from SharePoint on 17Jun21 for audit period) 
256 Flow Systems – Communication Register – V1.1 
257 QS-INS-4205_R0 - EUROFINS SAMPLING MANAGEMENT PLAN - FLOW SYSTEMS 
258 4.3 2nd party Eurofins Lane Cove ISO17025 Audit 2021 
259 Water Operations Incident Reporting and Investigation Training Package FS-ALL-AUS-TP-HSEQ-3020 
260 3020 Water Operations Incident Reporting and Investigation Training Package.pptx FS-ALL-AUS-TP-HSEQ-3020 
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OFI-RW-2021-006 Consider establishing an ongoing process to include learnings from incidents that have occurred in Australia and overseas, to inform 
incident management in relevant forums, such as meetings, training and toolbox meetings. 

 

Pitt Town 
Incident PT_134 (20 March 2020) 

 Form A261 and Email262 
 Form B263 and email264 
Form A provided the initial notification that was sent to the required stakeholders. The Form B email included the investigation relating to the sampling of 
Clostridia and Clostridium perfringens. 
The result of the investigation indicates that the non-compliance may have been due to the sampling parameters and the monitoring program has been 
revised to include Clostridium perfringens rather than Clostridia. 
 
Incident PT_159 (6/7/2020) 
 Email - Form A Incident Notification265  
 Email - Form B Incident Notification266  
 Form A Incident Notification267  
 Form B Incident Notification268  
 
A sample taken on 06/07/2020 at Pitt Town Point of Supply tested positive for somatic coliphage. The lab result was reported on 09/07/20 ~1pfu/100ml. 
This sample point is located at the Recycled Water distribution pumps.  
 
Form A was sent on 10/7/2020, with follow up information sent on 15/7/2020. Form B was sent on 27/7/2020. Form B indicates a ‘False positive’. 
Debrief is documented  in HSEQ (SUS) Meeting Aug 2020269. 
Central Park 
No incidents were reported in relation to Central Park. 
Huntlee  
 

 
261 Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20.pdf 
262 RE Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20.msg 
263 Form B Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20_Form.pdf 
264 Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20 date 11Jun20 
265 FW_ Form A Incident Notification WICA_Pitt Town_Somatic Coliphage Exceedance_09_07_2020.msg 
266 RE_ Form B Incident Notification WICA_Pitt Town_Somatic Coliphage Exceedance_09_07_2020.msg 
267 Form A Incident Notification WICA_Pitt Town_PT1_RW_POS_Somatic Coliphage_09July2020_Update No.1 14July20.pdf 
268 Form B Incident Notification WICA_Pitt Town_PT1_RW_POS_Somatic Coliphage_09July2020_Report date 24Jul20.pdf 
269 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
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Incident HU_169 (6 August 2020) 
 Form A270 and Email271 
 Form B272 and Email273 
 
This incident related to a number of metal parameters returning high values and the investigation indicated that it was likely a sampling error. Evidence of 
debrief is documented in HSEQ (SUS) Meeting Aug 2020274. 
Cooranbong 
Incident CO_184 (14 October 2020) 
 Form A Incident Notification275 and updated Form A276 
 Email - Form A Incident Notification277  
 Form B278  
 Email - Form B Incident Notification279  
Form A was sent on 15/10.2020 and the investigation report (Form B) was sent on 26/11/2020. This incident relates to a fluoride exceedance in the 
recycled water network that was supplied with drinking water. The investigation indicated that the incident was due to a lab error. Evidence of the debrief 
is provided in HSEQ Meeting Dec 2020280 
 
Incident CO_160 (19 July 2020) 
 160CO200720FormAB.pdf281 
 Forms A and B282  
 Email Forms A and B283  
 
Both forms were sent on the same day, 21 July 2020. This incident related to a child drinking from a recycled water tap, however the network was still 
charged with drinking water. The outcome was to review the risks with NSW Health. 
 

 
270 Form A Incident WICA Notification_Huntlee_RW PoS Metals_6Aug20.pdf 
271 Form A Incident Notification WICA Huntlee Recycled Water - Copy.msg 
272 Form A B Incident WICA Notification Huntlee RW PoS Metals 6Aug20 Incident 169 
273 RE_ Form A Incident Notification WICA Huntlee Recycled Water 
274 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
275 Form A Incident Notification WICA_Cooranbong 184 CO 14Oct20 Fluoride Exc.pdf 
276 Form A Incident Notification WICA_Cooranbong UPDATE 184 CO 21Oct20 Fluoride Exc 
277 Form A Incident Notification WICA Cooranbong - Recycled Water Fluoride Exceedance 
278 Form B 184 CO 26Nov2020 Fluoride Exc.pdf 
279 Form B Incident Notification WICA Cooranbong - Recycled Water Fluoride Exceedance - Laboratory Method 
280 HSEQ (SUS) Meeting Dec 2020 
281 160CO200720FormAB.pdf 
282 Forms A and B Incident WICA Notification_Cooranbong.pdf 
283 FW_ Forms A and B Incident Notification WICA Cooranbong.msg 
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Box Hill 
Incident BH_214 (8 December 2020) 
 Email - Form A284  
 201209 Form A285  
 Form B286  
 Email - Form B & Closeout of Incident 24_12_2020287 
Form A was sent to stakeholders on 9/12/2020 and Form B sent on 24/12/2020. The investigation indicated a lab error for the non compliant E. coli value. 
 
Incident BH_158 (9 July 2020) 
 Email Form A288  
 Form A289  
 Form B290  
 Email - Form B 
This incident included a Clostridia detection of 31 cfu/100 ml and a Clostridium perfringens detection of ~1 cu/100mL. Initial notification was made on 
10/7/2020, additional information was provided on 15/7/2020. Form B was sent on 27/7/2020. The debrief is documented in HSEQ (SUS) Meeting Aug 
2020291. 
 
Incident BH_148 (22 June 2020) 
Form A292  
Email - Form A293  
Form B294  
Email - Form B295 
This incident related to a 600 L sewage overflow across a road and into a stormwater drain and basin. Form A was sent on 22/6/2020,Form B was sent on 
16/7/2020.  
 
Incident BH_135 (27 April 2020) 

 
284 Form A __UPDATE__ Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg 
285 201209 Form A Incident Notification WICA_Box Hill.pdf 
286 Form B Incident Notification WICA_Box Hill.pdf 
287 ### Form B & Closeout of Incident 24_12_2020 ### RE_  
288 RE_ Form A Incident Notification WICA_BoxHill_Clostridia Exceedance 09_07_2020.msg 
289 Form A Incident Notification WICA_Box Hill_BH3_RW_POU_Clostridia_06Jul20_Update No. 1 14Jul20.pdf 
290 Form B Incident Notification WICA_Box Hill_BH3_RW_POU_Clostridia_06Jul20_Report date 24Jul20.pdf 
291 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
292 Form A_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd._22Jun20.pdf 
293 Form A_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd__22Jun20.msg 
294 Form B_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd._22Jun20_Report date 14Jul20.pdf 
295 Form B_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd__22Jun20_Report date 14Jul20.msg 
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 Email Forms A296 
 Forms A297 and Forms A_ Update298  
 Forms B299 
 Email Form B300 
Form A was sent on 27/4/20 and Form B was sent on 22/5/2020. The incident related to a sewage leak from damaged pipe on outlet of on-lot sewage tank 
leading to sewage leak into stormwater system and ponding in stormwater detention basin. A tanker was used to pump out in the basin and subsequent 
testing did not identify E. coli in the basin. 
Green Square 
 
Incident GS_152 (29 June 2020) 
 Email - Forms A and B301  
 Forms A and B302  
This incident related to an operational change of a CCP by an operator for the UF system. Both Forms A and B were submitted on 29/6/2020. The incident 
occurred on 21 June 2020 and on the 24/06/20 the UF stopped operating above the critical limit’. It is unclear when the incident was detected. The 
incident debrief is documented in HSEQ (SUS) Meeting Aug 2020303. 
 
Incident GS_151 (27 June 2020) 
 Form A304 and email 
 Email - Form A305  
 Form B306  
 Email Form B307  
The incident related to a Clostridia detection of ~1. The date of the incident on Form A is 27 June 2020 Form A was submitted on 27 June 2020 and Form B 
was submitted on 21/7/2020. The investigation indicated that this was a lab error and a low-level detection. The incident debrief is documented in HSEQ 
(SUS) Meeting Aug 2020308. 
Discovery Point 

 
296 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20 EPA Ref_ C06587-2020.msg 
297 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20.pdf 
298 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20_Update No.1 28Apr20.pdf 
299 Forms B_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_Incident date 27Apr20_Form date 22May20.pdf 
300 RE_ Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20 EPA Ref_ C06587-2020.msg 
301 Forms A and B Incident Notification WICA_Green Square_UF CCP exceedance_21Jun20_Report date 27Jun20.msg 
302 Forms A and B Incident Notification WICA_Green Square_UF CCP exceedance_21Jun20_Report date 27Jun20.pdf 
303 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
304 Forms A Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.pdf 
305 Form A Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.msg 
306 Form B Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20_Report date 29Jun20.pdf 
307 Form B Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.msg 
308 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
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No recycled water incidents were reported in relation to Discovery Point in the audit period however, an incident that happened throughout the audit 
period and reported on where the incorrect details of the Chlorine Contact tank were entered into SCADA, affecting the C.t. calculation CCP. This was 
reported309 on 19/5/2021. The investigation and final Form B have not yet been finalised. 
 
Shepherds Bay 

No recycled water incidents were reported in relation to Shepherds Bay in the audit period, however there was an incident that occurred during the audit 
period, that was identified and reported310 outside the audit period, where recycled water was connected to a rainwater tank, that ultimately fed an 
interactive water play park. The recycled water network was charged with drinking water at the time. 

A recommendation has been made to ensure there is a process to regularly confirm that there are no unapproved connections to recycled water.  

REC-RW-2021-012 Establish a program to regularly audit the recycled water network to ensure there are no connections to unapproved uses. 
 

AGWR Element 7 IPART’s Audit Initiation letter identifies the following requirements for Element 7: 

 Operators have a general understanding of the regulatory requirements of licensed network operators under the WIC Act. – protection of public 
health  

 Operators and relevant contractors are aware of the recycled water policy and objectives of the WQP-RW (overlap with element 1).  
 Operators and relevant contractors understand water quality and environmental risk management principles set out in the WQP-RW, characteristics 

of the recycled water supply system and preventive strategies in place, consequences of system failures and how to apply and follow risk 
management principles.  

 Operators and relevant contractors should be aware of the arrangements that the scheme retail supplier has in place to manage its obligations (eg. 
communication with end users, training) and that the licensee must/use best endeavours to ensure those arrangements align with licensee's risk 
controls.  

 Operators and contractors are aware of their contribution of the effectiveness of implementing the WQP-RW, including benefits of improved 
performance, and the implications of not conforming to the requirements set out in the WQP-RW.  

 There are arrangements in place with the scheme retail supplier for ensuring ongoing user awareness.  
 Identified training has been delivered, or is appropriately scheduled to be delivered so that operators and contractors are competent.  
 Records are maintained of all employee training, and processes and procedure for training are followed.  
Overall 
The Recycled Water Quality Plan311 (RWQP) Component A7.1.1 states that Altogether will develop mechanisms and communication procedures to increase 
operator, contractor and end user awareness, and participation in, recycled water quality management and environmental protection.  

 
309 Form A Incident WICA Notification_Discovery Point_Chlorine contact tank volume in SCADA_19May21 
310 Form A sent 19May21 Incident Notification WICA_Shepherds Bay_Connection of interactive water feature to RW network 
311 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
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Under RWQP Component A1.2.1, Altogether has a WICA Responsibilities and Authorities Matrix312 that lists the responsibilities of staff positions, including 
awareness of and promotion of water quality policies. A Training Needs Analysis (TNA) is conducted for all operations annually at the mid-year 
performance review, and identifies the necessary competencies. The current competencies achieved by staff are recorded in the Water Ops Competencies 
Training Log313. This timing allows for appropriate training provision budget to be set, and a Learning Plan developed for each staff member314. 
A formal induction process is in place for employees. Under both the RWQP Component A7.2.1 and DWQP Component A7.11, a Training Policy and 
Procedure document315 exists and is implemented.  The HR & Training Manager is responsible for ensuring that training is recorded on the Training 
Register316 and that certifications are saved both in the employee file and as evidence on the Training Register.  Operators are inducted through a 3-month 
probationary period with mentoring and on the job training.   
Altogether has a procedure for Developing Operator Training Plans317 for Scheme Operators to achieve Certificate III in Water Industry Treatment.  
Technical training plans are developed for new Scheme Operators (including trainees) and are reviewed at the time of the performance review. 
Water Operations Team meetings are conducted where team members are made aware of and bring up any water quality issues. 

Appropriate recent training has been undertaken Altogether Staff, as shown by completed Training Course Attendance Register forms318.  This includes 
online training in WICA License Plan and Compliance for 11 staff on 12/04/2020319, and training in Incident Management – Sewage Overflow Response for 
10 staff on 17 February 2020320.  

A number of PowerPoint training documents that cover drinking water and recycled water quality, and sewerage management has been developed for use 
as part of the induction process for new staff. These include WICA Licence Plans and Compliance – Induction321, Water Operations Incident Management, 
Reporting and Investigation Procedure322, Environmental incidents and POEO Act Compliance323, and Introduction to the Framework for Management of 
Recycled Water Quality and Use324.  

 
312 WICA Responsibilities and Authorities Matrix (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1316 
313 Water Ops Competencies_Training Log – worksheet Competencies (working) Version 0.4 27 April 2021 
314 Water Ops Competencies_Training Log - worksheet: Learning Plan 22-26 Version0.4 27 April 2021 
315 Training Policy and Procedure (Controlled Copy).pdf AG-ALL-AUS-PO-HRT-3168 (1463) Revision: 1 24 June 2020 
316 Spreadsheet – Training Register 
317 Developing Operator Training Plans AG-WAT-NSW-PR-OPS-2769 Revision: 2.0 23 April 2021 
318Training Course Attendance Register FS-ALL-AUS-FM-HRT-1339 Revision: 2 15 Sep 15  
319 WICA License Plan and Compliance.pdf - Training Course Attendance Register 12 April 2020 
320 Incident Management - Swege Overflow Response.pdf – Training Course Attendance Register 17 February 2020 
321 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2019 
322 Water Operations Incident Reporting and Investigation Training Package.pptx FS-ALL-AUS-TP-HSEQ-3020 (or FS-WAT-NSW-PR-INC-2561) 27 October 2020 
323 Environmental incidents and POEO Act compliance.pptx FS-ALL-AUS-TP-HSEQ-3021 
324 Framework Training_SUS Team undertaking currently – image of first slide title page RW-FWK-AUS-01 
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Staff competencies are also shown by records of attainment certificates for appropriate industry training, such as Certificate III in Water Industry 
Management325, Instrumentation Customised Training326 327 328 329, and risk management principles330 

Contractors are site inducted before commencing work under a Visitor and Contractor Induction Procedure331. There is a specific Visitor Induction 
document332 to follow, and a more detailed procedure for inducting contractors (including consultants) to Altogether operated sites.  This latter procedure 
includes relevant items such as a Sign In Register [FS-WAT-AUS-FM-WHS-2985], a Site Induction (Operations) presentation333 or a Site Induction 
(Construction) presentation [FS-ALL-AUS-TP-HSEQ-2526], an Induction Questionnaire334 that for instructs inductees to “Complete the induction 
presentation before completing the remainder of this induction”, and an Induction Register [FS-ALL-AUS-RG-WHS-2219]. Inductees are required to sign an 
induction sheet to confirm understanding (see information under individual schemes).   

Sign in and site induction processes were demonstrated at audit interviews. 

A Recycled Water Policy335 and Drinking Water Policy336 exist and are current (reviewed during the audit period).  All staff are instructed during induction 
to go to the onsite control rooms where the policies are to be displayed (observed at site inspections) and to read and ensure that they understand these 
them.  The policies are also highlighted and discussed within the WICA Licence Plans and Compliance – Induction337 presentation (slide 6), and in the 
Operations Site Induction338 training presentation (slide 36). The BMS Induction339 PowerPoint training covers the importance of following the Business 
Management System so that ISO 9001 for QUALITY management, ISO 14001 for ENVIRONMENTAL management, and ISO 45001 and AS 4801 for SAFETY 
management accreditations are maintained and that Altogether’s vision is achieved. There is a dedicated section for operations staff. 

There is evidence for site inductions being undertaken, and the sighted Induction Questionnaire340 checklist (Induction Part C Induction Acknowledgement 
dot point 1) includes the text ‘Have you been advised about safety, environmental or community issues, who to contact in the event of an issue on the site 
(including project policies and procedures)?’.  

Pitt Town 

 
325 Shane Dohnt Certificate III.jpg 14 January 2011 
326 Certificate Shane Dohnt.pdf - Instrumentation Customised Training 12 November 2020 
327 Certificate Scott Mutimer.pdf - Instrumentation Customised Training 12 November 2020 
328 Andrew Horton.pdf - Instrumentation Customised Training 10 February 2021 
329 Garth Hugo.pdf - Instrumentation Customised Training 10 February 2021 
330 NWPGEN001 Audrey Killeen.pdf - Apply the risk management principles of the water industry standards, guidelines and legislation 21/01/2021 
331 Visitor and Contractor Induction Procedure (Controlled COPY).pdf FS-ALL-AUS-PR-HSEQ-1466 Revision: 3 19 July 2020 
332 Visitor Induction.docx AG-ALL-AUS-TE-HSEQ-2537 Revision: 2 22 February 2021 
333 Operations Site Induction.pptx FS-ALL-AUS-TP-HSEQ-2647 20 November 2020 
334 Induction Questionnaire FS-ALL-AUS-FM-WHS-1361 Revision: 3 09 April 2020 
335 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
336 Drinking Water Policy AG-WAT-AUS-PO-OPS-1232 Revision: 2 21 July 2020 
337 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2019 
338 Operations site induction.pptx FS-ALL-AUS-TP-HSEQ-2647 20 November 2020 
339 BMS Induction.pptx FS-ALL-AUS-TP-HSEQ-3022 15 July 2020 
340 Induction Questionnaire FS-ALL-AUS-FM-WHS-1361 Revision: 3 09 April 2020 
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Digital images of two examples of contractors completing the Induction Questionnaire on 07 April 2021 were provided.  These included Induction Part A – 
Information and Competency341, Induction Part B – Induction Assessment342, Induction Part C – Induction Acknowledgement343 with date completed and 
name of induction provider. 
Central Park 
Digital images of two examples of contractors completing the Induction Questionnaire on 24 February 2021 were provided.  These included Induction Part 
A – Information and Competency344, Induction Part B – Induction Assessment345, Induction Part C – Induction Acknowledgement346 with date completed 
and name of induction provider. 
Huntlee  
No examples of induction were provided, indicating no contractors entered the site. 
Cooranbong 
Examples of induction were provided for two contractors on 17/03/2021347. 
Box Hill 
Digital images of two examples of contractors respectively completing the Induction Questionnaire on 01 February 2021 and 23 February 2021 were 
provided.  These included Induction Part A – Information and Competency348, Induction Part B – Induction Assessment349, Induction Part C – Induction 
Acknowledgement350 with date completed and name of induction provider. 
Green Square 
Digital images of two examples of contractors respectively completing the Induction Questionnaire on 21 August 2020 and 15 September 2020 were 
provided.  These included Induction Part A – Information and Competency351, Induction Part B – Induction Assessment352, Induction Part C – Induction 
Acknowledgement353 with date completed and name of induction provider. 
Discovery Point 

 
341 Induction Part A – Information and Competency - images 20210510_080950 for contractor1 & image 20210510_081007 for contractor1 and contractor2 respectively 
342 Induction Part B – Induction Assessment - images 20210510_080955 for contractor1 & image 20210510_081013 for contractor2 respectively 
343 Induction Part C – Induction Acknowledgement - images 20210510_081000 for contractor1 & image 20210510_081019 for contractor2 respectively 
344 Induction Part A – Information and Competency - image 20210517_112616 for contractor1 & image 20210517_112758 for contractor2 respectively 
345 Induction Part B – Induction Assessment - images 20210517_112621 for contractor1 & image 20210517_112802 for contractor2 respectively 
346 Induction Part C – Induction Acknowledgement - image 20210517_112708 for contractor1 & image 20210517_112807 for contractor2 respectively 
347 Email attachment from Scott Mutimer to Kim Staples on 14 May 2021 4:15pm 
348 Induction Part A – Information and Competency - images Inductionp1AC-BH for contractor1 & image Inductionp1PC-BH for contractor1 and contractor2 respectively 
349, Induction Part B – Induction Assessment - images Inductionp2AC-BH for contractor1 & image Inductionp2PC-BH for contractor2 respectively 
350 Induction Part C – Induction Acknowledgement - images Inductionp3AC-BH for contractor1 & image Inductionp3PC-BH for contractor2 respectively 
351 Induction Part A – Information and Competency - images 20210517_110809 for contractor1 & image 20210517_110751 for contractor1 and contractor2 respectively 
352 Induction Part B – Induction Assessment - images 20210517_110816 for contractor1 & image 20210517_110757 for contractor2 respectively 
353 Induction Part C – Induction Acknowledgement - images 20210517_110827 for contractor1 & image 20210517_110802 for contractor2 respectively 
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Digital images of two examples of contractors respectively completing the Induction Questionnaire on 24 March 2021 and 01 April 2021 were provided.  
These included Induction Part A – Information and Competency354, Induction Part B – Induction Assessment355, Induction Part C – Induction 
Acknowledgement356 with date completed and name of induction provider. 
Shepherds Bay 
No induction information provided, indicating no contractors entered the site. 

AGWR Element 8 IPART’s Audit Initiation letter identifies the following requirements for Element 8: 

 The scheme retail supplier undertakes consultation with users of recycled water and the community, and makes the information available to the 
network operator consistent with the strategy.  

 Arrangements are in place and are actively employed.  
 The identified information is communicated consistent with identified process.  

Overall 

The Recycled Water Quality Plan357 states that the two-way communications plan includes flyers, welcome packs, welcome calls, website contact, 
telephone enquiries and emails. 

Operating and Communications Protocol High Rise Communities358 details the protocol for high rise development. The Altogether website359 contains a 
range of information on the use and management of recycle water, the arrangements for recycled water supply, the process for connecting, establishing 
an account and disconnecting. 

The Altogether website360 contains resources for developers and builders. Resources include checklists361, and guides for building362, landscaping363 and 
land development364. 

At the Box Hills inspection examples of flyers365 366 were shown. The following Welcome Pack records were also provided as evidence of implementation of 
the community consultation processes: 

 Discovery Point_Welcome Pack.pdf 
 

354 Induction Part A – Information and Competency - images 20210517_094647 for contractor1 & image 20210517_094631 for contractor1 and contractor2 respectively 
355 Induction Part B – Induction Assessment - images 20210517_110652 for contractor1 & image 20210517_094637 for contractor2 respectively 
356 Induction Part C – Induction Acknowledgement - images 20210517_094702 for contractor1 & image 20210517_094642 for contractor2 respectively 
357 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
358 Operating and Communications Protocol High Rise Communities (Controlled COPY) AG-WAT-AUS-UG-OPS-1289 Revision 3 23 December 2020 
359 https://askus.altogethergroup.com.au/hc/en-us/sections/900001583143-Water accessed 24/5/2021 
360 https://altogethergroup.com.au/building-developing/ 
361 Builders Checklist (Controlled COPY).pdf AG-WAT-NSW-TE-RET-2002 
362 Builder's Guide - Water (Controlled COPY).pdf AG-WAT-NSW-UG-RET-1570 
363 Landscapers Guide (Water) (Controlled COPY).pdf AG-WAT-NSW-UG-RET-1964 
364 Developer Guide - Infrastructure (Water) 
365 Water Land and Housing Information Pack 
366 Water Keep it local flyer 
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 Huntlee_Welcome Pack.pdf 
 Pitt Town_Welcome Pack.pdf 
 Shepherds Bay_Welcome Pack.pdf 
 Box Hill_Welcome Pack.pdf 
 Central Park_Welcome Pack.pdf 
 Cooranbong_Welcome Pack.pdf 
 
Additional records of communication from the Zendesk database include: 
 Huntlee_Website Contact.pdf 
 Pitt Town_Email.pdf 
 Pitt Town_Phone.pdf 
 Pitt Town_Website Contact.pdf 
 Shepherds Bay_Email.pdf 
 Shepherds Bay_Phone.pdf 
 Shepherds Bay_Website contact.pdf 
 Welcome Calls Audit Information.docx 
 Box Hill_Email.pdf 
 Box Hill_Phone.pdf 
 Box Hill_Website Contact.pdf 
 Central Park_Email.pdf 
 Central Park_Phone.pdf 
 Central Park_Website Contact.pdf 
 Cooranbong_Email.pdf 
 Cooranbong_Phone.pdf 
 Cooranbong_Website Contact.pdf 
 Discovery Point_Email.pdf 
 Discovery Point_Phone.pdf 
 Discovery Point_Website contact.pdf 
 Huntlee_Email.pdf 
 Huntlee_Phone.pdf 
Records of Welcome calls undertaken in the audit period include: 
 81 Kesterton Rise, North Rothbury – 07/04/2021 
 15 Johanson Road, Cooranbong – 03/12/2020 
 13 Wilkinson Street Pitt Town – 07/04/2021 
 Lot 109, 37 Bitalli St Box Hill – 22/02/2021 
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AGWR Element 9 IPART’s Audit Initiation letter identifies the following requirements for Element 9: 

 Validation monitoring is undertaken in accordance with documented processes and procedures to ensure hazards are effectively controlled.  
 Revalidation of processes is done when variations occur.  
 Validation of new equipment and infrastructure is undertaken in accordance with documented processes and procedures to ensure continuing 

reliability.  
 Implements program as documented.  
Overall 
The Recycled Water Quality Plan367 states that ongoing validation is undertaken as set out in the Monitoring and Sampling Plan (MSP), and Offsite 
Validation Report is produced for each site and an onsite Validation Plan and Report that is produced at the end of each commissioning and prior to 
commencing commercial operators. 
As discussed in the assessment of Element 3, there is a discrepancy between the LRV claimed for the UV system across schemes, with different LRV claims, 
and critical limits.  When reviewing all of the 8 schemes CCPs and LRV claims it was noted that there are a number of differences, and some schemes, 
Discovery Point and Central Park are claiming much higher LRVs for the UV disinfection step than others, additionally UV Transmissivity (UVT) varies 
between schemes. 
 Discovery Point -1 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 50% UVT 
 Central Park 1.5 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 55% UVT 
 Huntlee, Pitt Town, Box Hill, and Cooranbong 0.5 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 55% UVT. 

The LRVs for Central Park and Discovery Point are well above those recommended for the CCPs dose critical limit in the US EPA UV Disinfection Manual, 
which recommends a 0.5 LRV claim at 39 m/cm2. Change notice 4 relates to the UV CCP changes and new validation information. The change notice368 and 
email369 detail the rationale for reducing the UVT and subsequently changing the LRV claim. There is very little detail, other than pdf screenshots of a 
design tool provided by Xylem which was attached to the email. There is a lack of evidence that the UV system has been validated to achieve the proposed 
LRV at the dose and UVT proposed. It is noted that the design tool does not allow for the calculations of reduction equivalent dose (RED) to be reviewed 
and does not include evidence of the LRV achieved at different doses and UVT values. It is noted that change notice 5370 requests a change of the Central 
Park LRV claim to 1.0 for virus and a higher dose set point for the UV CCP. 

A recommendation has been made to document the evidence that demonstrated the system has been validated to the site-specific operational conditions. 
(REC-RW-2021-007). 

Change Notice 5 also includes updating the MBR LRV due to more conservative validation evidence provided by the supplier. 

It was noted that when calculating Chlorine Contact Time (C.t) baffle factors have been applied to different contact tanks for example, Central Park 
Chlorine Contact tank has no baffles and has a default baffle factor of 0.3 applied. The Log Reduction Values Table371 identifies the Victoria Department of 

 
367 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
368 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
369 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
370 210406 Change Notice - Control Point and Log Reduction Review for CP and DP 
371 2823 Central Park - Log Reduction Values (Controlled COPY).pdf CP-WAT-NSW-PL-OPS-2822 
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Health Validating Treatment Processes for Pathogen Reduction – Supporting Class A Water Recycling Schemes in Victoria (2013) as the relevant reference 
document for calculating C.t. This reference document, it states that ‘Without undertaking empirical residence time assessments, or using validated 
modelling, it is not considered possible to reliably estimate the true T10 within a storage tank by using default baffle factors.’ An opportunity for 
improvement has been identified to ensure that calculation of C.t. is consistent with the validation method nominated by Altogether. 

OFI-RW-2021-007 Review the baffle factors applied to the chlorine contactors and where there is no baffling adopt the most conservative baffle factor 
until site-specific data can be collected to inform the calculation of the theoretical detention time. 

LRV Tables have been provided or each scheme, outlining the rationale for the LRV claim, and CCP tables have been developed documenting the critical 
limits that correspond to the validation information. Relevant documents are provided in the scheme specific section below. 

Pitt Town 
 Pitt Town - Control Points372  
 Pitt Town - Log Reduction Values373  
No additional findings were noted 
Central Park 
 Central Park - Control Points374  
 Central Park - Log Reduction Values375  
No additional findings were noted 
Huntlee 
 Huntlee - Control Points376  
 Huntlee - Log Reduction Values377  
 Huntlee Validation Report378  
No additional findings were noted 
Cooranbong 
 Cooranbong - Control Points379  
 Cooranbong Log Reduction Values Table380  
No additional findings were noted  
Box Hill 

 
372 Pitt Town - Control Points (CONTROLLED COPY) PT-WAT-NSW-PL-OPS-1291 V3 19 March 2021 
373 Pitt Town - Log Reduction Values (CONTROLLED COPY) PT-WAT-NSW-RE-OPS-2774 
374 Central Park - Control Points (Controlled COPY) CP-WAT-NSW-PL-OPS-1208 Version 3 4 November 2019 
375 Central Park - Log Reduction Values (Controlled COPY) CP-WAT-NSW-PL-OPS-2822 Version 2 19 November 2020 
376 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
377 Huntlee - Log Reduction Values (Controlled COPY) HU-WAT-NSW-PL-OPS-2795 Revision 3 16 March 2021 
378 Huntlee Validation Report (CONTROLLED COPY) HU-WAT-NSW-RE-OPS-3092 22/08/17 
379 Cooranbong - Control Points (Controlled COPY) CO-WAT-NSW-PL-OPS-2832 Version 1 14 August 2020 
380 Cooranbong Log Reduction Values Table (Controlled COPY) CO-WAT-NSW-PL-OPS-2749 Version 1 17 September 2020 
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 Box Hill - Log Reduction Values381  
 Box Hill - Control Points382  
No additional findings were noted 
Green Square 
 Green Square - Log Reduction Values383  
 Green Square - Control Points384 
No additional findings were noted 
Discovery Point 
 Discovery Point - Control Points385  
 Discovery Point - Log Reduction Values386  
The LRV table indicates that the virus LRV claim for the MBR process is 2.5. The claim of 3 LRV for Chlorine disinfection is conservative, given a minimum 
Chlorine Contact Time (C.t) of 20 mg.min/L is the critical limit, however the claim of 2.5 through the MBR may no longer be demonstrated due to the more 
recent validation evidence available for Central Park and may result in a shortfall. 
Shepherds Bay 
Shepherds Bay Scheme Management Plan387 as provided however as the LWC is not operating, no LRV claim has been made. No additional findings were 
noted. 

AGWR Element 10 
IPART’s Audit Initiation letter identifies the following requirements for Element 10: 
 Appropriate documentation is kept to provide a foundation for maintaining effective recycled water quality management.  
 All documentation relevant to the implementation of the WQP-RW are reviewed and current.  
 Records management system is maintained and records complete.  
 Employees are trained to complete records.  
 Documents are reviewed and revised as necessary.  
 Internal and external reporting is undertaken according to procedures.  
 Annual report is produced.  
 
Overall 
The Recycled Water Quality Plan388, supporting documents have been updated in the audit period and after the end of the audit period. The document 
issue record noted the general changes that were made in each revision. 

 
381 Box Hill - Log Reduction Values (Controlled COPY) BH-WAT-NSW-PL-OPS-2683 3.0 17 March 2021 
382 Box Hill - Control Points (Controlled COPY) BH-WAT-NSW-PL-OPS-2671 Version 2.1 4 November 2019 
383 Green Square - Log Reduction Values (Controlled COPY) GS-WAT-NSW-PL-OPS-2826 Version 3 27 April 2021 
384 Green Square - Control Points (Controlled COPY) GS-WAT-NSW-PL-OPS-2577 Version 3.1 20 November 2021 
385 Discovery Point - Control Points (Controlled COPY) DP-WAT-NSW-PL-OPS-1228 Version 3 4 November 2019 
386 Discovery Point - Log Reduction Values (Controlled COPY) DP-WAT-NSW-PL-OPS-2824 Version 1.2 5 November 2020 
387 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY) SB-WAT-NSW-PL-OPS-1787 Version 6 28 April 2021 
388 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
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Document Control Policy and Procedure389 The Procedures states that all BMS documents are controlled using the BMS Library on SharePoint. During the 
site inspection at Pitt Town, the operator demonstrated the BMS system which included overarching licence plans, site-specific plans and procedures, 
forms and work instructions. 
Training in the Document Control Procedures is provided in a PowerPoint presentation390 
In reviewing the documents provide in evidence, the following findings were noted: 
 The footer on the LWC Control System Change Management policy391  is inconsistent with the document control properties. 
 Some of the Stakeholder contacts lists were not reviewed by the due date. 
 A number of the scheme management plans have errors in the fields and captions. 

A recommendation has been made to improve documentation.  

REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do not have typographical and hyperlink errors.  

Details of annual reports are provided for each scheme below. 

Pitt Town 
PTW_IPART NOL Annual Report 2019-2020392 states that there were no non-compliances. Schedule B was not provided. 
Central Park 
CPW_IPART NOL Annual Report 2019-2020393 contains detail of one non-compliance during the 19/20 financial year. Schedule B was not provided. 
Huntlee  
HW_IPART NOL Annual Report 2019-2020394 states that there were no non-compliances. Schedule B was not provided. 
Cooranbong 
CW_IPART NOL Annual Report 2019-2020395 states that there were no non-compliances. Schedule B was not provided. 
Box Hill 
FSO BH_IPART NOL Annual Report 2019-2020396 contains detail of one non-compliance during the 19/20 financial year. Schedule B was not provided. 
Green Square 
GSW_IPART NOL Annual Report 2019-2020397 contains detail of one non-compliance during the 19/20 financial year. Schedule B was not provided. 
Discovery Point 
DPW_IPART NOL Annual Report 2019-2020398 includes non-compliances with the monitoring program in the audit period. 

 
389 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
390 BMS Document Control Training.pptx AG-ALL-AUS-TP-HSEQ-3178 
391 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
392 PTW_IPART NOL Annual Report 2019-2020 (1).pdf 
393 CPW_IPART NOL Annual Report 2019-2020 (1).pdf 
394 HW_IPART NOL Annual Report 2019-2020 (1).pdf 
395 CW_IPART NOL Annual Report 2019-2020 (1).pdf 
396 FSO BH_IPART NOL Annual Report 2019-2020 (1).pdf 
397 GSW_IPART NOL Annual Report 2019-2020 (1).pdf 
398 DPW_IPART NOL Annual Report 2019-2020 (1).pdf 



 
 
 

 

REC-21-098 - Operational Audit Report  Page 73 

 

Licence Clause  Findings 

Shepherds Bay 
FSO SB_IPART NOL Annual Report 2019-2020399 includes non-compliances with the monitoring program in the audit period. 

AGWR Element 11 IPART’s Audit Initiation letter identified the following requirements for Element 11: 

 Evaluation of long-term data is undertaken and results reviewed.  
 Problems from long-term data evaluation are identified and addressed.  
 Internal audit undertaken at planned intervals.  
 Audit results are documented and communicated.  

Overall 

The Recycled Water Quality Plan400 states that annual long-term evaluation of data will be undertaken at the same time as the annual report is prepared 
and identifies the Altogether Lab data Results Viewer. During the audit, Altogether demonstrated the Power BI database that is also used to undertake an 
evaluation of data. 

The risk assessment is reviewed internally annually and externally every two years, and this includes a data analysis component (a recommendation has 
been made to standardise this process). 

Altogether has an Audit Procedure401 that outlines the audit process. An Internal Audit Calendar402 was shown that outlined the audits that should be 
undertaken. The audit procedure indicates that the outcomes of internal audits should go onto an action register. During the audit, Altogether explained 
that this is the Water Quality Improvement Plan, however the actions from internal audits had not been captured on the improvement plan, there was no 
evidence the actions had been allocated to a responsible person, progress tracked, or closed out. It is noted that some audit findings were closed out on 
the day of the audit, however ones that were not closed out were not captured in an action register or on the Water Quality Improvement Plan. A 
recommendation has been made to ensure the audit process is implemented as documented. 

REC-RW-2021-014 Develop a process to capture and track the progress in implementing recommendations from internal audits on an action register or 
improvement program, as required by the procedure. 

Pitt Town 
No internal audit record was provided for this scheme, no internal audit was identified on the audit calendar for this audit period. 
Central Park 
Internal Audit_WICA Scheme Specific_Reduced Scope_Central Park_12Aug20 
Huntlee  
No internal audit record was provided for this scheme, no internal audit was identified on the audit calendar for this audit period. 
Cooranbong 

 
399 FSO SB_IPART NOL Annual Report 2019-2020 (1).pdf 
400 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
401 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
402 Internal Audit Calendar - Water 
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No audit record was provided for this scheme, no internal audit was identified on the audit calendar for this audit period. 
Box Hill 
No internal audit record was provided for this scheme, no internal audit was identified on the audit calendar for this audit period. 
Green Square 
Internal Audit_WICA Scheme Specific_Reduced Scope_Green Square_12Aug20 
Discovery Point 
Internal Audit_WICA Scheme Specific_Reduced Scope_Discovery Point_12Aug20 
Shepherds Bay 
Internal Audit_WICA Scheme Specific_Reduced Scope_Shepherds Bay_12Aug20 

AGWR Element 12 IPART’s Audit Initiation letter identified the following requirements for Element 12: 

 Effectiveness of the management system is reviewed by senior managers, and the need for change is evaluated.  
 Decisions and actions by senior management are documented.  
 The improvement plan is implemented according to the plan.  
 The improvement plan is communicated and implemented, and improvements are monitored for effectiveness.  
Overall 
The Recycled Water Quality Plan403 refers to the Management Review Procedure404 as the document that outlines management review processes. This 
procedure identifies monthly meeting and an annual management review meeting as the relevant process.  
Monthly Risk and Compliance reports405 406 407 408 are prepared, providing an overview of compliance and the implementation of the water quality plans 
and other management systems under the licence.  
The Management Review Report409 was prepared in September 2020 and provides the summary and review of performance over the 2019/2020 Financial 
Year. 
 Att 3.1_Flow High Rise Risk Workshop Outcomes Summary Rev1 FINAL 
 Att 3.2_Flow Land Housing Risk Workshop Outcomes Summary Rev1 FINAL 
 Att 3.3_SUS Compliance Program 200728 
 Att 3.4_HSE Report_FY19_20 
 Att 3.5_Flow Regulatory and Policy Agenda - Water _FY19_20 
 Att 3.6_Compliance Change Register July 2020 
 Att 3.7_Annual Internal Audit Programme 2019-20 
 Att 3.8_Compliance Calendar 2019 

 
403 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
404 2750 Management Review Procedure (Controlled COPY).pdf FS-ALL-AUS-PR-HSEQ-1430 
405 Altogether R&C Monthly Report_Jan 2021_Rev2 
406 Altogether R&C Monthly Report_Mar 2021_Rev3 
407 R&C Monthly Report_August 2020_v2 
408 R&C Monthly Report_November 2020 
409 Management Review Report FY 19_20 
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 Att 3.9_Compliance Calendar 2020_Jun 20 
 Att 3.10_Flow Risks Risk Register 
 Att 3.11_Flow Opportunities Register 
 
Improvement Plan 
The Water Quality Improvement Plan410 was provided and discussed in the audit. Inputs to the plan are documented on the ‘Lists Ops’ tab and include 
activities such as the risk register, Licence plan review and audit.  
There were many items on the register that do not have a completion date, and this makes is difficult to audit its implementation. 
A recommendation has been made to improve the documentation of the improvement plan to ensure that it is implemented.  

REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible party, communicated, and due dates for completion 
have been applied. 
 

 
  

 
410 WQP Improvement Plan 
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WIC Reg Sch 1 cl. 7(4) 
The network operator must ensure that its drinking water quality plan is fully implemented and kept under regular review and the network operator’s activities 
are carried out in accordance with that plan.  
Note: no direction received from Minister to amend plans  
 

 
The audit has identified a number of gaps in the implementation of the DWQP and its supporting programs resulting in a compliance grading of Non-compliant 
Non-Material due to inconsistent implementation of the documented risk assessment methodology leading to an underestimation of health risks.  In addition, a 
number of minor inconsistencies in the implementation of the drinking water quality plan and the supporting documentation were identified contributing to the 
compliance grading.  
Detailed assessment of each of the ADWG 12 Elements is provided below, including an overarching assessment, as well as schemes specific findings as relevant. 
 

ADWG Element 1 
Overall 
IPART’s audit initiation letter identified the following requirements for Element 1 (Policy): 
 The drinking water policy is implemented within the organisation (see below).  
 Key employees are aware of the policy as it relates to the implementation of their particular function. (Overlap with implementation of WQP-DW element 7)  
 Communication to relevant staff is ongoing to ensure understanding is maintained and is current.  

Overall 

The Drinking Water Quality Plan411 (DWQP) states under Component A1.1.1 that an endorsed drinking water policy412 is implemented throughout the 
organisation, along with a supporting policy on Altogether’s commitment to safety, environment, and quality413.  DWQP Component A1.1.2 states that the 
drinking water policy414 is visible on the intranet and displayed at all Local Water Centres and at Head Office. The drinking water policy was displayed prominently 
at the Green Square and Central Park LWCs. The policy is also highlighted and discussed within the WICA Licence Plans and Compliance – Induction415 
presentation (slide 6), and in the Operations Site Induction416 training presentation (slide 36) that is also used for onsite contractors. 

Water Operations Team meetings417 418 419 are conducted fortnightly and the minutes show items such as ‘Water Quality Review’ and ‘Water Quality System 
Update’, providing a mechanism to discuss implementation of the water quality licence plans. 

 
411 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
412 Drinking Water Policy AG-WAT-AUS-PO-OPS-1232 Revision: 2 21 July 2020 
413 Commitment to Safety, Environment and Quality (Controlled COPY) AG-ALL-AUS-CO-HSEQ-1211 Revision: 5 25 July 2020 
414 Drinking Water Policy AG-WAT-AUS-PO-OPS-1232 Revision: 2 21 July 2020 
415 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2019 
416 Operations site induction.pptx FS-ALL-AUS-TP-HSEQ-2647 20 November 2020 
417 20210120 WO Team meeting minutes and attendance 
418 20210415 WO Team meeting minutes and attendees 
419 20200916 WO Team meeting minutes and attendance 
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Training is provided to maintain currency and awareness of responsibilities, such as WICA Licence Plans and Compliance420, Water Operations Incident Reporting 
and Investigation421, and Environmental incidents and POEO Act compliance422.  

IPART’s audit initiation letter identified the following requirements for Element 1 (Obligations): 
 The registry of relevant regulation and other requirements is under regular review and in accordance with documented processes.  

Under DWQP Component A1.2.1 there is a requirement to identify and document all relevant regulatory and formal requirements.  Altogether’s Compliance 
Management Policy and Procedure for identifying all requirements, to review requirements annually, to reflect any changes through the appropriate form423  and 
keep them current.  A Compliance Register424 was sighted that contained a comprehensive list of all legislation and regulations affecting the operation of 
Altogether, along with links to individual water schemes. Altogether also established a Compliance Calendar425 426 showing obligations within the year, including 
reporting.  

IPART’s audit initiation letter identified the following requirements for Element 1 (Obligations): 
 Identified stakeholders are engaged in the review of the WQP-DW, where their input is necessary to produce outcomes that are consistent with the ADWG.  
 The list is up to date and is under regular review in accordance with documented processes.  
 Mechanisms are effectively employed.  
 The various agencies are involved in ongoing support of the licensee and, where appropriate, to coordinate their planning and management activities.  

Altogether’s Drinking Water Quality Plan states under Component A1.3.1 that it will identify all stakeholders who could affect, or be affected by, decisions or 
activities of the drinking water supplier. Altogether uses the scheme specific Stakeholder & Emergency Contact Lists as its means of documenting stakeholders. 
The lists contain water utilities, NSW and Local government regulators, client interface (property managers) and preferred suppliers for emergencies. These lists 
are to be reviewed at 6 monthly intervals, however during the audit period, some of the stakeholder registers had not been reviewed 6 monthly (see findings on 
the review for the individual schemes below). A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to date and 
is under regular review in accordance with documented processes.  

REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is reviewed by the due date to ensure it remains current. 

Altogether staff can request consultation with NSW Health through a formal briefing note427 that provides context for a new /revised risk for consultation 
purposes. Under DWQP Component A1.3.2 Altogether has established appropriate mechanisms and documentation for stakeholder commitment and 
involvement.  Altogether has established ongoing communications with NSW Health and has formal reporting requirements to IPART.  A live register of 

 
420 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2020 
421 Water Operations Incident Reporting and Investigation Training Package.pptx FS-ALL-AUS-TP-HSEQ-3020 (or FS-WAT-NSW-PR-INC-2561) 27 October 2020 
422 Environmental incidents and POEO Act compliance.pptx FS-ALL-AUS-TP-HSEQ-3021 
423 WICA Change Checklist.docx FS-WAT-NSW-FM-R&C-2690 Version 2 11 June 2020 
424 Compliance Register 
425 Att 3.9_Compliance Calendar 2020_Jun 20 
426 Att 3.8_Compliance Calendar 2019 
427 NSW Health Consultation Briefing Note.docx FS-WAT-NSW-FM-OPS-3289 Revision 0.3 30 May 2021 
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consultation with NSW Health exists and is being used428. Monthly meetings with IPART are occurring and the minutes of some of these meetings (16/06/20429, 
18/08/20430, 20/10/20431, 18/02/21432 have been provided as evidence.  

Altogether states under DWQP Component A1.3.2 that it has a range of methods for engaging with users, developers, customers, and tenants, including scheme 
specific community websites433, bills, customer contracts434, SMS and email messages, Project Delivery Agreements, a Project Control Group (refer to Element 8 
discussion), and a Homeowners Guide435, this last document also being available on their website436 

It is noted that the WIC (General) Reg cl 9(a) requires all network operators to have an internet website on which the most recent auditor’s report under clause 6 
that applies to the Network Operator is available for inspection by members of the public. As detailed in the assessment of Element 1 for recycled water, there 
were times during the audit period that the website did not include the relevant audit report for public inspection. A recommendation has been made to ensure 
that the required information is maintained on the website. 

REC-DW-2021-002 Where the water quality plans or legislation identify information to be included on the website, ensure that information is made available. 

Pitt Town 
Pitt Town - Stakeholders Emergency Contact List437 exists and was last updated 18/01/2021 
 
Central Park 
Central Park - Stakeholders Emergency Contact List438 exists and was last updated 19/01/2021. 
 
Huntlee  
Huntlee - Stakeholders Emergency Contact List439 exists and was last updated 08/10/2020.  The list should have been reviewed in April 2021. 

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to date and is under regular review in accordance with 
documented processes (REC-DW-2021-001). 

Cooranbong 

 
428 LIVE_Register_Consultation with NSW Health 
429 Flow IPART Meeting Agenda & Minutes 16Jun20_FINAL (1) 
430 Flow IPART Meeting Agenda Minutes 18Aug20_FINAL (1) 
431 Flow IPART Meeting Agenda Minutes 20Oct20 FINAL (1) 
432 Flow IPART Meeting Agenda Minutes 18Feb21 FINAL (1) 
433 https://altogethergroup.com.au/about/communities/ accessed 28 May 2021 
434 Small retail Customer Contract - Altogether Group Pty Ltd – Water REF ID 3534 12 January 2021 
435 Homeowner’s Guide (Water) AG-WAT-AUS-UG-RET-1569 Revision: 3 9 March 2021 
436 https://information.altogethergroup.com.au/governance/Homeowners%20Guide.pdf accessed 27 May 2021 
437 Pitt Town - Stakeholders Emergency Contact List PT-WAT-NSW-RG-INC-3354 Revision 1.1 18 January 2021 
438 Central Park - Stakeholders Emergency Contact List CP-WAT-NSW-RG-INC-3359 Revision 1.2 19 January 2021 
439 Huntlee - Stakeholders Emergency Contact List HU-WAT-NSW-RG-INC-3350 Revision 1 08 October 2020 
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Cooranbong - Stakeholders Emergency Contact List440 exists and was last updated 25/09/2020.  The list should have been reviewed in March 2021. 

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to date and is under regular review in accordance with 
documented processes (REC-DW-2021-001). 

Box Hill 
Box Hill - Stakeholders Emergency Contact List441 exists and was last updated 08/10/2020.  The list should have been reviewed in April 2021. 

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to date and is under regular review in accordance with 
documented processes (REC-DW-2021-001). 

Green Square 
Green Square - Stakeholders Emergency Contact List442 exists and was last updated 30/12/2020. 
 
Discovery Point 
Discovery Point - Stakeholders Emergency Contact List443 exists and was last updated 30/12/2020. 
 
Shepherds Bay 
Shepherds Bay - Stakeholders Emergency Contact List444 exists and was last updated 30/12/2020. 
 

ADWG Element 2 IPART’s audit initiation letter identified the following requirement for Element 2: 

 The drinking water supply system assessment has been prepared and reviewed in accordance with the requirements of element 2 and remains current.  

Overall 

The Drinking Water Quality Plan445 document control table indicates that on 19/1/2021 Section 11.1.1 was updated to include that a risk review briefing pack is to 
be included in records kept for the DWQP. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services446 (the RAP) as the documented process for undertaking risk 
assessments. The RAP was updated several times in the audit period to include IPART and NSW Health comments, identification of critical control points (CCPs) 
and state the frequency of the providing the risk improvement plan to NSW Health (6 monthly). The RAP states that internal risk reviews will be undertaken 
annually and external risk reviews will be undertaken biennially. 

 
440 Cooranbong - Stakeholders Emergency Contact List CO-WAT-NSW-RG-INC-3293 Revision 1 25 September 2020 
441 Box Hill - Stakeholders Emergency Contact List BH-WAT-NSW-RG-INC-3352 Revision 1 08 October 2020 
442 Green Square - Stakeholders Emergency Contact List GS-WAT-NSW-RG-INC-3363 Revision 1.1 30 December 2020 
443 Discovery Point - Stakeholders Emergency Contact List DP-WAT-NSW-RG-INC-3361 Revision 1.1 30 December 2020 
444 Shepherds Bay - Stakeholders Emergency Contact List SB-WAT-NSW-RG-INC-3357 Revision 1.1 30 December 2020 
445 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
446 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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Section A 2.3.1 of the DWQP refers to the Critical Document Review Calendar447 and the Scheme Risk Register448 when discussing risk assessment reviews, which 
requires annual review of the risk assessment. 

The risk register for each scheme indicates that in July 2020, an internal risk review workshop was undertaken, and a risk review workshop was undertaken with 
NSW Health in August 2020. The document control properties identify the new risks that were added to the risk register, and the risks that were deleted are 
shown as a strike through in the register.  

The drinking water system analysis was reviewed in the audit period in accordance with the review schedules in the RWQP and Critical Document Review 
Calendar. 

The ADWG provides advice (Section 3.3.2, Chapter 10, Information Sheet 3 – Sampling) on water quality data analysis for risk assessment including: 

 Assemble historical data over time and following specific events. 

 Assess data (using tools such as control charts and trends analysis), to identify trends and potential problems. 

Information Packages449 450 451 have been provided that detail the water quality analysis and identification of incidents as well as the risk assessment methodology. 
The information packages show the data analysis undertaken for each scheme, which was from September 2019 – July 2020: 

 Central Park – 57 E. coli datapoints 

 Discovery Point – 57 E. coli datapoints 

 Shepherds Bay - 11 E. coli datapoints 

 Cooranbong - – 54 E. coli datapoints 

 Huntlee – 6 E. coli datapoints 

There was no assessment of disinfection residuals or spatial trends in the network. The ADWG recommends analysing historical performance, and it is considered 
that analysing less than 12 months of data may limit the risk assessment, particularly when assessing data reliability and certainty. It is noted that all incidents 
dating back to 2012 were included in the briefing paper.  

During the drinking water audit interviews, Altogether advised that it had undertaken a recent drinking water risk assessment in February 2021 and provided the 
records452 of this after the audit interviews. 

This briefing pack did include some trending of turbidity and total chlorine performance from January – December 2020. Microbial dataset included the following 
sample sizes: 

 Central Park – 65 E. coli and Total Chlorine 

 Discovery Point – 65 E. coli  and 68 Total Chlorine 

 
447 Critical Document Review Calendar 20-21 
448 Scheme Risk Register AG-WAT-NSW-RG-OPS-2457 when discussing risk assessment  
449 Flow High Rise Risk Workshop Briefing Pack August 2020 
450 Flow Land Housing Risk Workshop Briefing Pack August 2020 
451 Water Services and Products Risk Workshop Briefing Pack July 2020 
452 Drinking Water Risk Workshop Feb 2021 Summary Outcomes 
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 Huntlee – 66 E. coli, 69 Total Chlorine 

 Cooranbong 68 E. coli, 69 Total Chlorine 

 Shepherds Bay – 13 E. coli and Total Chlorine 

It was noted that data analysis was not consistent between risk assessments and at times did not contain an adequate number of samples. An opportunity for 
improvement has been made to standardise the water quality data analysis process and ensure that all system assessments are undertaken using the same 
methodology. 

OFI-DW-2021-001 Prepare and implement a consistent procedure for undertaking data analysis for risk assessments that includes a minimum appropriate 
dataset/time range, assessment and trending of treatment plant operational performance, analysis of environmental and other hazards to inform the risk 
assessment and ensure data reliability and to contextualise certainty/uncertainty in the risk assessment. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. The RAP states that ‘Health risks on the drinking water risk 
registers are assessed using the ADWG matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and negligible 
consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) population impact small, isolated part of the scheme (zone or 
street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude health impacts, however this is not clear from reading the 
documents.  

There are a number of instances in the risk assessment (August 2020) where health risks have been assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing health impacts for consumer and/or exceedance of ADWG 
health guideline value – given a minor residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence ranking of minor.  

 Recycled water cross-connection in customer/building plumbing leading to consumption of recycled water - given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water supply infrastructure leading to chemicals present in water 
supplied to consumers, causing acute or chronic health impacts for consumers and or exceedance of ADWG health guideline value water - given a residual 
consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning a minor grading is not considered consistent application of 
the RAP.  

It is noted that in the live consultation register453, NSW Health provided comments on the risk assessment that do not appear to have been taken into 
consideration. NSW Health indicated ‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the likelihood; i.e. the likelihood 
is reduced but the consequence remains the same’ however there are many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced (refer to findings of the risk assessment below).  

 
453 LIVE_Register_Consultation with NSW Health 
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In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies in the application of the RAP when assessing risk: 

 DD1.1 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ (Potential for short-term and longer-term public 
health impacts) to ‘minor (Possible aesthetic or amenity impact) also noting that Altogether does not have a network hygiene policy (or similar) or 
procedures for working on mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare frequency with a certainty of 1 (certain), however only 3 cross-
connection audits have been undertaken across over 8000 connections. The certainty ranking does not appear appropriate. The assessment appears contrary 
to industry knowledge and experience as documented in literature 454 455 456 457. This is considered a significant gap in understanding risk and taking 
responsibility for managing risk.  

The February Risk Assessment458 includes new risks that have been assessed and the consequence values appear more appropriate than the August 2020 risk 
registers, however the risk of cross connections have not been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment process. A recommendation has been made to review the risk 
assessments or methodology to ensure it is consistently applied. 

REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that consequence values align with the risk being assessed, for 
example, where the consequence descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an acute health impact. 
Frequencies should also be applied taking into consideration historical performance and the occurrence of incidents. Any reduction in consequence should be 
justified. 
 

 
Pitt Town 
Pitt Town Risk Register459 was finalised on 26/4/2021, no additional findings have been noted for the Pitt Town risk assessment. 
Central Park 
Central Park Scheme Risk Register460 is dated 27/8/2020, no additional findings have been noted for the Central Park risk assessment. 
Huntlee  
The Huntlee Scheme Risk Register461 is dated 27/8/2020, no additional findings have been noted for the Huntlee risk assessment. 
Cooranbong 
Cooranbong Scheme Risk Register462 was provided and no additional findings have been noted for the Cooranbong risk assessment. 
Discovery Point 

 
454 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation systems by monitoring inherent fluorescent organic matter, Environmental 
Technology Reviews, 1:1, 67-80, DOI: 10.1080/09593330.2012.696724 
455 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
456 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
457 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 611–618. doi:10.2166/ws.2012.034  
458 Register of New Risks Feb2021 for Health Consultation  
459 Pitt Town Risk Register PT-WAT-NSW-RG-OPS-2664 V7.5 26/4/21 
460 Central Park Scheme Risk Register CP-WAT-NSW-PL-OPS-2480 V9.2 27/8/2020 
461 Huntlee Scheme Risk Register HU-WAT-NSW-RG-OPS-2657 V9.2 27/8/2020 
462 Cooranbong Scheme Risk Register CO-WAT-NSW-RG-OPS-2472 V7.3 27 August 2020 
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Discovery Point Scheme Risk Register463 was provided and there are no additional findings for this scheme. 
 
Shepherds Bay 
Shepherds Bay Scheme Risk Register464 465 was provided and there are no additional findings for this scheme. 

ADWG Element 3 IPART’s audit initiation letter identified the following requirement for Element 3: 

 Documented preventative measures and strategies are implemented  
 Preventive measures remain effective, and barriers are operational.  
 SCADA (or other controls system for the treatment plant) set points are consistent with the documented critical limits and target criteria.  
 Critical control points are monitored and critical limit exceedances actioned in accordance with operational and notification procedures.  
 Critical control points are reassessed where preventive measures are not effective.  
 
Overall 
The Drinking Water Quality Plan466 identifies the risk registers as the location of the preventive or control measures for managing risk. When reviewing the August 
2020 risk registers, the preventive measures are quite generic and broad, and the critical preventive measure for managing the risk is not immediately apparent. 
The February Risk Assessment467 provides a more detailed assessment and identification of preventive measures, including identification of new preventive 
measures that need to be implemented to reduce drinking water network risks, such as  
 Formalise and document procedures around equipment use for various water products and services   
 Review design process for network and storage tank design to minimise stagnation and optimise maintenance of chlorine residual 
 SOP on tablet dosing for Huntlee.  
 Dedicated operator for Huntlee and cover by Technical Lead if operator on leave.  
Section 3.2 of the DWQP states that control points are shown on Attachment B which include Chlorine Disinfection as a Quality Control Point (QCP). There are no 
critical control points for the drinking water system. Preventive measures were documented on the risk register and were generally implemented as required.  
Central Park 
The following scheme specific documents were reviewed: 
 Central Park Scheme Management Plan468  
 Central Park - Control Points469  
 Central Park Monitoring and Sampling Program470 
There is no chlorine dosing, and there are no CCPs or QCPs 

 
463 Discovery Point Scheme Risk Register P-NSW-WAT-RG-OPS-2451 V4.2 27 August 2020 
464 Shepherds Bay Scheme Risk Register SB-WAT-NSW-RG-OPS-2656 V4.2 27 August 2020 
465 Discovery Point Scheme Risk Register P-NSW-WAT-RG-OPS-2451 V4.2 27 August 2020 
466 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
467 Register of New Risks Feb2021 for Health Consultation  
468 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
469 Central Park - Control Points (Controlled COPY) CP-WAT-NSW-PL-OPS-1208 Version 3 4 November 2019 
470 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
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Huntlee  
 Huntlee - Control Points471  
 Huntlee Water Scheme Management Plan472  
 Huntlee Monitoring and Sampling Program473  
The CCP Table shows a QCP or drinking water ‘Weekly grab sample & free chlorine meter (not connected to SCADA) a potable water tanks outlet. Alert at <0.4 
mg/L and >0.5 mg/L. The CCP Tables identify the operator corrective actions; ‘Resample if free chlorine is below 0.2 mg/L’. 
Cooranbong 
 Cooranbong Water Scheme Management Plan474  
 Cooranbong - Control Points475  
 Cooranbong Monitoring and Sampling Program476  
 
The CCP Table shows a QCP or drinking water ‘Weekly grab sample & free chlorine meter (not connected to SCADA) at potable water tanks outlet. Critical < 0.2 
mg/L or > 1.0 mg/L (no dial out alarm as QCP only) Alert at <0.7 mg/L and >0.8 mg/L. The CCP Tables identify the operator corrective actions; ‘Resample if free 
chlorine is below 0.2 mg/L.’. 
Discovery Point 
 Discovery Point Scheme Management Plan477 
 Discovery Point - Control Points478  
 Discovery Point Monitoring and Sampling Program479  
There is no chlorine dosing in the drinking water network, and there are no CCPs or QCPs in relation to Discovery Point drinking water service 
Shepherds Bay 
The Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY)480. There is no chlorine dosing in the drinking water network, and there are no 
CCPs or QCPs in relation to the Shepherds Bay drinking water service 

ADWG Element 4 IPART’s audit initiation letter identified the following requirement for Element 4: 

 Control of processes is achieved through implementation of operational procedures, monitoring protocols and operational corrections in accordance with 
the WQP-DW.  

 
471 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
472 Huntlee Water Scheme Management Plan (Controlled COPY) HU-WAT-NSW-PL-OPS-1275 Version 14 19 March 2021 
473 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
474Cooranbong Water Scheme Management Plan (Scheme MP)(Controlled COPY) CO-WAT-NSW-PL-OPS-1720 Version 10 16 April 2021 
475 Cooranbong - Control Points (Controlled COPY) CO-WAT-NSW-PL-OPS-2832 Version 1 14 August 2020 
476 Cooranbong Monitoring and Sampling Program (Controlled COPY)CO-WAT-NSW-PL-OPS-3093 19 March 2021 
477 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
478 Discovery Point - Control Points (Controlled COPY) DP-WAT-NSW-PL-OPS-1228 Version 3 4 November 2019 
479 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-O SB-WAT-NSW-PL-OPS-1787 PS-2860 18/09/2020 
480 5.1 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY) SB-WAT-NSW-PL-OPS-1787 28 April 2021 
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 Records are maintained to demonstrate implementation of operational procedures, monitoring protocols and operational corrections identified in the WQP-
DW.  

 Rapid communications systems responding to unexpected events were followed.  
 Monitoring and measuring equipment is fit for purpose and calibrated at specified intervals.  
 Regular inspection and maintenance of all equipment, from source to point of use, ensures continuing process capability.  

 Materials used in the drinking water system are appropriate and meet specifications.  

 Chemicals used in the drinking water system are appropriate and meet specifications 

Overall 
The Drinking Water Quality Plan481 identifies O&M Manuals for each scheme that are utilised for the scheme operation. During the site inspection at Pitt Town 
(noting this is not a drinking water scheme) the BMS was demonstrated, and operational procedures, O&M Manual, forms and work instructions were observed 
and readily available to operators. Operators indicated that this is available for each scheme. Out of Specification work instructions have been developed for the 
drinking water schemes. 
There are no CCPs in the drinking water supply systems and QCPs are not linked to SCADA and are monitored by online monitoring (observed when on site) and 
grab samples. 
Change notice 7482 details the rationale for including storage tanks as Quality Control Points, however it is unclear if the schemes that dose chlorine will remain as 
QCPs for chlorine dosing. 
The ADWG state (p 129) that ‘Good design, management and integrity of distribution systems are essential for maintaining water quality.’ The following was 
noted: 
 Altogether has established backflow prevention on its drinking water connections and these were shown during the site inspections.  
 Altogether provided a schedule483 for tank inspections that includes the drinking water potable water tanks, records of implementation are discussed below. 
 When reviewing the data on network free and total chlorine, the disinfection residuals in the network were regularly below the targets identified in the MS 

Progs, and the total chlorine target in the MS Progs.  Altogether indicated during the interviews that it does not have any control over the quality of water 
received from Sydney Water and Hunter Water, but works with Hunter Water484 485 to improve disinfection residuals in the bulk water supplied. 

 When discussing hygienic work practices when working on the drinking water network, Altogether stated that due to the design of the drinking water 
network, there is no need to undertake works on the drinking water network and there are no mains breaks. Additionally, if there was a need to work on the 
mains, Altogether uses a trusted contractor, however there do not appear to be any established procedures of policies for hygienic work practices for 
Altogether staff of contractors undertaking works on the mains. The Drinking Water Risk assessment486 undertaken in February 2021 has identified (Ref 
DW1.6) the need to ‘Formalise and document procedures around equipment use for various water products and services. This action item is noted on the 
Water Quality Improvement Plan487, however there is no target date for completion. 

 
481 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
482 CCP review workshop summary outcomes March2021 
483 RW and DW Tank PM Schedule all Schemes 
484 201022 Meeting Minutes - HWC I Flow 
485 RE_ Drinking water free chlorine levels at Huntlee 
486 Register of New Risks Feb2021 for Health Consultation (1) 
487 WQP Improvement Plan 
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A recommendation has been made to establish procedures for ensuring the integrity of the drinking water network.  

REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff and contractors undertaking works on Altogether’s drinking 
water networks and develop a process for ensuring all network operators and contractors have been made aware of the requirements and establish an ongoing 
audit process to ensure the practices are implemented. 
 
Central Park 

The Central Park Scheme Management Plan488 does not identify whether the drinking water system is chloraminated or chlorinated, however the Central Park 
Monitoring and Sampling Program identifies a Point of Use (PoU) target of 0.2 g/L for Free Chlorine and 0.6 mg/L for total chlorine. When reviewing the Point of 
Supply (PoS) results, 7/11 samples were above the free chlorine target of 0.2 mg/L, and all total chlorine were above 1.0 mg/L. When reviewing the results of the 
PoU monitoring489, it was noted that only 13 samples out of 46 (28% pass) from customer properties had Total Chlorine above the target limit of ≥0.6 mg /L and 
only 9 samples out of 46 (20% pass) from customer properties had Free Chlorine above the target limit of ≥0.2 mg /L.  During the audit, Altogether indicated that 
there was no formal process for working with Sydney Water to improve residuals. It was noted that the monitoring results indicated that the PoU sites 
experienced a greater frequency of non-compliance with the targets than the PoS sites, indicating a loss of residual after Altogether takes ownership of the water 
from Sydney Water. A recommendation has been made to ensure that options for improving chlorine residual in the network have been identified and actions 
taken to ensure drinking water quality does not degrade in Altogether’s distribution network. 

REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that a minimum target of 0.2mg/L of free chlorine should be 
maintained through reticulation networks, this is consistent with ADWG advice. Identify areas in reticulation where this cannot be met and raise an improvement 
item to improve the chlorine residual in these areas within an appropriate timeframe 
 
Huntlee  
The Huntlee CCP Table490 shows a QCP for Free Chlorine, with grab sample taken from the chlorine meter point at the Potable Water Tanks Outlet, the frequency 
is not specified. The Weekly Control Points Checklist491 492 includes QCPs and CCPs for recycled water but not for drinking water. It is unclear where the results of 
the grab sample are captured and there was no evidence of that monitoring provided for the audit period. A recommendation has been made to record the result 
of operational monitoring of the drinking water service. 
 
REC-DW-2021-006 Include recording the operational monitoring of the drinking water system on the weekly control points checklist or equivalent.  
 
The Tank Inspection Checklist requires various types of inspections of the Huntlee Potable water tank inspections to be undertaken: 
 Annually Lined RW Panel Tank 
 Monthly Water Storage Tank Flushing and Refilling Record 

 
488 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
489 Extract Altogether Group Eurofins Data 
490 2758 Huntlee - Control Points (Controlled COPY).pdf HU-WAT-NSW-PL-OPS-2581 
491 Work_Order 031896 Weekly Control Points Check HT 
492 Work_Order 037065 Weekly Control Points Check HT 
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 Quarterly Water Storage Tank Inspection Routine 
Records of monthly routine tank inspections493, the quarterly flushing work order494 were provided as evidence of implementation. 
 
Records495 of backflow prevention testing were provided for Huntlee. 
 
When reviewing the results of chorine residuals in the network, it was noted that 10 out of 15 monthly Total Chlorine samples failed with readings below the 
target limit of ≥0.6 mg/L. and 8 out of 16 free chlorine monthly samples failed with readings below the target limit of ≥0.2 mg/L. The PoU sampling locations 53/61 
to total chlorine and 45/61 Free Chlorine readings failed to meet the minimum target. A recommendation has been made to ensure that options for improving 
chlorine residual in the network have been identified and actions taken to ensure drinking water quality does not degrade in Altogether’s distribution network 
(REC-DW-2021-005). 
 
Cooranbong 
The Cooranbong CCP Table496 shows a QCP for Free Chlorine, with grab sample taken from the chlorine meter point at the Potable Water Tanks Outlet. The 
Weekly Control Points Checklist497498 includes QCPs and CPs for recycled water but not for drinking water. It is unclear where the results of the drinking water QCP 
grab sample are captured and there was no evidence of that monitoring provided for the audit period. A recommendation has been made to record the result of 
operational monitoring of the drinking water service (REC-DW-2021-006). 
 
The Tank Inspection Checklist requires various types of inspections of the Huntlee Potable water tank inspections to be undertaken: 
 Annually Lined RW Panel Tank 
 Quarterly Water Storage Tank Inspection Routine 
Records of the quarterly inspection work order499 500 were provided as evidence of implementation. 
 
Backflow prevention device testing records501 were provided. 
 
Free and total chorine results at the PoS sampling locations were below the targets at times in the beginning of the audit period, however there were no ‘fails’ for 
free chlorine after September 2020 or total chlorine after August 2020 indicating the network disinfectant residuals have improved. 
 
Discovery Point 

 
493 Work_Order 034346 DW Tank Inspection 13 Dec 2020 HT 
494 Work_Order 035050 DW Tank Inspection Flushing Record 7 Dec 2020 HT 
495 Work_Order 031959 Huntlee 
496 3205 Cooranbong - Control Points (Controlled COPY).pdf CO-WAT-NSW-PL-OPS-2832 
497 Work_Order 034475 Weekly Control Points Check CB 
498 Work_Order 037708 Weekly Control Points Check CB 
499 Work_Order 034729 DW Tank Inspection 15 Dec 2020 CB 
500 Work_Order 035833 DW Tank Inspection 18 Jan 2021 CB 
501 Work_Order 033606 RPZD Repair record Cooranbong 
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The Discovery Point Scheme Management Plan502 does not state if the drinking water supplied by Sydney Water is chlorinated or chloraminated.  The Discovery 
Point Monitoring and Sampling Program503 identifies a Point of Use (PoU) target of 0.2 g/L for Free Chlorine and 0.6 mg/L for total chlorine. When reviewing the 
PoS data, 6 out of 10 monthly samples failed with readings below the target limit of ≥0.2 mg/L. and no total chlorine reading were below 0.6 mg/L. When 
reviewing the PoU results, 8/49 total chlorine with readings below the target limit of ≥0.6 mg/L (84% pass) and 28 /49 samples 57%) with free chlorine readings 
below the target limit if ≥0.2 mg/L (43% pass). Most of the passes were only just above the target lower limit of ≥0.2 mg/L. 
A recommendation has been made to ensure that options for improving chlorine residual in the network have been identified and actions taken to ensure drinking 
water quality does not degrade in Altogether’s distribution network (REC-DW-2021-005). 
 
Backflow prevention records were not provided for Discovery Point 
Shepherds Bay 
Shepherds Bay Scheme Management Plan504 and the Monitoring and Sampling Program505 were provided. The MS Prog identifies a Point of Supply (PoS) target of 
0.2 g/L for Free Chlorine and 0.6 mg/L for total chlorine No PoU monitoring is identified in the network.  For Free Chlorine 4/11 readings were above the 0.2 mg/L 
target and all total chlorine readings were above 1.0 mg/L. 
A recommendation has been made to ensure that options for improving chlorine residual in the network have been identified and actions taken to ensure drinking 
water quality does not degrade in Altogether’s distribution network (REC-DW-2021-005). 
 
Backflow prevention device testing records506 were provided.  

ADWG Element 5 IPART’s Audit Initiation Letter identifies the following requirements for Element 5: 

 The consolidated sampling plan is followed, and monitoring data is verified to be representative and reliable.  
 Procedures for sampling and testing are followed.  
 Adequate resources are provided to ensure valid and reliable results of drinking water quality monitoring.  
 Results of drinking water quality verification monitoring are used to evaluate conformity to criteria set in the WQP-DW.  
 Complaints and comments from consumers are evaluated, whether received from the scheme retail supplier or direct to network operator.  
 Short-term evaluation of monitoring results and consumer feedback is used to verify that the quality of the drinking water conforms to established targets 

and meets consumer expectations.  

 Corrective responses to non-conformances are implemented in accordance with documented procedures, or where network operator has deviated from 
documented procedure; reasons are documented the response has provided an equal or improved management of risk.  

 Planned changes are controlled and consequences of unintended changes reviewed, action taken to mitigate any adverse effects, as necessary 

Overall 

 
502 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
503 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
504 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY) SB-WAT-NSW-PL-OPS-1787 Version 6 28 April 2021 
505 3095 Shepherds Bay Monitoring and Sampling Program (Controlled COPY).pdf SB-WAT-NSW-PL-OPS-3095 
506 Asset_Record_For_Job_No_76832_28-10-2020_1510 
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The Drinking Water Quality Plan507 and the Monitoring and Sampling Plan508 (MSP) were provided along with an extract509 of its database which includes the 
results of the verification monitoring for all schemes during the audit period. 

Overall, the audit found that Altogether is implementing the verification monitoring program, procedures for testing and sampling are being followed, and 
adequate resources are being allocated to ensure valid and reliable results. 

During the audit interviews, Altogether demonstrated a new process for reviewing data and checking compliance with the monitoring program using a Power BI 
database that included checking the number of samples taken, the frequency of sampling, and that the results are compliant. The database extract was reviewed 
and the auditor confirmed that the MS Progs are being implemented and the required samples are being taken at the correct frequencies. 

The results are reviewed in a fortnightly team meeting, with a pdf document prepared for each scheme, the April 2021 pdf for Box Hill was shown in the audit. A 
separate report is prepared for management review, which includes a summary for all schemes microbiological analysis results, network chlorine performance, 
exceedances and environmental monitoring. The April 2021 report was shown in the audit. 

Altogether has developed Drinking Water out of Specification Work Instructions for each scheme during the audit period. These work instructions detail the 
processes for rapidly notifying external stakeholders when there is contamination detected after the point of supply. 

The Complaints and Disputes Resolution Policy510 (the Complaints policy) was provided for the audit, along with the details of all complaints relating to billing, 
and the records of communication and handling of the complaints. 

Changes to the monitoring plan are captured on the document control tables on the MSP and MS Progs. Significant changes to the monitoring plan are managed 
under the Change Notice process with NSW Health. Evidence of the process was shown on Change Notice 1511. 

Central Park 
Central Park Monitoring and Sampling Program512 details the verification monitoring and sampling program. The review of the data found that the PoS monthly 
microbiology, physical and chemistry sampling was completed as scheduled. The six monthly and weekly PoU sampling was completed as scheduled. 
 
Records of complaints were provided as evidence on implementation of the complaint handling processes: 
 Drinking water odour complaint513 
 High water usage514 515 
 High water bills estimated516 517 

 
507 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
508 Monitoring and Sampling Plan (MSP)(Controlled COPY) AG-WAT-AUS-PL-OPS-1288 Revision 15 13 April 2021 
509 Extract Altogether Group Eurofins Data 
510 Complaints and Disputes Resolution Policy AG-ALL-AUS-PO-RET-1249 Revision 6 – 21 December 2021 
511 Change Notice 1 - Monitoring and Sampling Programmes_All schemes_APPROVED 
512 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
513 Audit 2021 Zendesk Ticket – 387022 (Flow Systems - 2702 in East tower at Central Park) 201008 
514 #393695 - Central Park West - Zendesk Ticket 201028 
515 #393695 - Central Park West - Account Notes 201028 
516 #390299 - Central Park 8 Park Lane- Zendesk Ticket 201021 
517 #390299 - Central Park 8 Park Lane - Account Notes & Transaction History 201021 
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Huntlee  
Huntlee Monitoring and Sampling Program518 details the verification monitoring for the scheme. The monthly physical and chemical sampling was undertaken as 
scheduled. For monthly microbiology sampling, E. coli, Total Chlorine, Free Chlorine, and turbidity was sampled as per schedule. PoU six monthly sampling 
completed as scheduled. Weekly microbiological sampling. Weekly E. microbiological sampling was almost completed as scheduled, except for a 17 day gap from 
16/06/20 - 02/07/20) resulting in a missed week of sampling. The missing sample was identified and included on the incident register.519 
 
Records of complaints were provided as evidence on implementation of the complaint handling processes: 
 High water usage520 
 High water bill521 522 
Cooranbong 
Cooranbong Monitoring and Sampling Program523 details the verification monitoring for the scheme. The monthly physical and chemical sampling was undertaken 
as scheduled. For monthly microbiology sampling, E. coli and Total Chlorine was sampled as per schedule. PoU six monthly sampling completed as scheduled. 
Weekly microbiological sampling was completed as scheduled. 
 
Records of complaints were provided as evidence on implementation of the complaint handling processes: 
 Water bill524 525 526 
Discovery Point 
The Discovery Point Scheme Management Plan527 and Discovery Point Monitoring and Sampling Program528 details the verification monitoring for the scheme. The 
monthly physical and chemical sampling was undertaken as scheduled. For monthly microbiology sampling, E. coli and Total Chlorine was sampled as per 
schedule. PoU six monthly sampling completed as scheduled. Weekly microbiological sampling was completed as scheduled. 
 
Records of complaints were provided as evidence on implementation of the complaint handling processes: 
 Odour Complaint record529 530 
Shepherds Bay 

 
518 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
519 Corrected Water Ops Incident Register (exported from SharePoint on 17Jun21 for audit period) 
520 #395036 - Huntlee - Account Notes201030 
521 #358704 - Huntlee Water - Zendesk Ticket 200828 
522 #358704 - Huntlee - Account Notes 200828 
523 Cooranbong Monitoring and Sampling Program (Controlled COPY) CO-WAT-NSW-PL-OPS-3093 19 March 2021 
524 Complaints records provided 
525 #354944 - Follw up #337917 - Cooranbong - Zendesk Ticket 200821 
526 #354944 - Cooranbong - Zendesk Ticket 200821 
527 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
528 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
529 Audit 2021 - Zendesk Ticket – 449009 (U1402B 6 Nancarrow Ave Ryde) 210223 
530 #395036 - Huntlee - Zendesk Ticket201030 
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Shepherds Bay Scheme Management Plan531 and the Monitoring and Sampling Program532 were provided. Monthly microbiological, physical and chemical, and six- 
monthly sampling was undertaken as scheduled. 
 
Records of complaints were provided as evidence on implementation of the complaint handling processes: 
 Records for drinking water odour533 
 
 

ADWG Element 6 Overall 

IPART’s Initiation Letter identified the following requirements for Element 6: 

 Incident and emergency communications protocols are implemented as described in the WQP-DW, and follow the requirements of IPART’s Network 
Operator’s Reporting Manual and notification requirements as set out in the WIC Regulations sch 1, cl.1(2).  

 Employees are trained in incident and emergency response protocols and the plans are tested as appropriate.  
 Following any incident and emergency situation, an investigation is undertaken, and all appropriate staff debriefed. Protocols have been revised as 

necessary.  

The Network Operator’s Reporting Manual534 states: 

Licensees must immediately notify IPART of any incident in the conduct of their activities that threatens, or could threaten, water quality, public health or 
safety. 

 Immediate notification must also be given to: 

 The Minister administering the Public Health Act 

 The Minister administering the WIC Act (the Minister) 

 Any licensed retail supplier that supplies water or provides sewerage services by means of the licensee’s infrastructure  

 Any other licensed network operator or public water utility whose infrastructure is connected to the licensee’s infrastructure.  

The Drinking Water Quality Plan535 provides a diagram in Section 6 which depicts the framework for managing Drinking water incidents and emergencies. The 
Incident Management Plan536 (IMP) provides the overarching framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, Department of Planning and Environment and other licenses 
and public water utilities. 

 
531 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY) SB-WAT-NSW-PL-OPS-1787 Version 6 28 April 2021 
532 3095 Shepherds Bay Monitoring and Sampling Program (Controlled COPY).pdf SB-WAT-NSW-PL-OPS-3095 
533 Audit 2021 - Zendesk Ticket – 449009 (U1402B 6 Nancarrow Ave Ryde) 210223 
534 IPART Reporting manual - Network Operator Reporting Manual - July 2020 
535 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
536 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
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The Water Operations Incident Management, Reporting and Investigation Procedure537 provides flow diagrams that give an overview of incident management. 
This includes the requirement for the incident manager to assess, declare and classify the incident, make notifications, investigate, debrief and close out the 
incident. The flow diagram also includes responsibilities for notifying regulators. 

Altogether provided the Incident Register538 that showed the incants that occurred in relation to Water Operations which was consistent with the notifications 
made to IPART during the audit period. 

The Incident Notification Protocol with NSW Health539 was updated in February 2021 and includes the contact details of the relevant Public Health Units to be 
notified for each scheme. 

The Internal Incident Contact Register540 was last updated on 15 April 2021 and was previously updated on 26 February 2021, providing an indication that the 
register has been kept under review. The register includes internal contact for emergencies at each scheme and for different types of emergencies. 

Other procedures that sit under the incident management framework include: 

 Out specification procedures or each scheme  

 Responding to sewage overflows 

 Unplanned outages 

During the audit the number of incidents attributed to laboratory errors was discussed. Altogether provided evidence541 of communication with Eurofins (the 
laboratory) for the issues experienced during the audit period. Changes that Altogether has implemented to improve the accuracy and reliability of the data 
received from the laboratory include: 

 Regular meetings to discuss the issues 
 The communication Register recording the issue, internal investigation and report back on the issues 
 Training and staff turnover 
 The lab has developed SOPs for new staff to come on board and inductions 
 Collection of duplicate samples on each sample event 
 If there is insufficient volume, Eurofins are required to do a retest. If there is a duplicate this will be retested or confirm if there was a need to collect 

another sample. 

The Eurofins sampling management plan542 was also shown in the audit. Altogether also undertook an audit543 of the Eurofins Lab and noted no issues. 

Altogether provided evidence of an incident training package544 which included: 
5. Incident management compliance obligations 

 
537 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
538 Water Ops Incident Register (exported from SharePoint on 15Jun21 for audit period) 
539 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
540 Internal Incident Contact Register AG-ALL-AUS-RG-INC-2563 Version 5.1 15 April 2021 
541 Flow Systems – Communication Register – V1.1 
542 QS-INS-4205_R0 - EUROFINS SAMPLING MANAGEMENT PLAN - FLOW SYSTEMS 
543 4.3 2nd party Eurofins Lane Cove ISO17025 Audit 2021 
544 3020 Water Operations Incident Reporting and Investigation Training Package.pptx FS-ALL-AUS-TP-HSEQ-3020 
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6. Incident roles and responsibilities 
7. Incident management procedures 
8. Water Quality Incident Reporting and Investigation Procedure. 

An opportunity or improvement was identified to include learnings from incidents that have occurred in the water industry to improve awareness of water supply 
risks. 

OFI-DW-2021-002 Consider establishing an ongoing process to include learnings from incidents that have occurred in Australia and overseas, to inform incident 
management in relevant forums, such as meetings, training and toolbox meetings. 

Huntlee 
Incident HU_145 (24 April 2020) 
 Email Form A545 
 Form A Incident546 
 Form B547 
 Email Form B548 
This incident related to a drinking water sample returning a fluoride value above the guideline value. Altogether receives treated drinking water from Hunter 
Water and does not dose fluoride. Hunter Water did not note a non-compliance within their system. It was determined that the result was likely to be a laboratory 
error. Evidence of the debrief is provided in HSEQ Meeting Dec 2020549 and HSEQ (SUS) Meeting Jun 2020550 
 
Cooranbong 
Incident CO_213 (8 December 2020) 
 Form A Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg551 
 Form B Incident Notification WICA _Cooranbong.pdf552 
 Form B & Closeout for this incident ## RE_ Form A __UPDATE__ Incident Notification WICA Cooranbong - Drinking Water E coli Exceedance.msg553 
 201210 Form A554 
Form A was sent to all stakeholders within 24 hours of making verbal notification. Form B was sent on 24/12/2020. This incident has been put down to a lab error. 
 
Discovery Point 

 
545 Form A Incident Notification_Huntlee_DW Fluoride exceedance 24_04_20_Report date 26_06_20.msg 
546 Form A Incident WICA Notification_Huntlee_DW PoU Fluoride Exceedance_24Apr20_Report date 26Jun20.pdf 
547 Form B Incident WICA Notification_Huntlee_DW PoU Fluoride Exceedance_24Apr20_Report date 02Jul20.pdf 
548 Form B Incident Notification_Huntlee_DW Fluoride exceedance 24_04_20_Report date 2_07_20.msg 
549 HSEQ (SUS) Meeting Dec 2020 
550 HSEQ (SUS) Meeting Jun 2020 
551 Form A Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg 
552 Form B Incident Notification WICA _Cooranbong.pdf 
553 Form B & Closeout for this incident ## RE_ Form A __UPDATE__ Incident Notification WICA Cooranbong - Drinking Water E coli Exceedance.msg 
554 201210 Form A Incident Notification WICA_Cooranbong.pdf 
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Incident DP_183 (9 October 2020) 
 Email-Updated Form A 555 
 Form A Updated556 and email 557 
 Form A558 
 Form B559 
 Email Form B560  
A drinking water tap returned a fluoride value above ADWG health criteria. Investigation indicated a lab error or receipt of non-compliant water from Sydney 
Water. Sydney Water did not report and exceedances in its network. Form A was sent 9/10/2020, an updated Form A was sent on 29/10/2020. Form B was sent 
26/11/2020. Evidence of the debrief is provided in HSEQ Meeting Dec 2020561. 
 
Incident DP_144 (29 April 2020) 
 Form A562  
 Email - Antimony563  
 Form A564  
 Email - Form B565  
 Form B566  
Antimony exceedance in drinking water exceedance in 29 April 2020 but reported on 26 June 2020. Form B was submitted on 30 June 2020. The investigation 
indicated a lab error. 
Debrief of the incident is documented in the HSEQ (SUS) Meeting June 2020567 

ADWG Element 7 
IPART’s Audit Initiation Letter Identified with following requirements for Element 7: 
 Operators have a general understanding of the regulatory requirements of licensed network operators under the WIC Act regarding protection of public 

health.  
 Operators and relevant contractors are aware of the drinking water policy and objectives of the WQP-DW (overlap with element 1).  

 
555 Updated Form A__ RE_ Form A Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance 
556 DP 28Oct20 Form A Update 
557 Form A Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance 
558 Form A Incident WICA Notification_Discovery Point 183 DP Fluoride Exceedance 9 October 2020 
559 Form B Incident Notification WICA_Discovery Point 183 DP 26Nov20 Fluoride Exc.pdf 
560 Form B Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance - Laboratory Method  
 
561 HSEQ (SUS) Meeting Dec 2020 
562 Form A Incident Notification_Discovery Point_DW Antimony exceedance 29_04_20_Report date 26_06_20.msg 
563 Antimony exceedance 29_04_20_Report date 26_06_20.msg 
564 Form A Incident WICA Notifcation_Discovery Point Antimony Exceedance_29Apr20_Report Date 26Jun20.pdf 
565 Form B Incident Notification_Discovery Point_DW Antimony exceedance 29_04_20_Report date 26_06_20.msg 
566 Form B Incident WICA Notifcation_Discovery Point Antimony Exceedance_29Apr20_Report Date 30Jun20.pdf 
567 HSEQ (SUS) Meeting Jun 2020 
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 Operators and relevant contractors understand drinking water quality risk management principles set out in the WQP-DW, characteristics of the drinking 
water supply system and preventive strategies in place, consequences of system failures and how to apply and follow risk management principles.  

 Operators and relevant contractors should be aware of the arrangements that the scheme retail supplier has in place to manage its obligations (eg. 
communication with consumers) and that the licensee must/use best endeavours to ensure those arrangements align with licensee's risk controls.  

 Employees and contractors are aware of their contribution of the effectiveness of implementing the WQP-DW, including benefits of improved performance, 
and the implications of not conforming to the requirements set out in the WQP-DW.  

 Identified training has been delivered, or is appropriately scheduled to be delivered so that operators and contractors are competent.  
 Records are maintained of all employee training, and processes and procedure for training are followed.  
 
Overall 
Under the Drinking Water Quality Plan568 (DWQP) Component A7.1.1 it states that Altogether will develop mechanisms and communication procedures to 
increase employees’ awareness of, and participation in, drinking water quality management. 
Under RWQM Component A1.2.1, Altogether has a WICA Responsibilities and Authorities Matrix569 that lists the responsibilities of staff positions, including 
awareness of and promotion of water quality policies. A Training Needs Analysis (TNA) is conducted for all operations annually at the mid-year performance 
review, and identifies the necessary competencies, and the current competencies achieved by staff are recorded in the Water Ops Competencies Training Log570. 
This timing allows for appropriate training provision budget to be set, and a Learning Plan developed for each staff member571. 
A formal induction process is in place for employees. Under both the RWQP Component A7.2.1 and DWQP Component A7.11, a Training Policy and Procedure 
document572 exists and is implemented.  The HR & Training Manager is responsible for ensuring that training is recorded on the Training Register573 and that 
certifications are saved both in the employee file and as evidence on the Training Register.  Operators are inducted through a 3-month probationary period with 
mentoring and on the job training.   
Altogether has a procedure for Developing Operator Training Plans574 for Scheme Operators to achieve Certificate III in Water Industry Treatment. Technical 
training plans are developed for new Scheme Operators (including trainees) and are reviewed at the time of the performance review. 
Water Operations Team meetings are conducted where team members are made aware of and bring up any water quality issues. 
Appropriate recent training has been undertaken for Altogether Staff, as shown by completed Training Course Attendance Register forms575.  This includes online 
training in WICA License Plan and Compliance for 11 staff on 12/04/2020576, and training in Incident Management – Sewage Overflow Response for 10 staff on 17 
February 2020577.  
 

 
568 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
569 WICA Responsibilities and Authorities Matrix (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1316 
570 Water Ops Competencies_Training Log – worksheet Competencies (working) Version 0.4 27 April 2021 
571 Water Ops Competencies_Training Log - worksheet: Learning Plan 22-26 Version0.4 27 April 2021 
572 Training Policy and Procedure (Controlled Copy).pdf AG-ALL-AUS-PO-HRT-3168 (1463) Revision: 1 24 June 2020 
573 Spreadsheet – Training Register 
574 Developing Operator Training Plans AG-WAT-NSW-PR-OPS-2769 Revision: 2.0 23 April 2021 
575Training Course Attendance Register FS-ALL-AUS-FM-HRT-1339 Revision: 2 15 Sep 15  
576 WICA License Plan and Compliance.pdf - Training Course Attendance Register 12 April 2020 
577 Incident Management - Sewer Overflow Response.pdf – Training Course Attendance Register 17 February 2020 
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A number of PowerPoint training documents that cover drinking water and recycled water quality, and sewerage management has been developed for use as part 
of the induction process for new staff. These include WICA Licence Plans and Compliance – Induction578, Water Operations Incident Management, Reporting and 
Investigation Procedure579, Environmental incidents and POEO Act Compliance580, and Introduction to the Framework for Management of Recycled Water Quality 
and Use581.  
Staff competencies are also shown by records of attainment certificates for appropriate industry training, such as Certificate III in Water Industry Management582, 
Instrumentation Customised Training583 584 585 586, and risk management principles587. 
Contractors are site inducted before commencing work under a Visitor and Contractor Induction Procedure588. There is a specific Visitor Induction document589 to 
follow, and a more detailed procedure for inducting contractors (including consultants) to Altogether operated sites. This latter procedure includes relevant items 
such as a Sign In Register [FS-WAT-AUS-FM-WHS-2985], a Site Induction (Operations) presentation590 or a Site Induction (Construction) presentation [FS-ALL-AUS-
TP-HSEQ-2526], an Induction Questionnaire591 that instructs inductees to “Complete the induction presentation before completing the remainder of this 
induction”, and an Induction Register [FS-ALL-AUS-RG-WHS-2219]. Inductees are required to sign an induction sheet to confirm understanding (see information 
under individual schemes).   
Sign in and site induction processes were demonstrated at audit interviews. 
 
A Recycled Water Policy592 and Drinking Water Policy593 exist and are current (reviewed during the audit period).  All staff are instructed during induction to go to 
the onsite control rooms where the policies are to be displayed (observed at site inspections) and to read and ensure that they understand them. The policies are 
also highlighted and discussed within the WICA Licence Plans and Compliance – Induction594 presentation (slide 6), and in the Operations Site Induction595 training 
presentation (slide 36). The BMS Induction596 PowerPoint training covers the importance of following the Business Management System so that ISO 9001 for 

 
578 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2019 
579 Water Operations Incident Reporting and Investigation Training Package.pptx FS-ALL-AUS-TP-HSEQ-3020 (or FS-WAT-NSW-PR-INC-2561) 27 October 2020 
580 Environmental incidents and POEO Act compliance.pptx FS-ALL-AUS-TP-HSEQ-3021 
581 Framework Training_SUS Team undertaking currently – image of first slide title page RW-FWK-AUS-01 
582 Shane Dohnt Certificate III.jpg 14 January 2011 
583 Certificate Shane Dohnt.pdf - Instrumentation Customised Training 12 November 2020 
584 Certificate Scott Mutimer.pdf - Instrumentation Customised Training 12 November 2020 
585 Andrew Horton.pdf - Instrumentation Customised Training 10 February 2021 
586 Garth Hugo.pdf - Instrumentation Customised Training 10 February 2021 
587 NWPGEN001 Audrey Killeen.pdf - Apply the risk management principles of the water industry standards, guidelines and legislation 21/01/2021 
588 Visitor and Contractor Induction Procedure (Controlled COPY).pdf FS-ALL-AUS-PR-HSEQ-1466 Revision: 3 19 July 2020 
589 Visitor Induction.docx AG-ALL-AUS-TE-HSEQ-2537 Revision: 2 22 February 2021 
590 Operations Site Induction.pptx FS-ALL-AUS-TP-HSEQ-2647 20 November 2020 
591 Induction Questionnaire FS-ALL-AUS-FM-WHS-1361 Revision: 3 09 April 2020 
592 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
593 Drinking Water Policy AG-WAT-AUS-PO-OPS-1232 Revision: 2 21 July 2020 
594 WICA Licence Plans and Compliance - Induction.pptx FS-ALL-AUS-TP-OPS-3018 19 June 2019 
595 Operations site induction.pptx FS-ALL-AUS-TP-HSEQ-2647 20 November 2020 
596 BMS Induction.pptx FS-ALL-AUS-TP-HSEQ-3022 15 July 2020 
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QUALITY management, ISO 14001 for ENVIRONMENTAL management, and ISO 45001 and AS 4801 for SAFETY management accreditations are maintained and 
that Altogether’s vision is achieved. There is a dedicated section for operations staff. 
There is evidence for site inductions being undertaken, and the sighted Induction Questionnaire597 checklist (Induction Part C Induction Acknowledgement dot 
point 1) includes the text ’Have you been advised about safety, environmental or community issues, who to contact in the event of an issue on the site (including 
project policies and procedures)?’.  
Central Park 
Digital images of two examples of contractors completing the Induction Questionnaire on 24 February 2021 were provided.  These included Induction Part A – 
Information and Competency598, Induction Part B – Induction Assessment599, Induction Part C – Induction Acknowledgement600 with date completed and name of 
induction provider. 
Huntlee  
No induction information provided for this audit, indicating no contractor accessed the site. 
Cooranbong 
Examples of induction were provided for two contractors on 17/03/2021601. 
Discovery Point 
Digital images of two examples of contractors respectively completing the Induction Questionnaire on 24 March 2021 and 01 April 2021 were provided.  These 
included Induction Part A – Information and Competency602, Induction Part B – Induction Assessment603, Induction Part C – Induction Acknowledgement604 with 
date completed and name of induction provider. 
Shepherds Bay 
No induction information provided for this audit, indicating no contractor accessed the site. 

ADWG Element 8 
IPART’s Audit Initiation Letter identifies the following requirements for Element 8: 
 The scheme retail supplier undertakes consultation with the community, and makes the information available to the network operator consistent with the 

strategy.  
 Arrangements are in place and are actively employed.  
Overall 
The Drinking Water Quality Plan605 606 states that the two-way communications plan includes flyers, welcome packs, welcome calls, website contact, telephone 
enquiries and emails. 

 
597 Induction Questionnaire FS-ALL-AUS-FM-WHS-1361 Revision: 3 09 April 2020 
598 Induction Part A – Information and Competency - image 20210517_112616 for contractor1 & image 20210517_112758 for contractor2 respectively 
599 Induction Part B – Induction Assessment - images 20210517_112621 for contractor1 & image 20210517_112802 for contractor2 respectively 
600 Induction Part C – Induction Acknowledgement - image 20210517_112708 for contractor1 & image 20210517_112807 for contractor2 respectively 
601 Email attachment from Scott Mutimer to Kim Staples on 14 May 2021 4:15pm 
602 Induction Part A – Information and Competency - images 20210517_094647 for contractor1 & image 20210517_094631 for contractor1 and contractor2 respectively 
603 Induction Part B – Induction Assessment - images 20210517_110652 for contractor1 & image 20210517_094637 for contractor2 respectively 
604 Induction Part C – Induction Acknowledgement - images 20210517_094702 for contractor1 & image 20210517_094642 for contractor2 respectively 
605 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
606 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
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Operating and Communications Protocol High Rise Communities607 details the protocol for high rise development. The Altogether website608 contains a range of 
information on the use and management of drinking water, the arrangements for drinking water supply, the process for connecting, establishing an account and 
disconnecting. 
The Altogether website609 contains resources for developers and builders. Resources include checklists610, and guides for building611, landscaping612 and land 
development613. 
The following Welcome Pack records were also provided as evidence of implementation of the community consultation processes: 
 Discovery Point_Welcome Pack.pdf 
 Huntlee_Welcome Pack.pdf 
 Shepherds Bay_Welcome Pack.pdf 
 Central Park_Welcome Pack.pdf 
 Cooranbong_Welcome Pack.pdf 
 
Additional records of communication from the Zendesk database include: 
 Huntlee_Website Contact.pdf 
 Shepherds Bay_Email.pdf 
 Shepherds Bay_Phone.pdf 
 Shepherds Bay_Website contact.pdf 
 Welcome Calls Audit Information.docx 
 Central Park_Email.pdf 
 Central Park_Phone.pdf 
 Central Park_Website Contact.pdf 
 Cooranbong_Email.pdf 
 Cooranbong_Phone.pdf 
 Cooranbong_Website Contact.pdf 
 Discovery Point_Email.pdf 
 Discovery Point_Phone.pdf 
 Discovery Point_Website contact.pdf 
Records of Welcome calls undertaken in the audit period include: 
 81 Kesterton Rise, North Rothbury – 07/04/2021 

 
607 Operating and Communications Protocol High Rise Communities (Controlled COPY) AG-WAT-AUS-UG-OPS-1289 Revision 3 23 December 2020 
608 https://askus.altogethergroup.com.au/hc/en-us/sections/900001583143-Water accessed 24/5/2021 
609 https://altogethergroup.com.au/building-developing/ 
610 Builders Checklist (Controlled COPY).pdf AG-WAT-NSW-TE-RET-2002 
611 Builder's Guide - Water (Controlled COPY).pdf AG-WAT-NSW-UG-RET-1570 
612 Landscapers Guide (Water) (Controlled COPY).pdf AG-WAT-NSW-UG-RET-1964 
613 Developer Guide - Infrastructure (Water) 
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Licence Clause  Findings 

 15 Johanson Road, Cooranbong – 03/12/2020 
 

ADWG Element 9 
IPART’s Audit Initiation Letter identifies the following requirements for Element 10: 
 Implements program as documented.  
 Validation monitoring is undertaken in accordance with documented processes and procedures to ensure hazards are effectively controlled.  
 Revalidation of processes is done when variations occur.  
 Validation of new equipment and infrastructure is undertaken in accordance with documented processes and procedures to ensure continuing reliability.  
Overall 
Altogether receives potable water from Sydney Water and Hunter Water, and undertakes chlorine dosing at the Cooranbong and Huntlee schemes to maintain a 
chlorine residual in the network.  
Section 4 of the Monitoring and Sampling Plan614 states that the offsite validation program is a desktop assessment of the system, and the onsite validation 
involves verification monitoring as per the MS Prog. As detailed above, in the assessment of Element 5, Altogether is undertaking verification monitoring as 
scheduled and results generally comply with the water quality criteria. 

ADWG Element 10 
IPART’s Audit Initiation Letter identifies the following requirements for Element 10: 
 Appropriate documentation is kept to provide a foundation for maintaining effective drinking water quality management.  
 All documentation relevant to the implementation of the WQP-DW are reviewed and current.  
 Records management system is maintained and records complete.  
 Employees are trained to complete records.  
 Documents are reviewed and revised as necessary.  
 Internal and external reporting is undertaken according to procedures.  
 Annual report is produced. 

Overall 

The Drinking Water Quality Plan615 supporting documents have been updated in the audit period and after the end of the audit period. The document issue record 
noted the general changes that were made in each revision. 

Document Control Policy and Procedure616 states that all BMS documents are controlled using the BMS Library on SharePoint. During the site inspection at Pitt 
Town, the operator demonstrated the BMS system which included overarching licence plans, site-specific plans and procedures, forms and work instructions. 

Training in the Document Control Procedures is provided in a PowerPoint presentation617. 

In reviewing the documents provide in evidence, the following findings were noted: 

 
614 2308 Monitoring and Sampling Plan (MSP)(Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1288 
615 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
616 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
617 BMS Document Control Training.pptx AG-ALL-AUS-TP-HSEQ-3178 
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Licence Clause  Findings 

 The footer on the LWC Control System Change Management policy618 is inconsistent with the document control properties. 
 Some of the Stakeholder contacts lists were not reviewed by the due date. 
 A number of the scheme management plans have errors in the fields and captions. 
 
REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not have typographical and hyperlink errors. 

Details of annual reports are provided for each scheme below. 

Central Park 
CPW_IPART NOL Annual Report 2019-2020619 contains detail of one non-compliance during the 19/20 financial year. Schedule B was not provided. 
Huntlee  
HW_IPART NOL Annual Report 2019-2020620 states that there were no non-compliances. Schedule B was not provided. 
Cooranbong 
CW_IPART NOL Annual Report 2019-2020621 states that there were no non-compliances. Schedule B was not provided. 
Discovery Point 
DPW_IPART NOL Annual Report 2019-2020622 includes non-compliances with the monitoring program in the audit period. 
Shepherds Bay 
FSO SB_IPART NOL Annual Report 2019-2020623 includes non-compliances with the monitoring program in the audit period. 

ADWG Element 11 IPART’s Audit Initiation Letter identifies the following requirements for Element 11: 

 Evaluation of long-term data is undertaken and results reviewed.  
 Problems from long-term data evaluation are identified and addressed.  
 Internal audit undertaken at planned intervals.  
 Audit results are documented and communicated.  

Overall 

The Drinking Water Quality Plan624 states that annual long-term evaluation of data will be undertaken at the same time as the annual report is prepared and 
identifies the Altogether Lab data Results Viewer. During the audit, Altogether demonstrated the Power BI database that is also used to undertake an evaluation 
of data. 

 
618 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
619 CPW_IPART NOL Annual Report 2019-2020 (1).pdf 
620 HW_IPART NOL Annual Report 2019-2020 (1).pdf 
621 CW_IPART NOL Annual Report 2019-2020 (1).pdf 
622 DPW_IPART NOL Annual Report 2019-2020 (1).pdf 
623 FSO SB_IPART NOL Annual Report 2019-2020 (1).pdf 
624 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
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Licence Clause  Findings 

The risk assessment is reviewed internally annually and externally every two years, and this includes a data analysis component (a recommendation has been 
made to standardise this process). 

Altogether has an Audit Procedure625 that outlines the audit process. An Internal Audit Calendar626 was shown that outlined the audits that should be undertaken. 
The audit procedure indicates that the outcomes of internal audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the improvement plan, there was no evidence the actions had 
been allocated to a responsible person, progress tracked, or closed out. It is noted that some audit findings were closed out on the day of the audit, however ones 
that were not closed out were not captured in an action register or on the Water Quality Improvement Plan. A recommendation has been made to ensure the 
audit process is implemented as documented. 

REC-DW-2021-008 Develop a process to capture and track the progress in implementing recommendations from internal audits on an action register or 
improvement program, as required by the procedure. 
Central Park 
Internal Audit_WICA Scheme Specific_Reduced Scope_Central Park_12Aug20 provided 
Huntlee  
No internal audit record was provided for this scheme, as one was not undertaken, and was not required under the Internal Audit Calendar  
Cooranbong 
No audit record was provided for this scheme, as one was not undertaken, and was not required under the Internal Audit Calendar 
Discovery Point 
Internal Audit_WICA Scheme Specific_Reduced Scope_Discovery Point_12Aug20 provided 
Shepherds Bay 
Internal Audit_WICA Scheme Specific_Reduced Scope_Shepherds Bay_12Aug20 provided 

Element 12 
IPART’s Audit Initiation Letter identified the following requirements for Element 12: 
 Effectiveness of the management system is reviewed by senior managers, and the need for change is evaluated.  
 Decisions and actions by senior management are documented.  
 The improvement plan is implemented according to the plan.  
 The improvement plan is communicated and implemented, and improvements are monitored for effectiveness.  

Overall 

The Drinking Water Quality Plan627 refers to the Management Review Procedure628 as the document that outlines management review processes. This procedure 
identifies monthly meetings and an annual management review meeting as the relevant process.  

 
625 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
626 Internal Audit Calendar - Water 
627 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
628 2750 Management Review Procedure (Controlled COPY).pdf FS-ALL-AUS-PR-HSEQ-1430 
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Licence Clause  Findings 

Monthly Risk and Compliance reports629 630 631 632 are prepared, providing an overview of compliance and the implementation of the water quality plans and other 
management systems under the licence.  

The Management Review Report633 was prepared in September 2020 and provides the summary and review of performance over the 2019/2020 Financial Year. 

 Att 3.1_Flow High Rise Risk Workshop Outcomes Summary Rev1 FINAL 
 Att 3.2_Flow Land Housing Risk Workshop Outcomes Summary Rev1 FINAL 
 Att 3.3_SUS Compliance Program 200728 
 Att 3.4_HSE Report_FY19_20 
 Att 3.5_Flow Regulatory and Policy Agenda - Water _FY19_20 
 Att 3.6_Compliance Change Register July 2020 
 Att 3.7_Annual Internal Audit Programme 2019-20 
 Att 3.8_Compliance Calendar 2019 
 Att 3.9_Compliance Calendar 2020_Jun 20 
 Att 3.10_Flow Risks Risk Register 

Improvement Plan 

The Water Quality Improvement Plan634 was provided and discussed in the audit. Inputs to the plan are documented on the ‘Lists Ops’ tab and include activities 
such as the risk register, Licence plan review and audit.  

There were many items on the register that do not have a completion date, and this makes is difficult to audit its implementation. 

A recommendation has been made to improve the documentation of the improvement plan to ensure that it is implemented.  

REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible party, communicated, and due dates have been applied. 

 
  

 
629 Altogether R&C Monthly Report_Jan 2021_Rev2 
630 Altogether R&C Monthly Report_Mar 2021_Rev3 
631 R&C Monthly Report_August 2020_v2 
632 R&C Monthly Report_November 2020 
633 Management Review Report FY 19_20 
634 WQP Improvement Plan 
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Table 6 Water Quality Plan - Sewage 

Licence Clause  Findings 

WIC Reg Sch 1 cl. 14(3) 
 

A network operator must ensure its sewage management plan is fully implemented and kept under regular review and all its activities are carried out in 
accordance with the plan.  
Note: no direction received from Minister to amend plans. 
 

 
IPART’s audit initiation letter did not provide any specific requirements for the Sewage Management Plan. 

The audit has found that Altogether has generally implemented its Sewage Management Plan, however, the risk assessment methodology has not been 
applied consistently. As the risk assessment forms the basis of the Sewage Management Plan, Altogether was found to be non-compliant non-material. The 
non-compliance is considered non-material as the deficiency does not impact on the implementation of risk management activities for the management of 
sewage. 

The Sewage Management Plan635 (Sewage MP) was reviewed and updated in January 2021 and rebranded in March 2021. Prior to this, the Sewage MP has 
not been updated since December 2018. The Sewage MP identifies the Critical Document Review Calendar636 for the review requirements. The Critical 
Document Review Calendar indicates that the Sewage MP should be reviewed annually. The annual review was not undertaken in 2019 or 2020. 

The sewage layout for each scheme is identified in Sewage System Flow Diagrams and the scheme characteristics are generally described in the scheme 
specific management plans. The Sewage MP states that the flow diagrams are verified by Field Audits Records are maintained in the Document control 
system. During the audit it was discussed that the results of the audit are noted when changes to the flow diagram are made, and this is noted in the 
documents control/version history table. Additionally, if there is a change to a scheme, a field audit is undertaken and documented on the process flow 
diagram. 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach identified in the RWQP. The RWQP identifies the Risk 
Assessment Protocol for Water Products and Services637 (the RAP) as the documented process for undertaking risk assessments. The RAP states that 
internal risk reviews will be undertaken annually, and external risk reviews will be undertaken biennially. 

The risk assessment includes the assessment of health and environmental risks in relation to sewage activities. In addition to the risk assessments, the 
Sewage MP states that ecological assessments will be undertaken as a part of development consent. The risk register for each scheme indicates that in July 
2020, an internal risk review workshop was undertaken, and a risk review workshop was undertaken with NSW Health in August 2020. The document 
control properties identify the new risks that were added to the risk register, and the risks that were deleted are shown as a strike through in the register. 
In April 2021, a recycled water and sewage risk assessment covering the eight schemes was undertaken to address new risks and audit findings. Evidence 
includes the briefing pack638, recycled water risk register639 and updated sewage risk register640.  

 
635 Sewage Management Plan (Sewage MP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1328 Revision 9 16 March 2021 
636 Critical Document Review Calendar 20-21 
637 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
638 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
639 Updated risks_Recycled water risk register 
640 Updated risks_Sewage risk register 
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The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. The RAP states in Table 2 that ‘Health risks on the 
sewage and recycled water risk registers are assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was not 
consistent with the AGWR as the minor and negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) population impact small, isolated part of the scheme (zone 
or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude health impacts, however this is not clear from reading the 
documents.  

It is noted that in the live consultation register641, NSW Health provided comments on the risk assessment that do not appear to have been taken into 
consideration. NSW Health indicated ‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the likelihood; i.e. the 
likelihood is reduced but the consequence remains the same’ however there are many instances in the risk register where this advice has not been followed 
and the control measures do not appear to reduce the consequence but the residual consequence has been reduced (refer to findings of the risk 
assessment below).  

There are instances where health consequences have been reduced, when it is unclear how the control measures reduce the health impact, for example, 
there are two risks in the Box Hill Risk register (SC1.4, SC1.5) that include human contact with wastewater causing a public health impact, that are reduced 
from possible/ moderate to rare/minor. It is noted that the controls may reduce the instance of this occurring, but it is not clear how the controls reduce 
the consequence of a public health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, frequency descriptors 
were not consistently applied. For example, Box Hill Scheme Risk Register642 was provided. Box Hill has had 4 uncontained sewer overflows that have 
occurred within the immediate local environment. SC1.1 Infiltration/inflow in private on-lot plumbing leading to overflow leading to contamination of 
immediate local environment and contamination of downstream water. SC1.2 and 1.3 also relate to overflows to the local environment. The frequency for 
the residual risk is assessed as unlikely (could occur within 20 year or in unusual circumstances). This is not consistent with the number of overflows that 
have occurred and have affected the immediate local environment. 
 
A recommendation has been made to ensure the documented risk assessment methodology has been consistently implemented. 

REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that consequence values align with the risk being assessed, 
for example, where the consequence descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an acute health 
impact. Frequencies should also be applied taking into consideration historical performance and the occurrence of incidents. Any reduction in 
consequence should be justified. 

Control measures identified in the risk assessment include:  

  Robust contracts for managing sewage spills 
 Tankering company to lower levels in preparation for rainfall events   

 
641 LIVE_Register_Consultation with NSW Health 
642 Box Hill Scheme Risk Register BH-WAT-NSW-RG-OPS-2486 V3.3 20 October 2020 
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The Operation of FBT and RWTs Procedure643 includes processes such as reviewing weather forecasts, and monitoring of daily sewage volumes to preventively 
organise tankers when required to maintain continuity of sewage services.  Altogether provided the Services Agreement644 for Staples, the sewage tankering 
company. The contract includes the scope of services and the approved locations, and requirements for the delivery of the service.  

The Responding to Sewage Overflow Procedure645 outlines the procedure for dealing with a sewage overflow to limit or reduce environmental and health impacts. 
The procedure includes reporting and actions to be taken for contained and uncontained overflows.  It was discussed that approved contractors, such as Staples were 
also used for pumping out sewage spills when required. 

The Unplanned Outages Procedure646 details the actions to be taken for an unplanned outage of the sewage services to ensure continued provision of services. 

Altogether showed a new operating protocol developed outside the audit period for Pitt Town (4 May 2021) which includes: 

 Dry weather balance monitoring  
 Wet weather 70% trigger for sewage pump out for on lot systems 
 When storm mode is triggered, Altogether will form an incident team and commence tankering 

Section 9 of the Sewage MP details the approach to waste disposal.  Wastes relevant to Altogether’s schemes include: 

 Grit and screenings 
 Sludge 
 Brine 
 Drums and containers 
 Chemical wastes 
 Oil 

The Sewage MP identifies the records of waste removal from site to be include: 

 Time and date 
 Volumes 
 Classification 
 Transport company 
 Reuse/disposal locations 

During the audit it was discussed that Staples transport sewage and sludge and the contract was provided. Veolia undertakes the rubbish bin pick up for Box Hill, 
Huntlee, Cooranbong and Pitt Town. Local council pick up is used for waste in wheelie bins. Trade waste agreements with Sydney Water and Hunter Water for sewage 

 
643 Operation of FBT and RWTs (Controlled COPY) AG-WT-NSW-PR-OPS-2634 20 April 2021 
644 Flow Tankering Services Agreement - Staples 
645 Responding to Sewage Overflows (Controlled COPY) AG-WT-NSW-PR-OPS-2724 22 April 2021 
646 Unplanned Outages Procedure (Controlled COPY) AG-WAT-AUS-PR-OPS-2566 22 April 2021 
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and cleaning from membranes. Chemical suppliers pick up empty containers. Contractors using oils and lubricants take the waste with them. Records for sludge 
removal include: 

 Box Hill January 2021647 
 Cooranbong January 2021648 
 Cooranbong November 2020649 
 Huntlee February 2021650 
 Pitt Town April 2021651 
The records include the transport company, the volume, the date and the destination (Hornsby), but does not include the time. The transporter docket does not have 
a space for time.  
OFI -Sewage-2021-001 Consider amending the Sewage MP to reflect the contractor’s record keeping, or request that the contractor records the time on the docket. 
 

 

Table 7 Network Operators Licence Clauses 

Clause Requirement Findings 

NOL Sch A cl 2.2  
The Licensee must:  
a) fully implement the Operational Procedures (as noted in NOL Sch A, cl 2.1); 
b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and  
c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with.  
 
DP, CP, CO (Clause 6.1, 6.2), SB (5.1, 5.1),  
GS (3.1, 3.2) 
BH, HU, PT - no requirement 
 
Cl 2.1 of the Central Park NOL states: 
The Licensee must develop and document, consistent with element 4 of the 
Australian Guidelines for Water Recycling, the following Operational Procedures:  

The network operators’ licenses (NOL) for the 8 schemes address this requirement 
slightly differently, and some NOL’s (Box Hill, Huntlee and Pitt Town) do not have 
this requirement, however as part of the assessment of the water quality plans, 
operational procedures were audited for all schemes. For reference: 

Cl 2.1 of the Central Park NOL states: 

The Licensee must develop and document, consistent with element 4 of the 
Australian Guidelines for Water Recycling, the following Operational Procedures:  

a) Monitoring protocols for operational performance of the recycled water supply 
system, including the selection of operational parameters and criteria, and the 
routine analysis of results;  

b) Procedures for corrective action where operational parameters are not met;  

c) Procedures for rapid communication systems to deal with unexpected events; and  

 
647 Box Hill Sludge January2021 
648 Cooranbong sludge Jan2021 
649 Cooranbong Sludge Nov2020 
650 Huntlee Sludge 210209 
651 Pitt Town Sludge Dockets April2021 
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Clause Requirement Findings 

a) Monitoring protocols for operational performance of the recycled water supply 
system, including the selection of operational parameters and criteria, and the 
routine analysis of results;  
b) Procedures for corrective action where operational parameters are not met;  
c) Procedures for rapid communication systems to deal with unexpected events; 
and  
d) Programs for regular inspection and maintenance of all equipment, including 
monitoring equipment. 

d) Programs for regular inspection and maintenance of all equipment, including 
monitoring equipment. 

Altogether was found to have implemented the procedures required under the 
relevant licence clauses and was found to be compliant with this requirement. 

Monitoring protocols 

Monitoring and Sampling Plan652 (MSP) outlines the general approach to the 
operational monitoring of all schemes and this is translated into the scheme 
specific Monitoring and Sampling Programs (MS Progs). Critical control points 
(CCPs) are established with critical limits that identify the acceptable range. CCPs 
are monitored online using SCADA and the implementation of the off-specification 
bypass is automatically triggered. Operators also undertake a weekly CCP check, via 
a work order, which operators demonstrated during the site inspections at Box Hill 
and Pitt Town. During the audit, the SCADA systems were demonstrated and 
implementation of the operational monitoring was demonstrated, with additional 
work order records to prove grab sampling was undertaken for recycled water. 

Corrective Actions 

CCP tables detail the corrective actions to be taken when critical limits are 
exceeded, and the LWC’s are designed to initiate automatic corrective actions by 
diverting to the off-specification bypasses. These were demonstrated during the 
audit. 

Additionally, procedures that details corrective actions in response to events are 
documented including the following examples: 

 Operation of FBT and RWTs Procedure653. 
 Responding to Sewage Overflow Procedure654  
 Unplanned Outages Procedure655 

Rapid Communication 

 
652 Monitoring and Sampling Plan (MSP)(Controlled COPY) AG-WAT-AUS-PL-OPS-1288 Revision 15 13 April 2021 
653 Operation of FBT and RWTs (Controlled COPY) AG-WT-NSW-PR-OPS-2634 20 April 2021 
654 Responding to Sewage Overflows (Controlled COPY) AG-WT-NSW-PR-OPS-2724 22 April 2021 
655 Unplanned Outages Procedure (Controlled COPY) AG-WAT-AUS-PR-OPS-2566 22 April 2021 
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Clause Requirement Findings 

The Incident Notification Protocol with NSW Health656 was updated in February 
2021 and includes the contact details of the relevant Public Health Units to be 
notified for each scheme. 

The Internal Incident Contact Register657 was last updated on 15 April and the 
document contains track changes showing that it was last updated on 26 February 
2021, providing an indication that the register has been reviewed. The register 
includes internal contact for emergencies at each scheme and for different types of 
emergencies. 

Altogether has developed Recycled Water out of Specification Work Instructions for 
each scheme during the audit period. These work instructions detail the processes 
for rapidly notifying external stakeholders when there is contamination detected 
after the point of supply. 

Inspection and Maintenance 

The Infrastructure Operating Plan658 (IOP) was first developed in 2014, the 
Document Issue Record indicates that the IOP was last updated on 18/3/21. The 
IOP describes a range of processes for ensuring continuity of supply of drinking, 
recycled and sewage services. Including planned and reactive inspections and 
maintenance.  

During the audit, the Computerised Maintenance Management System (CMMS) 
was shown in the audit, which included all assets and the work orders for 
inspections and maintenance. 

Records of inspection and maintenance were provided for each scheme as 
previously detailed. 

NOL Sch B cl.7.1  
The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7. 

Altogether was found to have implemented the monitoring required under the 
relevant licence clauses and was found to be compliant with this requirement. 

 
656 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
657 Internal Incident Contact Register AG-ALL-AUS-RG-INC-2563 Version 5.1 15 April 2021 
658 Operating Plan (IOP) (Controlled COPY) AG-WAT-NSW-PL-OPS-1279 18/3/21. 
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Clause Requirement Findings 

Monitoring and Sampling Plan659 (MSP) outlines the general approach to the operational 
and verification monitoring of all schemes and this is translated into the scheme specific 
Monitoring and Sampling Programs (MS Progs).  

Altogether demonstrated the SCADA system during the audit for all 8 schemes, and 
provided weekly CCP checklists as evidence of grab sampling being undertaken. 

The Verification Data extract660 provided evidence that the verification monitoring 
program is implementation and sampling was undertaken as scheduled. 

NOL Sch B cl.7.2  
The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was 
taken; b) the time at which the sample was collected; c) the point or location at which 
the sample was taken; and d) the chain of custody of the sample (if applicable). 

Altogether was found to have kept the records of the monitoring required under 
the relevant licence clauses and was found to be compliant with this requirement. 

Verification Data extract provides a compilation of all verification monitoring taken in the 
audit period, and includes the date and time sampled and location of the sample point. 
The data extract also includes the Eurofins batch number, and date batch received by 
the lab. 

NOL Sch B cl.7.3  The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests 
by an independent body that is acceptable to NSW Health, such as the National 
Association of Testing Authorities or an equivalent body. 

Altogether was found to have water quality analysis undertaken by a NATA 
accredited laboratory required under the relevant licence clauses and was found to 
be compliant with this requirement. 

A search of the NATA website661 for the Eurofins Laboratory had the following 
accreditations: 

 ISO/IEC 17025 (2017) for recycled water for cyanide elements, hydrocarbons, 
nutrients, organochlorine pesticides.  

 ISO/IEC 17025 (2017) waters for potable and domestic purposes for elements, 
phenols, hydrocarbons, industrial chemicals, pesticide contaminants, physical and 
nutritional characteristics. 

Eurofins Melbourne662: 

 
659 Monitoring and Sampling Plan (MSP)(Controlled COPY) AG-WAT-AUS-PL-OPS-1288 Revision 15 13 April 2021 
660 Extract Altogether Group Eurofins Data 
661 https://www.nata.com.au/entity_scope/?AccNo=1261&q1=e21&str=organochlorine%20pesticides&&BEName=eurofins  accessed 29/6/2021 
662 https://www.nata.com.au/entity_scope/?AccNo=20293&q1=iny&str=clostridium&&BEName=eurofins accessed 29/6/2021 
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Clause Requirement Findings 

 Industrial waters - Treated, recirculating; Marine waters; Sewage; Potable waters 
for Campylobacter spp.; Clostridium perfringens; Clostridium spp. (including spores 
of sulfite reducing Clostridia); Enterococci; Escherichia coli; Pseudomonas 
aeruginosa; Salmonella spp.; Coliforms; Coliforms - Thermotolerant; 
Enterococci; Escherichia coli; Bacteriophage - F-specific; Bacteriophage - Somatic; 

 
Table 8 Infrastructure Operating Plan 

Licence Clause  Obligation   

WIC Reg Sch 1 cl. 6(1)  

Water  

Before commencing to operate water infrastructure commercially, the 
licensed network operator for the infrastructure must prepare, and forward 
to IPART, an infrastructure operating plan that indicates the arrangements 
that the licensee has made, or proposes to make, in relation to:  
a) the design, construction, operation and maintenance of the 
infrastructure, including particulars as to the lifespan of the infrastructure, 
the system redundancy built into the infrastructure and the arrangements 
for the renewal of the infrastructure, and  
b) the continued safe and reliable performance of the infrastructure, and  
c) the continuity of water supply, and  
d) alternative water supplies when the infrastructure is inoperable, and  
e) the maintenance, monitoring and reporting of standards of service.  

Altogether was found to have prepared an IOP that meets the 
requirements of the licence clause and was found to be compliant with 
WIC Reg Sch 1 cl. 6(1). 

The Infrastructure Operating Plan663 (IOP) was first developed in 2014. The 
Document Issue Record indicates that the IOP was last updated on 18/3/21.  

Asset Management Plan664 (AMP) was first developed in January 2015 and 
was last updated in 14/4/2021, but had not been updated since November 
2018. The annual review was not taken in 2019 or 2020. The AMP is currently 
under a complete review as documented in 3608-68-MEMO-Review and 
advise on best practice AM-v01-02665. 

The design criteria standards and codes for infrastructure are in Section 2 of 
the IOP. Standards are communicated to the developers and contractors in 
the builders and developers guides including guides for  Builders666, 

 
663 Operating Plan (IOP) (Controlled COPY) AG-WAT-NSW-PL-OPS-1279 18/3/21. 
664Asset Management Plan (AMP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1219 14/4/2021 
665 3608-68-MEMO-Review and advise on best practice AM-v01-02  
666 Builders Guide (Water) AG-WAT-NSW-UG-RET-1570 Revision: 3 16 April 2021 



 
 
 

 

REC-21-098 - Operational Audit Report  Page 111 

 

Licence Clause  Obligation   

Landscapers667, Electricians668 and Plumbers669. A builder’s checklist670 also 
exists and a Developer Guide - Infrastructure (Water)671. 

The Altogether Infrastructure Growth team identifies the requirements for 
land releases. Infrastructure planning occurs in the initial stages in 
consultation with the developer. 

Asset condition ratings are identified in Table 3 of IOP and includes attributing 
a criticality factor for each asset. Plants are designed on a duty standby mode 
and preventive maintenance is the tool by which Altogether is assessing 
maintenance requirements. 

The IOP indicates that an asset replacement program will be established and 
will be informed by a capital works operational analysis and inspection of 
critical assets. An asset register will be created and stored in CMMS, which will 
include the history of all maintenance and an inventory of all spare parts. 

The IOP describes a range of processes for ensuring continuity of supply of 
drinking, recycled and sewage services. Including: 

 Unplanned Outages Procedure672 
 Utilities Services Agreement 
 Planned maintenance. 

 

WIC Reg Sch 1 cl. 6(2)  
Water  

The network operator must ensure that the infrastructure operating plan is 
fully implemented and kept under regular review and all of the network 
operator’s activities are carried out in accordance with that plan.  
Note: no direction received from Minister to amend plans  

Altogether was found to have implemented the IOP and was found to be 
compliant with WIC Reg Sch 1 cl. 6(2). 

During the audit, Altogether demonstrated the CMMS which included and  

 Asset Hierarchy and Structure for each scheme and scheme 
components. 

 
667 Landscapers Guide (Water) AG-WAT-NSW-UG-RET-1964 Revision: 2 21 December 2020 
668 Electricians Guide (Water) AG-WAT-NSW-UG_PRD-1572 Revision: 2 22 December 2020 
669 Plumbers Guide AG-WAT-NSW-UG-RET-1571 Revision: 2 23 December 2020 
670 Builders Checklist (Controlled COPY).pdf AG-WAT-NSW-TE-RET-2002 Revision:2 18 December 2020 
671 Developer Guide - Infrastructure (Water) (Controlled COPY).pdf AG-WAT-AUS-UG- PRD-1888 Revision 7: 08 March 2021 
672 Unplanned Outages Procedure (Controlled COPY) AG-WAT-AUS-PR-OPS-2566 22 April 2021 
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 Addresses that have been connected to the system. The example 
shown was Box Hill 10 Annear Street showing the pumps and 
controllers, recycled water meters, tanks and other assets. This 
included a record of pump runs through a recent storm and a pre-
connection inspection in Nov 2020 undertaken by the contractor. 

 Asset condition ratings for each asset shown as a percentage, an 
example shown was the  Membrane tank at Central Park 1000953 
(Equipment number is TK2450) that has a condition rating of 85%. 

 Asset criticality was observed for a range of asset types. 
 The CMMS forms the asset register identified in the IOP. 

Planned Maintenance  

Altogether provided the following records demonstrating the implementation 
of planned maintenance.  

Box Hill 

 Work_Order 033166673 Monthly Primary Screen Condition and 
Maintenance  

 Work_Order 035935674 Weekly Operations and Maintenance Check 
included the task ‘Maintenance and operational monitoring checklist in 
accordance with the LWC O&M Manual and relevant OEM Manuals’ and 
was completed by the due date (1/2/2021). 

 Work_Order 032070675 UV Condition Assessment included the task 
‘Monthly Control Points to do on UV Reactor & Equipment in accordance 
with the LWC O&M Manual and OEM Manuals’. This was due to be 
completed by 28/07/2020 and was closed out by 21/07/2020. 

 Work_Order 033034676 Weekly Diesel Generator Test Run and check.  

Central Park 

 
673 Work_Order 033166 Monthly Primary Screen Condition and Maintenance BH.pdf" 
674 Work_Order 035935 Weekly Operations and Maintenance Check BH.pdf 
675 Work_Order 032070 UV Condition Assessment BH.pdf" 
676 Work_Order 033034 Weekly Diesel Generator Test Run and check BH.pd 
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 Work_Order 031835677 Blower 6 Monthly Planned Maintenance 
required ‘6 Monthly Control Points to do on Rotary Blower in accordance 
with the LWC O&M Manual and OEM Manuals’ was completed by the 
due date. 

 Work_Order 037263678 Membrane Condition Assessment Monthly 
Control Points to do on Membrane Operating System, completed 
16/4/2021. 

 Work_Order 037302679 Weekly Primary Screen Condition Assessment 
CP.pdf 

 Work_Order 037402680 Weekly Operations and Maintenance 
Assessment CP.pdf 

 Work Order 031835681 Attachment Job card was a job undertaken by an 
external contractor or a 6-month minor service and safety check to a 
blower unit. 

Cooranbong 

 Work_Order 033492682 Weekly Operations and Maintenance Checklist 9 
Sept 2020.pdf 

 Work_Order 033641683 Weekly Diesel Generator 14 Sept 2020.pdf 
 Work_Order 034904684 Monthly Primary Screen CB.pdf 
 Invoice_9047881_00501685 (002) Chubb Fire Extinguisher and Annual 

Shower Cooranbong.pdf 
 Work_Order 031501686 Fire Extinguisher and Safety shower eye wash 

inspection CB.pdf 

 
677 Work_Order 031835 Blower 6 Monthly Planned Maintenance CP.pdf 
678 Work_Order 037263 Membrane Condition Assessment CP.pdf 
679 Work_Order 037302 Weekly Primary Screen Condition Assessment CP.pdf 
680 Work_Order 037402 Weekly Operations and Maintenance Assessment CP.pdf 
681 Work Order 031835 Attachment Jobcard_For_Job_No_21533_06-07-2020_0916 Central Park.pdf 
682 Work_Order 033492 Weekly Operations and Maintenance Checklist 9 Sept 2020.pdf 
683 Work_Order 033641 Weekly Diesel Generator 14 Sept 2020.pdf 
684 Work_Order 034904 Monthly Primary Screen CB.pdf 
685 Invoice_9047881_00501 (002) Chubb Fire Extinguisher and Annual Shower Cooranbong.pdf 
686 Work_Order 031501 Fire Extinguisher and Safety shower eye wash inspection CB.pdf 
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Discovery Point 

 Work_Order 034479687 Weekly Site Operations and Maintenance 
checklist DP.pdf 

 Work_Order 036482688 Primary Screen Active Condition and 
Maintenance DP.pdf 

 Work_Order 033749689 Poly Chemical Storage Tank Condition and 
Maintenance DP.pdf 

 Work_Order 034472690 UV Active Condition and Maintenance External 
Contractor DP 

Green Square 

 Work_Order 037344691 Passive Condition Ladder Assessment Green 
Square.pdf 

 Work_Order 032150692 Passive Maintenance Inlet Penstock Green 
Square.pdf 

 Work_Order 037102693 Weekly Compressor Condition and 
Maintenance Green Sqaure.pdf 

 Work_Order 037207694 Site Weekly Maintenance Checklist Green 
Square.pdf 

Huntlee 

 Work_Order 033026695 Odour Control Weekly Condition and 
Maintenance HU.pdf 

 
687 Work_Order 034479 Weekly Site Operations and Maintenance checklist DP.pdf 
688 Work_Order 036482 Primary Screen Active Condition and Maintenance DP.pdf 
689 Work_Order 033749 Poly Chemical Storage Tank Condition and Maintenance DP.pdf 
690 Work_Order 034472 UV Active Condition and Maintenance External Contractor DP 
691 Work_Order 037344 Passive Condition Ladder Assessment Green Square.pdf 
692 Work_Order 032150 Passive Maintenance Inlet Penstock Green Square.pdf 
693 Work_Order 037102 Weekly Compressor Condition and Maintenance Green Sqaure.pdf 
694 Work_Order 037207 Site Weekly Maintenance Checklist Green Square.pdf 
695 Work_Order 033026 Odour Control Weekly Condition and Maintenance HU.pdf 
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 Work_Order 033360696 Monthly Volute Dehydrator Sept 2020 
Huntlee.pdf 

 Work_Order 034007697 Weekly Operations and Maintenance Checks 
HU.pdf 

 Work_Order 034007698 Weekly Operations and Maintenance Checks 
HU 

 Work_Order 031923699 Quarterly Polymer Makeup System Huntlee 
Pitt Town 
 Work_Order 034362700 Weekly Operations and Maintenance Checks  
 Work_Order 035910701 Poly Chemical Storage Tanks  
 Work_Order 033160702 Monthly Volute Dehydrator Sept 2020 Pitt Town 
 Work_Order 034317703 Pump Condition Assessment 

WIC Reg Sch 1 cl. 13(1)  
Sewerage  

Before commencing to operate sewerage infrastructure commercially, the 
licensed network operator for the infrastructure must prepare, and forward 
to IPART, an infrastructure operating plan that indicates the arrangements 
that the licensee has made, or proposes to make, in relation to:  
(a) the design, construction, operation and maintenance of the 
infrastructure, including particulars as to the lifespan of the infrastructure, 
the system redundancy built into the infrastructure and the arrangements 
for the renewal of the infrastructure, and  
(b) the continued safe and reliable performance of the infrastructure, and  
(c) the continuity of sewerage services, and  
(d) alternative sewerage services when the infrastructure is inoperable, and  
(e) the maintenance, monitoring and reporting of standards of service.  

Altogether was found to have prepared an IOP that meets the 
requirements of the licence clause and was found to be compliant with 
WIC Reg Sch 1 cl. 13(1). 

The Infrastructure Operating Plan704 (IOP) was first developed in 2014, the 
Document Issue Record indicates that the IOP was last updated on 18/3/21.  

The Asset Management Plan705 (AMP) was first developed in January 2015 
and was last updated in 14/4/2021, and had not been updated since 
November 2018. The annual review was not taken in 2019 or 2020. The AMP 
is currently under a complete review as documented in 3608-68-MEMO-
Review and advise on best practice AM-v01-02706. 

 
696 Work_Order 033360 Monthly Volute Dehydrator Sept 2020 Huntlee.pdf 
697 Work_Order 034007 Weekly Operations and Maintenance Checks HU.pdf 
698 Work_Order 034007 Weekly Operations and Maintenance Checks HU 
699 Work_Order 031923 Quarterly Polymer Makeup System Huntlee.pdf 
700 Work_Order 034362 Weekly Operations and Maintenance Checks PT.pdf 
701 Work_Order 035910 Poly Chemical Storage Tanks PT.pdf 
702 Work_Order 033160 Monthly Volute Dehydrator Sept 2020 Pitt Town.pdf 
703 Work_Order 034317 Pump Condition Assessment PT.pdf 
704 Operating Plan (IOP) (Controlled COPY) AG-WAT-NSW-PL-OPS-1279 18/3/21. 
705Asset Management Plan (AMP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1219 14/4/2021 
706 3608-68-MEMO-Review and advise on best practice AM-v01-02 3608-68-MEMO-Review and advise on best practice AM-v01-02 
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The design criteria standards and codes for infrastructure are in Section 2 of 
the IOP. Standards are communicated to the developers and contractors in 
the builders and developers guides including guides for Builders707, 
Landscapers708, Electricians709 and Plumbers710. A builder’s checklist711 also 
exists and a Developer Guide - Infrastructure (Water)712. 

The Altogether Infrastructure Growth team identifies the requirements for 
land releases. Infrastructure planning occurs in the initial stages in 
consultation with the developer. 

Asset condition ratings are identified in Table 3 of IOP and includes attributing 
a criticality factor for each asset. Plants are designed on a duty standby mode 
and preventive maintenance is the tool by which Altogether is assessing 
maintenance requirements. 

The IOP indicates that an asset replacement program will be established and 
will be informed by a capital works operational analysis and inspection of 
critical assets. An asset register will be created and stored in CMMS, which will 
include the history of all maintenance and an inventory of all spare parts. 

The IOP describes a range of processes for ensuring continuity of supply of 
drinking, recycled and sewage services. Including: 

 Unplanned Outages Procedure713 
 Utilities Services Agreement 
 Planned maintenance. 

 

 
707 Builders Guide (Water) AG-WAT-NSW-UG-RET-1570 Revision: 3 16 April 2021 
708 Landscapers Guide (Water) AG-WAT-NSW-UG-RET-1964 Revision: 2 21 December 2020 
709 Electricians Guide (Water) AG-WAT-NSW-UG_PRD-1572 Revision: 2 22 December 2020 
710 Plumbers Guide AG-WAT-NSW-UG-RET-1571 Revision: 2 23 December 2020 
711 Builders Checklist (Controlled COPY).pdf AG-WAT-NSW-TE-RET-2002 Revision:2 18 December 2020 
712 Developer Guide - Infrastructure (Water) (Controlled COPY).pdf AG-WAT-AUS-UG- PRD-1888 Revision 7: 08 March 2021 
713 Unplanned Outages Procedure (Controlled COPY) AG-WAT-AUS-PR-OPS-2566 22 April 2021 
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WIC Reg Sch 1 cl. 13(2)  
Sewerage  

The infrastructure operating plan is fully implemented and kept under 
regular review and all of the network operator’s activities are carried out in 
accordance with that plan.  
Note: no direction received from Minister to amend plans  

Altogether was found to have implemented the IOP and was found to be 
compliant with WIC Reg Sch 1 cl. 13(2). 

During the audit, Altogether demonstrated the CMMS which included and  

 Asset Hierarchy and Structure for each scheme and scheme 
components. 

 Addresses that have been connected to the sewer system. The 
example shown was Box Hill 10 Annear Street showing the pumps 
and controllers, recycled water meters, tanks and other assets. This 
included a record of pump runs through a recent storm and a pre-
connection inspection in Nov 2020 undertaken by the contractor. 

 Asset condition ratings for each asset shown as a percentage, an 
example shown was the  Membrane tank at Central Park 1000953 
(Equipment number is TK2450) that has a condition rating of 85%. 

 Asset criticality was observed for a range of asset types. 
 The CMMS forms the asset register identified in the IOP. 

Planned Maintenance  

Altogether provided the following records demonstrating the implementation 
of planned maintenance.  

Box Hill 

 Work_Order 033166714 Monthly Primary Screen Condition and 
Maintenance  

 Work_Order 035935715 Weekly Operations and Maintenance Check 
included the task ‘Maintenance and operational monitoring checklist in 
accordance with the LWC O&M Manual and relevant OEM Manuals’ and 
was completed by the due date (1/2/2021). 

 Work_Order 032070716 UV Condition Assessment included the task 
‘Monthly Control Points to do on UV Reactor & Equipment in accordance 

 
714 Work_Order 033166 Monthly Primary Screen Condtion and Maintenance BH.pdf" 
715 Work_Order 035935 Weekly Operations and Maintenance Check BH.pdf 
716 Work_Order 032070 UV Condition Assessment BH.pdf" 
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with the LWC O&M Manual and OEM Manuals’. This was due to be 
completed by 28/07/2020 and was closed out by 21/07/2020. 

 Work_Order 033034717 Weekly Diesel Generator Test Run and check.  

Central Park 

 Work_Order 031835718 Blower 6 Monthly Planned Maintenance 
required ‘6 Monthly Control Points to do on Rotary Blower in accordance 
with the LWC O&M Manual and OEM Manuals’ was completed by the 
due date. 

 Work_Order 037263719 Membrane Condition Assessment Monthly 
Control Points to do on Membrane Operating System, completed 
16/4/2021. 

 Work_Order 037302720 Weekly Primary Screen Condition Assessment 
CP.pdf 

 Work_Order 037402721 Weekly Operations and Maintenance 
Assessment CP.pdf 

 Work Order 031835722 Attachment Job card was a job undertaken by an 
external contractor or a 6-month minor service and safety check to a 
blower unit. 

Cooranbong 

 Work_Order 033492723 Weekly Operations and Maintenance Checklist 9 
Sept 2020.pdf 

 Work_Order 033641724 Weekly Diesel Generator 14 Sept 2020.pdf 
 Work_Order 034904725 Monthly Primary Screen CB.pdf 

 
717 Work_Order 033034 Weekly Diesel Generator Test Run and check BH.pd 
718 Work_Order 031835 Blower 6 Monthly Planned Maintenance CP.pdf 
719 Work_Order 037263 Membrane Condition Assessment CP.pdf 
720 Work_Order 037302 Weekly Primary Screen Condition Assessment CP.pdf 
721 Work_Order 037402 Weekly Operations and Maintenance Assessment CP.pdf 
722 Work Order 031835 Attachment Jobcard_For_Job_No_21533_06-07-2020_0916 Central Park.pdf 
723 Work_Order 033492 Weekly Operations and Maintenance Checklist 9 Sept 2020.pdf 
724 Work_Order 033641 Weekly Diesel Generator 14 Sept 2020.pdf 
725 Work_Order 034904 Monthly Primary Screen CB.pdf 
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 Invoice_9047881_00501726 (002) Chubb Fire Extinguisher and Annual 
Shower Cooranbong.pdf 

 Work_Order 031501727 Fire Extinguisher and Safety shower eye wash 
inspection CB.pdf 

Discovery Point 

 Work_Order 034479728 Weekly Site Operations and Maintenance 
checklist DP.pdf 

 Work_Order 036482729 Primary Screen Active Condition and 
Maintenance DP.pdf 

 Work_Order 033749730 Poly Chemical Storage Tank Condition and 
Maintenance DP.pdf 

 Work_Order 034472731 UV Active Condition and Maintenance External 
Contractor DP 

Green Square 

 Work_Order 037344732 Passive Condition Ladder Assessment Green 
Square.pdf 

 Work_Order 032150733 Passive Maintenance Inlet Penstock Green 
Square.pdf 

 Work_Order 037102734 Weekly Compressor Condition and 
Maintenance Green Sqaure.pdf 

 Work_Order 037207735 Site Weekly Maintenance Checklist Green 
Square.pdf 

 
726 Invoice_9047881_00501 (002) Chubb Fire Extinguisher and Annual Shower Cooranbong.pdf 
727 Work_Order 031501 Fire Extinguisher and Safety shower eye wash inspection CB.pdf 
728 Work_Order 034479 Weekly Site Operations and Maintenance checklist DP.pdf 
729 Work_Order 036482 Primary Screen Active Condition and Maintenance DP.pdf 
730 Work_Order 033749 Poly Chemical Storage Tank Condition and Maintenance DP.pdf 
731 Work_Order 034472 UV Active Condition and Maintenance External Contractor DP 
732 Work_Order 037344 Passive Condition Ladder Assessment Green Square.pdf 
733 Work_Order 032150 Passive Maintenance Inlet Penstock Green Square.pdf 
734 Work_Order 037102 Weekly Compressor Condition and Maintenance Green Sqaure.pdf 
735 Work_Order 037207 Site Weekly Maintenance Checklist Green Square.pdf 
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Huntlee 

 Work_Order 033026736 Odour Control Weekly Condition and 
Maintenance HU.pdf 

 Work_Order 033360737 Monthly Volute Dehydrator Sept 2020 
Huntlee.pdf 

 Work_Order 034007738 Weekly Operations and Maintenance 
Checks HU.pdf 

 Work_Order 034007739 Weekly Operations and Maintenance 
Checks HU 

 Work_Order 031923740 Quarterly Polymer Makeup System 
Huntlee 

Pitt Town 

 Work_Order 034362741 Weekly Operations and Maintenance 
Checks  

 Work_Order 035910742 Poly Chemical Storage Tanks  
 Work_Order 033160743 Monthly Volute Dehydrator Sept 2020 Pitt 

Town 
 Work_Order 034317744 Pump Condition Assessment 

 
Table 9 Incident Notification  

Licence clause  Obligation  Comment  

 
736 Work_Order 033026 Odour Control Weekly Condition and Maintenance HU.pdf 
737 Work_Order 033360 Monthly Volute Dehydrator Sept 2020 Huntlee.pdf 
738 Work_Order 034007 Weekly Operations and Maintenance Checks HU.pdf 
739 Work_Order 034007 Weekly Operations and Maintenance Checks HU 
740 Work_Order 031923 Quarterly Polymer Makeup System Huntlee.pdf 
741 Work_Order 034362 Weekly Operations and Maintenance Checks PT.pdf 
742 Work_Order 035910 Poly Chemical Storage Tanks PT.pdf 
743 Work_Order 033160 Monthly Volute Dehydrator Sept 2020 Pitt Town.pdf 
744 Work_Order 034317 Pump Condition Assessment PT.pdf 
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WIC Reg Sch 1 cl. 1(2)(a)  
A network operator must immediately notify  

a) IPART, and  
b) The Minister administering the Public Health Act 2010, and  
c) the Minister administering Part 2 of the Water Industry Competition Act 
2006 (NSW), and  
d) NA, and  
e) any licensed network operator or public water utility whose 
infrastructure is connected to the licensed network operator’s 
infrastructure,  

of any incident in the conduct of its activities that threatens, or could 
threaten, water quality, public health or safety.  

The Incident Management Plan745 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 
identifies the requirements of the reporting manual and includes immediate 
notification to IPART, NSW Health, Department of Planning and Environment 
and other licenses and public water utilities. 

Based on the records identified in the Incident Register and listed in ‘Table 10 
Incidents Notified to IPART 1 March 2020 – 30 April 2021’ below it was found 
that Altogether complied with its requirements to notify the identified 
stakeholders in accordance with the requirements of WIC Reg Sch 1 cl. 1(2)(a). 

 

 

 
 
 
Table 10 Incidents Notified to IPART 1 March 2020 – 30 April 2021 

Licence No.  Notification Type  Notification Description  Date Occurred  

15_033 - 
Cooranbong  

Incident - Water 
Quality  

Exceedance in drinking water sampled 3 December 2020, reported verbally 9 December 2020 . 

Incident CO_213 (8 December 2020) 
 Form A Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg746 
 Form B Incident Notification WICA _Cooranbong.pdf747 
 Form B & Closeout for this incident ## RE_ Form A __UPDATE__ Incident Notification WICA Cooranbong - Drinking 

Water E coli Exceedance.msg748 
 201210 Form A749 
Form A was sent to all stakeholders within 24 hours of making verbal notification. Form B was sent on 24/12/2020. This 
incident has been put down to a lab error. 

9-Dec-20  

 
745 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
746 Form A Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg 
747 Form B Incident Notification WICA _Cooranbong.pdf 
748 Form B & Closeout for this incident ## RE_ Form A __UPDATE__ Incident Notification WICA Cooranbong - Drinking Water E coli Exceedance.msg 
749 201210 Form A Incident Notification WICA_Cooranbong.pdf 
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16_037 - Box Hill  Incident - Water 
Quality  

Exceedance of E coli at Box Hill for recycled water, reported 8/12/2020 . 

Incident BH_214 (8 December 2020) 
 Email - Form A750  
 201209 Form A751  
 Form B752  
 Email - Form B & Closeout of Incident 24_12_2020753 
Form A was sent to stakeholders on 9/12/2020 and Form B sent on 24/12/2020. The investigation indicated a lab error for 
the non-compliant E. coli value. 

 

8-Dec-20  

15_033 - 
Cooranbong  

Incident - Water 
Quality  

An exceedance of fluoride was found in recycled water during routine testing of the Cooranbong scheme.  

Incident CO_184 (14 October 2020) 
 Form A Incident Notification754 and updated Form A755 
 Email - Form A Incident Notification756  
 Form B757  
 Email - Form B Incident Notification758  
Form A was sent on 15/10.2020 and the investigation report (Form B) was sent on 26/11/2020. This incident relates to a 
fluoride exceedance in the recycled water network that was supplied with drinking water. The investigation indicated that 
the incident was due to a lab error. Evidence of the debrief is provided in HSEQ Meeting Dec 2020759. 

14-Oct-20  

 
750 Form A __UPDATE__ Incident Notification WICA E_ coli Exceedance in Recycled Water 08_12_2020 .msg 
751 201209 Form A Incident Notification WICA_Box Hill.pdf 
752 Form B Incident Notification WICA_Box Hill.pdf 
753 Form B & Closeout of Incident 24_12_2020  
754 Form A Incident Notification WICA_Cooranbong 184 CO 14Oct20 Fluoride Exc.pdf 
755 Form A Incident Notification WICA_Cooranbong UPDATE 184 CO 21Oct20 Fluoride Exc 
756 Form A Incident Notification WICA Cooranbong - Recycled Water Fluoride Exceedance 
757 Form B 184 CO 26Nov2020 Fluoride Exc.pdf 
758 Form B Incident Notification WICA Cooranbong - Recycled Water Fluoride Exceedance - Laboratory Method 
759 HSEQ (SUS) Meeting Dec 2020 
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13_025 - 
Discovery Point  

Incident - Water 
Quality  

Form A Incident Notification, Fluoride Exceedance at Discovery Point. Notified 9 October.  

Incident DP_183 (9 October 2020) 
 Email-Updated Form A 760 
 Form A Updated761 and email 762 
 Form A763 
 Form B764 
 Email Form B765  
A drinking water tap returned a fluoride value above ADWG health criteria. Investigation indicated a lab error or receipt of 
non-compliant water from Sydney Water. Sydney Water did not report and exceedances in its network. Form A was sent 
9/10/2020, an updated Form A was sent on 29/10/2020. Form B was sent 26/11/2020. Evidence of the debrief is provided in 
HSEQ Meeting Dec 2020766. 

 

9-Oct-20  

15_030 - Huntlee  Incident - Public 
Health  

The annual metals analysis for the recycled water at the Point of Supply (outlet of the recycled water tanks) returned metal levels over 
the AGWR health critical limits for manganese, nickel, arsenic and lead.  

Incident HU_169 (6 August 2020) 
 Form A767 and Email768 
 Form B769 and Email770 

6-Aug-20  

 
760 Updated Form A__ RE_ Form A Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance 
761 DP 28Oct20 Form A Update 
762 Form A Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance 
763 Form A Incident WICA Notification_Discovery Point 183 DP Fluoride Exceedance 9 October 2020 
764 Form B Incident Notification WICA_Discovery Point 183 DP 26Nov20 Fluoride Exc.pdf 
765 Form B Incident Notification WICA Discovery Point - Drinking Water Fluoride Exceedance - Laboratory Method  
 
766 HSEQ (SUS) Meeting Dec 2020 
767 Form A Incident WICA Notification_Huntlee_RW PoS Metals_6Aug20.pdf 
768 Form A Incident Notification WICA Huntlee Recycled Water - Copy.msg 
769 Form A B Incident WICA Notification Huntlee RW PoS Metals 6Aug20 Incident 169 
770 RE_ Form A Incident Notification WICA Huntlee Recycled Water 
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This incident related to a number of metal parameters returning high values and the investigation indicated that it was 
likely a sampling error. Evidence of debrief is documented in HSEQ (SUS) Meeting Aug 2020771. 

15_033 - 
Cooranbong  

Incident - Public 
Health  

A customer reported that their three year old child drank from a tap labelled as recycled water located outside the house at 6 
Cossentine St, Cooranbong on the afternoon of 19/07/2020. The tap had been left running. It was confirmed that the  Cooranbong 
recycled water plant is not yet operational. 

Incident CO_160 (19 July 2020) 
 160CO200720FormAB.pdf772 
 Forms A and B773  
 Email Forms A and B774  
 
Both forms were sent on the same day, 21 July 2020. This incident related to a child drinking from a recycled water tap, 
however the network is still charged with drinking water. The outcome was to review the risks with NSW Health, which 
found that drinking water was currently being supplied through recycled water taps and subsequently that the water 
consumed was drinking water. All recycled water taps have a removable handle.  

 

19-Jul-20  

16_037 - Box Hill  Incident - Sewage 
Overflow  

INCIDENT NOTIFICATION - Form A Incident Notification - Box Hill Sewage overflow - 54 Moonstone Rd.  

Incident BH_148 (22 June 2020) 
Form A775  
Email - Form A776  
Form B777  
Email - Form B778 
This incident related to a 600 L sewage overflow across a road and into a stormwater drain and basin. Form A was sent on 
22/6/2020,Form B was sent on 16/7/2020.  

22-Jun-20  

 
771 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
772 160CO200720FormAB.pdf 
773 Forms A and B Incident WICA Notification_Cooranbong.pdf 
774 FW_ Forms A and B Incident Notification WICA Cooranbong.msg 
775 Form A_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd._22Jun20.pdf 
776 Form A_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd__22Jun20.msg 
777 Form B_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd._22Jun20_Report date 14Jul20.pdf 
778 Form B_Incident Notification WICA_Box Hill_Sewage overflow 54 Moonstone Rd__22Jun20_Report date 14Jul20.msg 
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16_037 - Box Hill  Incident - Water 
Quality  

Routine sample taken 06/07/2020 was confirmed to have a reportable level of Clostridia (Sulphite Reducing) – 31 cfu/100mL &amp; 
Clostridia perfringens - ~1 cfu/100mL on 09/07/2020.  

Incident BH_158 (9 July 2020) 
 Email Form A779  
 Form A780  
 Form B781  
 Email - Form B 
This incident included a Clostridia detection of 31 cfu/100 ml and a Clostridium perfringens detection of ~1 cu/100mL. Initial 
notification was made on 10/7/2020, additional information was provided on 15/7/2020. Form B was sent on 27/7/2020. 
The debrief is documented in HSEQ (SUS) Meeting Aug 2020782. 

9-Jul-20  

10_014 - Pitt 
Town  

Incident - Water 
Quality  

A sample taken on 06/07/2020 at Pitt Town Point of Supply (PT1_RW_POS) tested positive for somatic coliphage. The lab result was 
reported on 09/07/20 ~1pfu/100ml. This sample point is located at the Recycled Water distribution pumps.  

Incident PT_159 (6/7/2020) 
 Email - Form A Incident Notification783  
 Email - Form B Incident Notification784  
 Form A Incident Notification785  
 Form B Incident Notification786  
 
Form A was sent on 10/7/2020, with follow up information sent on 15/7/2020. Form B was sent on 27/7/2020. Form B 
indicates a ‘False positive’. Debrief is documented in HSEQ (SUS) Meeting Aug 2020787. 

9-Jul-20  

 
779 RE_ Form A Incident Notification WICA_BoxHill_Clostridia Exceedance 09_07_2020.msg 
780 Form A Incident Notification WICA_Box Hill_BH3_RW_POU_Clostridia_06Jul20_Update No. 1 14Jul20.pdf 
781 Form B Incident Notification WICA_Box Hill_BH3_RW_POU_Clostridia_06Jul20_Report date 24Jul20.pdf 
782 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
783 FW_ Form A Incident Notification WICA_Pitt Town_Somatic Coliphage Exceedance_09_07_2020.msg 
784 RE_ Form B Incident Notification WICA_Pitt Town_Somatic Coliphage Exceedance_09_07_2020.msg 
785 Form A Incident Notification WICA_Pitt Town_PT1_RW_POS_Somatic Coliphage_09July2020_Update No.1 14July20.pdf 
786 Form B Incident Notification WICA_Pitt Town_PT1_RW_POS_Somatic Coliphage_09July2020_Report date 24Jul20.pdf 
787 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
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15_031 - Green 
Square  

Incident - Water 
Quality  

The operator changed the ‘High High’ trans membrane pressure (TMP) setting in SCADA from 69 to 75kPa to keep the plant 
operational whist conducting a UF clean in place (CIP) which would restore the TMP to its typically lower value. On the 21.06.20 the 
ultrafiltration (UF) critical control point (CCP) started operating above the critical limit for a sustained period. On the 24.06.20 the UF 
stopped operating above the critical limit.  

Incident GS_152 (29 June 2020) 
 Email - Forms A and B788  
 Forms A and B789  
This incident related to an operational change of a CCP by an operator for the UF system. Both Forms A and B were 
submitted on 29/6/2020. The incident occurred on 21 June 2020 and the ‘On the 24.06.20 the UF stopped operating above 
the critical limit’. It is unclear when the incident was detected. The incident debrief is documented in HSEQ (SUS) Meeting 
Aug 2020790. 

 

21-Jun-20  

15_031 - Green 
Square  

Incident - Water 
Quality  

Analysis for a routine sample taken from the Point of Supply (Pos) at the outlet of the recycled water tanks at Green Square returned 
an exceedance for Clostridia.  

Incident GS_151 (27 June 2020) 
 Form A791 and email 
 Email - Form A792  
 Form B793  
 Email Form B794  

The incident related to a Clostridia detection of ~1. The date of the incident on Form A is 27 June 2020. Form A was submitted on 27 
June 2020 and Form B was submitted on 21/7/2020. The investigation indicated that this was a lab error and a low-level detection. 
The incident debrief is documented in HSEQ (SUS) Meeting Aug 2020795. 

27-Jun-20  

 
788 Forms A and B Incident Notification WICA_Green Square_UF CCP exceedance_21Jun20_Report date 27Jun20.msg 
789 Forms A and B Incident Notification WICA_Green Square_UF CCP exceedance_21Jun20_Report date 27Jun20.pdf 
790 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
791 Forms A Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.pdf 
792 Form A Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.msg 
793 Form B Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20_Report date 29Jun20.pdf 
794 Form B Incident Notification WICA_Green Square_RW Clostridia detection SSRC_27Jun20.msg 
795 HSEQ (SUS) Meeting Aug 2020 (Controlled COPY) 
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13_025 - 
Discovery Point  

Incident - Water 
Quality  

Through a routine review of data, Altogether identified that a laboratory analysis for Antimony in the Sydney Water-supplied drinking 
water for a sample taken on 23.04.20 returned a result of 0.008mg/L. The upper health limit in the Australian Drinking Water 
Guidelines (ADWG) is 0.003mg/L.  

Incident DP_144 (29 April 2020) 
 Form A796  
 Email - Antimony797  
 Form A798  
 Email - Form B799  
 Form B800  
Antimony exceedance in drinking water exceedance on 29 April 2020 but reported on 26 June 2020. Form B was submitted 
on 30 June 2020. The investigation indicated a lab error. 

 

29-Apr-20  

15_030 - Huntlee  Incident - Water 
Quality  

Through a routine review of data, Altogether identified that laboratory analysis for Fluoride in the Hunter Water-supplied drinking 
water for a sample taken on 16.04.20 returned a result of 5.7mg/L. The upper health limit in the Australian Drinking Water Guidelines 
(ADWG) is 1.5mg/L.  

Incident HU_145 (24 April 2020) 
 Email Form A801 
 Form A Incident802 
 Form B803 
 Email Form B804 
This incident related to a drinking water sample returning a fluoride value above the guideline value. Altogether receives 
treated drinking water from Hunter Water and does not dose fluoride. Hunter Water did not note a non-compliance within 

24-Apr-20  

 
796 Form A Incident Notification_Discovery Point_DW Antimony exceedance 29_04_20_Report date 26_06_20.msg 
797 Antimony exceedance 29_04_20_Report date 26_06_20.msg 
798 Form A Incident WICA Notifcation_Discovery Point Antimony Exceedance_29Apr20_Report Date 26Jun20.pdf 
799 Form B Incident Notification_Discovery Point_DW Antimony exceedance 29_04_20_Report date 26_06_20.msg 
800 Form B Incident WICA Notifcation_Discovery Point Antimony Exceedance_29Apr20_Report Date 30Jun20.pdf 
801 Form A Incident Notification_Huntlee_DW Fluoride exceedance 24_04_20_Report date 26_06_20.msg 
802 Form A Incident WICA Notification_Huntlee_DW PoU Fluoride Exceedance_24Apr20_Report date 26Jun20.pdf 
803 Form B Incident WICA Notification_Huntlee_DW PoU Fluoride Exceedance_24Apr20_Report date 02Jul20.pdf 
804 Form B Incident Notification_Huntlee_DW Fluoride exceedance 24_04_20_Report date 2_07_20.msg 
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their system. It was determined that the result was likely to be a laboratory error. Evidence of the debrief is provided in 
HSEQ Meeting Dec 2020805 and HSEQ (SUS) Meeting Jun 2020806. 

 

16_037 - Box Hill  Incident - 
Environmental  

Sewage leak from damaged pipe on outlet of on-lot sewage tank leading to sewage leak into stormwater system and ponding in 
stormwater detention basin. 

Incident BH_135 (27 April 2020) 
 Email Forms A807 
 Forms A808 and Forms A_ Update809  
 Forms B810 
 Email Form B811 

Form A was sent on 27/4/20 and Form B was sent on 22/5/2020. The incident related to a sewage leak from a damaged pipe on the 
outlet of an on-lot sewage tank leading to sewage leak into stormwater system and ponding in the stormwater detention basin. A 
tanker was used to pump out in the basin and subsequent testing did not identify E. coli in the basin. 

27-Apr-20  

10_014 - Pitt 
Town  

Incident - Water 
Quality  

Clostridia detection of ~4cfu/100ml in the Point of Supply (PoS) sample. The PoS sample is taken at the outlet of the recycled water 
tanks.  

Incident PT_134 (20 March 2020) 

 Form A812 and Email813 
 Form B814 and email815 
Form A provided the initial notification that was sent to the required stakeholders. The Form B email included the 
investigation relating to the sampling of Clostridia and Clostridium perfringens. 

20-Mar-20  

 
805 HSEQ (SUS) Meeting Dec 2020 
806 HSEQ (SUS) Meeting Jun 2020 
807 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20 EPA Ref_ C06587-2020.msg 
808 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20.pdf 
809 Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20_Update No.1 28Apr20.pdf 
810 Forms B_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_Incident date 27Apr20_Form date 22May20.pdf 
811 RE_ Forms A_Incident Notification WICA_Box Hill_Sewage overflow 16 Kingsburgh Pkwy Maraylya_27Apr20 EPA Ref_ C06587-2020.msg 
812 Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20.pdf 
813 RE Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20.msg 
814 Form B Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20_Form.pdf 
815 Form A Incident Notification WICA_Pitt Town_PoS Clostridia detection_20Mar20 date 11Jun20 
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The result of the investigation indicates that the non-compliance may have been due to the sampling parameters and the 
monitoring program has been revised to include Clostridium perfringens rather than clostridia. 

 

 

Table 11 Compliance findings to be checked 

Licence 
No.  

Description  Clause Ref.  Grade  Auditor to check  Evidence 

10_014 - 
Pitt Town  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings: 
the risk assessment had not 
been reviewed by the due date 
and did not reflect the current 
circumstances of the scheme, in 
particular the likelihood of 
sewage overflows had been 
underestimated, which was not 
consistent with the frequency 
of overflows that had occurred 
at the scheme as recorded in 
the incident register. The 
auditor also made some 
recommendations.  

WIC Reg Sch 1 cl 
14(3)(a)  

Non-compliant 
(Non-material)  

Check that Risk 
Assessment (RA) and 
Incident management 
procedures are current, 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

The Pitt Town Audit Report (Viridis August 2020) includes the 
following recommendations: 
 PT-REC-2020-001 Review and update the risk assessment to 

ensure it comprehensively identifies hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

 PT-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident). 

 PT-REC-2020-003 Ensure the incident response documentation 
provides guidance on relevant incidents including but not 
limited to protozoan water quality non-compliances. 

 
The Sewage Management Plan816 (Sewage MP) was reviewed and 
updated in January 2021 and rebranded in March 2021. The risk 
assessment includes the assessment of health and environmental 
risks in relation to sewage activities. In addition to the risk 
assessments, the Sewage MP states that ecological assessments 
will be undertaken as a part of development consent. The risk 
register indicates that in July 2020, an internal risk review 
workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. Pitt Town Risk 

 
816 Sewage Management Plan (Sewage MP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1328 Revision 9 16 March 2021 
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Register817 was finalised on 26/4/2021. Pitt Town experienced 4 
uncontained sewage overflows (grouped as one incident in the 
briefing pack) in 2019 and a contained overflow in 2014. 
Altogether, as a whole, has experienced 7 uncontained sewage 
overflows and 2 contained sewage overflows since 2014. The risk 
assessment assessed the frequency as ‘likely’, consistent with the 
number of overflows for this scheme. 
 

The Incident Management Plan818 (IMP) provides the overarching 
framework for Altogether’s incident management plan updated in 
January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure819 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health820 was updated 
in February 2021. 

 

The audit found that Altogether has closed out the requirements of 
the non-compliance.  

 

Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

10_014 - 
Pitt Town  

This clause was found to be 
non-compliant (non-
material) based on the 
auditor’s findings:  
• the risk assessment had 
not been reviewed and 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that listed 
documents are current 
and recommendations 
from Operational Audit 

The Pitt Town Audit Report (Viridis August 2020) includes the 
following recommendations: 
 PT-REC-2020-001 Review and update the risk assessment to 

ensure it comprehensively identifies hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

 
817 Pitt Town Risk Register PT-WAT-NSW-RG-OPS-2664 V7.5 26/4/21 
818 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
819 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
820 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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updated and did not reflect 
current circumstances. In 
particular the risk register 
does not include assessment 
of the risk associated with 
treated water tanks, which 
was a recent incident that 
occurred at Pitt Town.  
• the Incident Management 
Plan and Water Quality 
Incident Management, 
Reporting and Investigation 
Procedure had not been 
reviewed and updated 
annually or in response to an 
incident, as required, and 
did not adequately cover 
responses to protozoan risk. 
The auditor has made some 
recommendations.  
 

 

(Viridis, August 2020) are 
implemented  

 PT-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident). 

 PT-REC-2020-003 Ensure the incident response documentation 
provides guidance on relevant incidents including but not 
limited to protozoan water quality non-compliances. 

The risk register for Pitt Town (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register. 
Treated water tanks have been included in the risk assessment. 

The Incident Management Plan821 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure822 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health823 was updated 
in February 2021. The out-of-specification procedure824 includes 
the process for investigation when an out-of-specification 
parameter is detected. The process includes notifying stakeholders, 
retesting the out-of-specification parameter, and checking 
treatment processes. This is considered adequate to cover 
protozoan risk. 

 

The audit found that Altogether has closed out the requirements of 
the non-compliance.  

 
821 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
822 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
823 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
824 Pitt Town Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf PT-WAT-NSW-WI-OPS-3558 
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Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

 

 

10_014 - 
Pitt Town  

During the site visit we 
observed that although most 
new assets have been 
appropriately tagged, three 
isolation switches were 
observed without a unique 
identification label. These were 
the main switch on the 
dewatering unit and the 
isolating switches for the 
disposal container. To ensure 
correct identification for 
isolations and the associated 
isolating plans, all isolation 
switches should be uniquely 
labelled. This reduces the risk 
for isolation errors for 
maintenance and operational 
tasks  

WIC Reg Sch 1 cl 
3(c)  

Non-compliant 
(Non-material)  

Check that the main 
switch on the dewatering 
unit and the isolating 
switches for the disposal 
container are tagged 
(refer to recommendation 
in Cardno's New 
Infrastructure Audit 
report, November 2020)  

The isolation switches on the dewatering unit were observed 
during the audit site inspection.  

Altogether has closed out this audit recommendation.  

12_022 - 
Central 
Park  

A number of minor 
deficiencies in the 
documentation. Deficiencies 
include the SMP and incident 
management documentation 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that Scheme MP 
and Incident 
management 
procedures are current, 
(refer to 

The Central Park Audit Report (Viridis October 2020) includes the 
following recommendations: 

 CP-REC-2020-001 Review and confirm the hard-coded time delays 
for all CCPs and document the outcomes to ensure the 
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being out of date, inconsistent 
implementation of the QCPs 
and lack of evidence to 
demonstrate time delays have 
been implemented and the 
lack of process to confirm 
water quality compliance.  

recommendation in 
Operational Audit Viridis, 
October 2020)  

implementation of the Critical Control Points (CCPs) is consistent 
and auditable. 

Altogether advised that it had reviewed time delays but did not keep 
records of the review. In addition, Altogether is in the process of 
updating permissions to limit access to the critical limits in SCADA. 

 CP -REC-2020-002 Review the implementation of quality control 
points, operational monitoring and corrective actions to ensure that 
Quality Control Points (QCPs) are implemented and operators are 
aware of conditions where operation deviates from the desired 
range and corrective actions are triggered. 

When reviewing the Quality Control Points (QCPs), some of the limits in 
SCADA were not consistent with the CCP tables, however it was 
discussed in the audit that the QCPs are more of an operational limit 
and operators need to be able to adjust them to optimise operation, for 
example at Box Hill, the QCP could not be implemented without 
affecting treatment due to the low flows coming into the plant. 
Altogether has reviewed the QCPS and proposed changes with rationale 
detailed in the change notice 7 documents825 

 CP-REC-2020-003 – Review the verification monitoring programs to 
ensure that there is an effective internal process to review and 
record verification monitoring data, confirm the compliance and 
ensure  immediate reporting of non-compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 

 
825 CCP review workshop summary outcomes March2021 
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implemented and the required samples are being taken at the 
correct frequencies. 

 CP-REC-2020-004 Review and update the Incident Management 
Plan and the Water Quality Incident Management, Reporting and 
Investigation Procedure as required (annually and in response to an 
incident). 

The Incident Management Plan826 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure827 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health828 was updated 
in February 2021.  

 CP-REC-2020-005 Ensure the incident response documentation 
provides guidance on relevant incidents including but not limited to 
protozoan water quality non-compliances. 

The out-of-specification procedure829 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 CP-REC-2020-006 Review and update the Scheme Management 
Plan in accordance with specified review cycles. 

The Central Park Scheme Management Plan830 was updated in April 
2020. 

 
826 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
827 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
828 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
829 Central Park Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf CP-WAT-NSW-WI-OPS-3472 
830 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
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Altogether was found to have closed out the recommendations other 
than the confirmation of the time delays (CP-REC-2020-001). 

12_022 - 
Central 
Park  

A plan showing the nature and 
general location of the 
infrastructure was not available 
on the website as required by 
WIC Reg Sch1 Clause 12(a) and 
WIC Reg Sch1 Clause 16(a). The 
reason for the licence non-
compliance was human error. 
The plans were available for the 
Flow Systems Group licensees’ 
land housing schemes, but were 
not available for the high rise 
schemes. The plans were made 
available on 
https://askus.flowsystems.com.
au/hc/enus/articles/208876906
-Reticulation-and-
StandardDrawings.  

WIC Reg Sch 1 cl 
16(a)  

WIC Reg Sch 1 cl 
12 (a)  

Non-compliant 
(Non-material)  

Check plans are available 
on website  

The Central Park Overall Water Services Plan is available on the 
Altogether website831. 

Altogether was found to have closed out the non-compliance. 

 

13_025 - 
Discovery 
Point  

The licensee has been found to 
be non-compliant (material) 
because it did not have an 
adequate process to review its 
compliance and confirm the 
quality of water supplied to 
customers; to ensure it 
complied with its requirement 
to make immediate notification. 

WIC Reg Sch 1 cl 
1(2)  

Non-compliant 
(Material)  

Review all verification 
programs to address 
items listed in 
recommendation in 
Operational Audit (Viridis, 
October 2020)  

The Discovery Point Audit Report (Viridis October 2020) includes the 
following recommendations 

 DP-REC-2020-002– Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

 
831 https://information.altogethergroup.com.au/askus/Central_Park/Central%20Park.pdf 
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Failure to take the required 
verification samples, and failure 
to identify non-compliant 
samples and failure to notify 
the necessary regulators could 
threaten, water quality, public 
health or safety.  

 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples  

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

13_025 - 
Discovery 
Point  

The licensee has been assessed as 
non-compliant (Material) for this 
licence clause due to a number of 
deficiencies in the documentation, 
failure to implement the 
monitoring program and 
implement the incident 
procedures to make immediate 
notifications when non-compliant 
water quality verification result 
were received. Deficiencies 
include the SMP and incident 
management documentation 
being out of date, inconsistent 
implementation of the QCPs and 

WIC Reg Sch 1 cl 
7(4)  

Non-compliant 
(Material)  

Check that Scheme MP and 
Incident management 
procedures are current and 
that recommendations in 
Operational Audit (Viridis, 
October 2020) are 
implemented  

The Discovery Point Audit Report (Viridis October 2020) includes the 
following recommendations: 

 DP-REC-2020-001 Review and confirm the hard coded time 
delays for all CCPs and document the outcomes to ensure the 
implementation of the CCPs is consistent and auditable. 

Altogether advised that it had reviewed time delays but did not keep 
records of the review. In addition, Altogether is in the process of 
updating permissions to limit access to the critical limits in SCADA. 

 DP-REC-2020-002– Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 
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lack of evidence to demonstrate 
time delays have been 
implemented, failure to 
implement the water quality 
monitoring program and the lack 
of process to confirm water 
quality compliance. The non-
compliances were considered 
material because the auditor 
determined that the non-
compliances had the potential to 
affect water quality, public health 
and safety or the environment.  

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples  

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

 DP-REC-2020-003 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident as relevant) 

The Incident Management Plan832 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure833 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health834 was updated 
in February 2021.  

 
832 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
833 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
834 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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 DP-REC-2020-004 Ensure the incident response documentation 
provides guidance on relevant incidents including but not 
limited to protozoan related water quality non-compliances. 

The out-of-specification procedure835 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-specification 
parameter, and checking treatment processes. This is considered 
adequate to cover protozoan risk. 

 

 DP-REC-2020-005 Review and update the Scheme 
Management plan in accordance with specified review cycles 
included in the plan. 

The Discovery Point Scheme Management Plan836 was updated on 
19 April 2021. 

Altogether was found to have closed out the recommendations other 
than the confirmation of the time delays (CP-REC-2020-001). 

 

13_025 - 
Discovery 
Point  

The licensee has been found 
to be non-complaint (material) 
as it did not adequately 
implement its monitoring 
plans and take the required 
samples at the specified 
frequencies. Additionally, it did 
not have processes in place to 

NOL Sch B cl 8.1  Non-compliant 
(Material)  

Check that Review of 
hardcoded time delays 
and verification 
programs have been 
completed and is 
adequate ( refer to 
recommendation in 

The Discovery Point Audit Report (Viridis October 2020) includes the 
following recommendations 

 DP-REC-2020-002– Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

 
835 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
836 2573 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY).pdf DP-WAT-NSW-PL-OPS-1242 
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review water quality data, 
identify non-compliant 
samples or missed samples. 
The non-compliance is 
considered material because it 
has the potential to impact on 
public health and water 
quality.  

Operational Audit Viridis, 
October 2020 ) 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples  

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

13_025 - 
Discovery 
Point  

Sample taken 29/04/20, 
report received 5/05/20 (Flow 
Incident No. 167). The routine 
verification sample taken from 
one of the Discovery Point 
Point of Use (PoU) drinking 
water sample points 
(DP2_DW_POU) was not 
tested for total coliforms as 
required by Flow’s Monitoring 
and Sampling Programme 
(M&S Prog) for Discovery 
Point, and as recommended 

NOL Sch B cl 8.1  Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 
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by the Australian Guidelines 
for Water Recycling (AGWR).  

 

13_025 - 
Discovery 
Point  

Sample taken 29/04/20, 
report received 5/05/20 (Flow 
Incident No. 167). The routine 
verification sample taken from 
one of the Discovery Point 
Point of Use (PoU) drinking 
water sample points 
(DP2_DW_POU) was not 
tested for total coliforms as 
required by Flow’s Monitoring 
and Sampling Programme 
(M&S Prog) for Discovery 
Point, and as recommended 
by the Australian Guidelines 
for Water Recycling (AGWR).  

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

13_025 - 
Discovery 
Point  

From 27/01/15 
(commencement of operations) 
to 07/02/20 (date the off-spec 
timer was changed to 60 
seconds). (Flow Incident No. 
118). The MBR CCP off spec 
diversion delay timer was set to 
360 seconds as opposed to 60 
seconds. There were no positive 
micro analysis results for 
Discovery Point for this period 
(excluding the micro incident in 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

This non-compliance/incident was assessed in the previous 
Discovery Point Audit Report (Viridis October 2020). A subsequent 
recommendation was made: 

DP-REC-2020-001 Review and confirm the hard coded time delays 
for all CCPs and document the outcomes to ensure the 
implementation of the CCPs is consistent and auditable 

This recommendation has not yet been closed out, however it is 
considered that this non-compliance has been closed out. 
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2018 which was in fact a sample 
of the building’s rainwater 
system).  

13_025 - 
Discovery 
Point  

A plan showing the nature and 
general location of the 
infrastructure was not available 
on the website as required by 
WIC Reg Sch1 Clause 12(a) and 
WIC Reg Sch1 Clause 16(a).  

WIC Reg Sch 1 cl 
12 (a)  

WIC Reg Sch 1 cl 
16(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

The Central Park Water Service Plan was available on the 
website837.  

Altogether was found to have closed out the non-compliance. 

13_025 - 
Discovery 
Point  

Point of Supply (PoS) frequency 
of Clostridia and coliphage 
testing was at a lower 
frequency than it should have 
been. Sampling was being 
undertaken monthly not weekly 
as required by Flow’s 
Monitoring and Sampling 
Programme (M&S Prog) for 
Discovery Point, and as 
recommended by the Australian 
Guidelines for Water Recycling 
(AGWR).  

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

13_025 - 
Discovery 
Point  

Point of Supply (PoS) frequency 
of Clostridia and coliphage 
testing was at a lower 
frequency than it should have 
been. Sampling was being 
undertaken monthly not weekly 
as required by Flow’s 
Monitoring and Sampling 

NOL Sch B cl 8.1  Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

 
837 https://information.altogethergroup.com.au/askus/Central_Park/Central%20Park.pdf 
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Programme (M&S Prog) for 
Discovery Point, and as 
recommended by the Australian 
Guidelines for Water Recycling 
(AGWR).  

 

 

Altogether was found to have closed out the non-compliance. 

15_030 - 
Huntlee  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings:  

• examination of the flow 
diagram of the recycled water 
scheme revealed that the “off-
spec return” from the UV 
system was not shown  

• the risk assessment had not 
been reviewed and updated 
and did not reflect current 
circumstances. In particular the 
risk register does not include 
assessment of the risk 
associated with treated water 
tanks, which was a recent 
incident that occurred at Pitt 
Town  

• the Incident Management 
Plan and Water Quality Incident 
Management, Reporting and 
Investigation Procedure had not 
been reviewed and updated 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
Flow diagram updated 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

The Huntlee Operational Audit Report (Viridis, August 2020) 
identified the following recommendations: 

 HU-REC-2020-001 Review and update the Process Flow 
Diagram Recycled Water & Sewerage to ensure it is accurate 
and shows all scheme components 

The flow diagram838 identifies the off-spec return from the UV 
System 

 HU-REC-2020-002 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

 HU-REC-2020-003 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident) 

The Incident Management Plan839 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure840 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

 
838 2688 Huntlee Process Flow Diagram - Recycled Water & Sewerage (CONTROLLED COPY).pdf HU-WAT-NSW-DR-OPS-2613 
839 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
840 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
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annually or in response to an 
incident, as required, and did 
not adequately cover responses 
to protozoan risk, and  

• the assessment of the 
drinking water service for the 
identification CCPs and QCPs 
had not been documented. This 
resulted in questions around 
whether the chlorine dosing 
should be included as a CCP. 
The auditor also identified a 
lack of clarity around operation 
of QCPs.  

 

The Incident Notification Protocol with NSW Health841 was updated 
in February 2021.  

 HU-REC-2020-004 Ensure the incident response 
documentation provides guidance on relevant incidents 
including but not limited to protozoan water quality non-
compliances. 

The out-of-specification procedure842 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 HU-REC-2020-005 Record the critical control point assessment 
for the drinking water system, ensuring that all components of 
the system have been assessed and critical controls points 
have been properly identified using the nominated process. 
Ensure CCPs and QCPs are implemented in accordance with 
the documentation. 

CCPs have been reviewed and the results are detailed in Change 
Notice 3843  and Change Notice 7844. The audit found that the CCPs 
are implemented.  

 HU-REC-2020-006 Review the risk associated with the use of 
the fire tanks to determine if additional preventive measures 
are required and include the storages in the verification 
program to ensure that when supply is taken from the tanks, 
that the water quality has not deteriorated. 

 
841 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
842 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
843 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
844 CCP review workshop summary outcomes March2021 
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The Huntlee Risk Register includes a risk ‘Contamination of drinking 
water in drinking water storage tank’ and the inclusion of storages 
as a CCP is detailed in Change Notice 7845 

 

Altogether was found to have closed out the non-compliance. 

Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

15_030 - 
Huntlee  

This clause was found to be 
non-compliant (non-
material) based on the 
auditor’s findings:  
• the risk assessment had not 
been reviewed by the due 
date and did not reflect the 
current circumstances of the 
scheme, in particular the 
likelihood of sewage 
overflows had been 
underestimated, which was 
not consistent with the 
frequency of overflows that 
had occurred at the scheme 
as recorded in the incident 
register.  

 

WIC Reg Sch 1 cl 
14(3)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

The Huntlee Operational Audit Report (Viridis, August 2020) 
identified the following recommendations: 

 HU-REC-2020-002 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

The risk register846 for Huntlee (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register.  

Altogether was found to have closed out the non-compliance. 

Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

 
845 CCP review workshop summary outcomes March2021 
846 Huntlee Risk Register (Controlled COPY) HU-WAT-NSW-RG-OPS-2657.pdf HU-WAT-NSW-RG-OPS-2657 
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15_030 - 
Huntlee  

Based on the review of Flow 
Systems documentation, site 
observations and discussions 
with key Licensee personnel, we 
consider that the Licensee has 
substantially demonstrated that 
the sludge dewatering 
infrastructure that has been 
included in the scope of this 
audit has been  

properly designed and 
constructed with regard to any 
publicly available standards or 
codes relating to its design, 
construction, operation and 
maintenance. However, during 
the site visit we observed that 
new assets have been 
appropriately tagged, with the 
exception of the main switch on 
the dewatering system, which 
does not have a unique number 
(refer to Figure 2-11). To ensure 
correct identification for 
isolations and the associated 
isolating plans, all isolation 
switches should be uniquely 
labelled. This reduces the risk 
for isolation errors for 
maintenance and operational 
tasks. As a result, we have 
graded this clause as Non-
compliant (non-material) and 

NOL Sch B cl 4.1  Non-compliant 
(Non-material)  

Check that dewatering 
system main switch has 
been tagged (refer to 
recommendation in 
Cardno's New 
Infrastructure Audit 
report, November 2020)  

Altogether provided evidence that the isolation switch has been 
included, via a Photograph847 of the tagged isolation switch. 

Altogether was found to have closed out the non-compliance. 

 

 
847 Huntlee Isolation Switch Photo 
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included a recommendation to 
address this deficiency. 
Although the clause has been 
graded as Non-compliant (non-
material), this non-compliance 
does not affect the 
infrastructure’s ability to 
operate safely and in 
accordance with its licence 
plans.  

 

15_031 - 
Green 
Square  

The licensee has been assessed 
as non-compliant material for 
this licence clause due to the 
failure to implement the 
verification monitoring program 
verification monitoring and a 
number of minor deficiencies in 
the documentation. 
Deficiencies include the SMP 
and incident management 
documentation being out of 
date, lack of evidence to 
demonstrate time delays have 
been implemented and the lack 
of a process to confirm water 
quality compliance. The non-
compliance is considered 
material because the licensee 
did not take microbiological 
samples at the required 
frequencies, resulting in periods 
of four week of time (between 
the monthly samples) where 
compliance with the water 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Material)  

Check documents have 
been updated 
implemented in as per 
recommendations in 
Operational Audit (Viridis, 
October 2020)  

The Green Square Audit Report (Viridis October 2020) included the 
following recommendations: 

 GS-REC-2020-001 Review and confirm the hard-coded time 
delays for all CCPs and document the outcomes to ensure the 
implementation of the CCPs is consistent and auditable. 

Altogether advised that it had reviewed time delays but did not keep 
records of the review. In addition, Altogether is in the process of 
updating permissions to limit access to the critical limits in SCADA. 

 GS-REC-2020-002 – Document the operational monitoring 
program for the implementation of manual operator checks 
using hand-held instruments (weekly CCP checks) and ensure 
the Monitoring and Sampling Plan and Monitoring and 
Sampling Program include this process.  

This audit found that the MS Progs do not comprehensively identify 
the operational monitoring program. A new recommendation has 
been made in relation to improving the documentation of the 
operational monitoring program. 

 GS-REC-2020-003 Implement a process to take and record the 
operator checks using handheld instruments (e.g. recording 
the weekly CCP checks through the CMMS). 
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quality criteria has not been 
verified. Additionally, the 
licensee did not did not identify 
a period of one month 
(February 2020) where no 
microbiological samples were 
taken. The non-compliances 
have the potential to affect 
water quality, public health and 
safety or the environment. It is  

noted that the licensee has 
updated the verification 
monitoring program to include 
the correct frequencies and has 
commenced work on updating 
the scheme management plan, 
recycled water quality plan and 
the incident management 
procedures, which are expected 
address some of the 
deficiencies once complete.  

 

Evidence of weekly CCP checks848 849 were provided which include 
grab sampling and checking online instrument readings. 

 GS-REC-2020-004 – Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples 

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies 

 GS-REC-2020-005 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident). 

The Incident Management Plan850 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

 
848 Work_Order 035765 Weekly Control Points Check GS 
849 Work_Order 036702 Weekly Control Points Check GS 
850 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
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The Water Operations Incident Management, Reporting and 
Investigation Procedure851 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health852 was updated 
in February 2021.  

 GS-REC-2020-006 Ensure the incident response documentation 
provides guidance on relevant incidents including but not 
limited to protozoan water quality non-compliances. 

The out-of-specification procedure853 includes the process for 
investigation when an out-of-specification parameter is detected. 
The process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

Altogether has closed out this non-compliance other than 
confirming the hard coded time delays.  

A new recommendation has been made in relation to improving 
the documentation of the operational monitoring program. 

15_031 - 
Green 
Square  

The Monitoring and Sampling 
Plan documents the approach 
to operational and verification 
monitoring, and the MS Prog 
outlines the specific sampling 
for GSW. During the audit, the 
Licensee demonstrated the 
SCADA system including 
operational trends, showing 
that the system operates 
generally within the target 
operational range. The Licensee 
did not provide evidence of 

NOL Sch B cl 7.1  Non-compliant 
(Material)  

Check documents have 
been updated 
implemented in as per 
recommendations in 
Operational Audit (Viridis, 
October 2020)  

The Green Square Audit Report (Viridis October 2020) included the 
following recommendations: 

 GS-REC-2020-004 – Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples 

o that there is an effective process to review and 
record verification monitoring data to confirm the 

 
851 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
852 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
853 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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operator checks with handheld 
instruments as identified in the 
risk assessment as a preventive 
measure. The Licensee 
provided evidence that it 
implements the verification 
monitoring outlined in the MS 
Prog The licensee did not 
undertake the monitoring 
required under the water 
quality plan and did not have 
processes to ensure ongoing 
compliance with the 
Monitoring and Sampling Plan 
and Monitoring and Sampling 
Program.  

compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

 

 

15_031 - 
Green 
Square  

A plan showing the nature and 
general location of the 
infrastructure was not available 
on the website as required by 
WIC Reg Sch1 Clause 12(a) and 
WIC Reg Sch1 Clause 16(a). The 
reason for the licence non-
compliance was human error. 
The plans were available for 
the Flow Systems Group 
licensees’ land housing 
schemes, but were not 
available for the high rise 
schemes. The plans were made 
available on 6/08/2020 at: 
https://askus.flowsystems.com.
au/hc/enus/articles/208876906

WIC Reg Sch 1 cl 
12 (a)  

WIC Reg Sch 1 cl 
16(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

The overall Site plan for Green Square were available on the 
Altogether Website854 

Altogether was found to have closed out the non-compliance. 

 
854 https://information.altogethergroup.com.au/askus/Green_Square/Green%20Square%20Town%20Centre.pdf 
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-Reticulation-and-
StandardDrawings.  

15_031 - 
Green 
Square  

Point of Supply (PoS) frequency 
of Clostridia and coliphage 
testing was at a lower 
frequency than it should have 
been. Sampling was being 
undertaken monthly not weekly 
as required by Flow’s 
Monitoring and Sampling 
Programme (M&S Prog) for 
Green Square, and as 
recommended by the Australian 
Guidelines for Water Recycling 
(AGWR).  

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

The Green Square Audit Report (Viridis October 2020) included the 
following recommendations: 

 GS-REC-2020-004 – Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples 

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 
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15_031 - 
Green 
Square  

Point of Supply (PoS) frequency 
of Clostridia and coliphage 
testing was at a lower 
frequency than it should have 
been. Sampling was being 
undertaken monthly not 
weekly as required by Flow’s 
Monitoring and Sampling 
Programme (M&S Prog) for 
Green Square, and as 
recommended by the 
Australian Guidelines for Water 
Recycling (AGWR).  

NOL Sch B cl 8.1  Non-compliant 
(Non-material)  

Self reported – Annual 
reporting 2020  

The Green Square Audit Report (Viridis October 2020) included the 
following recommendations: 

 GS-REC-2020-004 – Undertake a thorough review of all 
verification monitoring programs to ensure that: 

o the program is implemented in accordance with the 
documentation 

o that that there is a process to regularly check that 
samples are being taken at the correct frequency and 
to rapidly identify missed samples 

o that there is an effective process to review and 
record verification monitoring data to confirm the 
compliance and ensure immediate reporting of non-
compliant results. 

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

Altogether was found to have closed out the non-compliance. 

 

 

15_033 - 
Cooranbo
ng  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings:  

• the risk assessment had not 
been reviewed by the due date 
and did not reflect the current 

WIC Reg Sch 1 cl 
14(3)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
and recommendations 
from Operational Audit 

The Cooranbong Operational Audit (Viridis, August 2020 made the 
following recommendations: 

 CO-REC-2020-001 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 
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circumstances of the scheme, 
and  

• the Incident Management 
Procedures had not been 
reviewed and updated by the 
due date.  

 

(Viridis, August 2020) are 
implemented  

the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

The risk register855 for Cooranbong (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register.  

 CO-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident) 

The Incident Management Plan856 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure857 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health858 was updated 
in February 2021.  

 CO-REC-2020-003 Ensure the incident response 
documentation provides guidance on relevant incidents 
including but not limited to protozoan water quality non-
compliances. 

The out-of-specification procedure859 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-

 
855 Cooranbong Scheme Risk Register (Controlled COPY) CO-WAT-NSW-RG-OPS-2472.pdf CO-WAT-NSW-RG-OPS-2472 
856 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
857 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
858 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
859 3343 Recycled water out of specification work instruction_Cooranbong (Controlled COPY).pdf CO-WAT-NSW-WI-OPS-3321 
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specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 CO-REC-2020-004 Record the critical control point assessment, 
ensuring that all components of the system have been 
assessed and critical controls points have been properly 
identified using the nominated process. Ensure CCPs and QCPs 
are implemented in accordance with the documentation. 

CCPs have been reviewed and the results are detailed in Change 
Notice 3860  and Change Notice 7861.  

 

Altogether was found to have closed out the non-compliance. 

Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

15_033 - 
Cooranbo
ng  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings:  

• the risk assessment had not 
been reviewed by the due date 
and did not reflect current 
circumstances of the scheme  

• the risk assessment did not 
address overdosing of chlorine  

• the drinking water quality 
control point was not 
implemented, and  

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that listed 
documents are current 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

The Cooranbong Operational Audit (Viridis, August 2020 made the 
following recommendations: 

 CO-REC-2020-001 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

The risk register862 for Cooranbong (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register.  

 
860 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
861 CCP review workshop summary outcomes March2021 
862 Cooranbong Scheme Risk Register (Controlled COPY) CO-WAT-NSW-RG-OPS-2472.pdf CO-WAT-NSW-RG-OPS-2472 
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• the Incident Management 
Plan and Water Quality Incident 
Management, Reporting and 
Investigation Procedure had not 
been reviewed and updated 
annually or in response to an 
incident, as required, and did 
not adequately cover responses 
to protozoan risks.  

 

DS1.7 of the updated drinking water risk assessment863 includes 
overdosing of chlorine. 

 CO-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident) 

The Incident Management Plan864 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure865 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health866 was updated 
in February 2021.  

 CO-REC-2020-003 Ensure the incident response 
documentation provides guidance on relevant incidents 
including but not limited to protozoan water quality non-
compliances. 

The out-of-specification procedure867 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 CO-REC-2020-004 Record the critical control point assessment, 
ensuring that all components of the system have been 
assessed and critical controls points have been properly 

 
863 Register of New Risks Feb2021 for Health Consultation 
864 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
865 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
866 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
867 3343 Recycled water out of specification work instruction_Cooranbong (Controlled COPY).pdf CO-WAT-NSW-WI-OPS-3321 
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identified using the nominated process. Ensure CCPs and QCPs 
are implemented in accordance with the documentation. 

CCPs have been reviewed and the results are detailed in Change 
Notice 3868  and Change Notice 7869.  

 

Altogether was found to have closed out the non-compliance. 

Note: additional findings have been identified in this audit in 
relation to the updated risk assessment and incident procedures. 

 

15_033 - 
Cooranbo
ng  

The Licence Plans as a whole is 
considered adequate, with a 
few deficiencies: Element 5 - 
deficiency noted in process for 
identifying additional sample 
and monitoring locations 
following the scheme expansion 
Element 10 (Reporting) - A gap 
was noted against the ADWG 
which states that an annual 
report should be made available 
to consumers, regulatory 
authorities and stakeholders. 
The DWQP is silent on annual 
reporting to consumers. 
Element 11 - The process for 
the long-term evaluation of 
results as described in Section 
11.1 of the DWQP is not 

WIC Reg Sch 1 cl 
7(1)  

Non-compliant 
(Non-material)  

Check that 
recommendations from 
Licence plan Audit (Atom 
Consulting, November 
2020) are implemented  

The DWQP870 was updated in March 2021. During the audit, 
Altogether demonstrated the process for reviewing the monitoring 
locations based on the network and the development of new areas 
which included a servicing map that showed the different stages of 
the Cooranbong development and the locations of monitoring 
points. 

Section 10.2.2 of the DWQP871 includes a requirement to make 
annual reports available to the public on the Altogether website. 

Section 11.1.1 of the DWQP details the long-term evaluation of the 
water quality performance. 

Altogether was found to have closed out the non-compliance. 

 

 
868 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
869 CCP review workshop summary outcomes March2021 
870 2461 Drinking Water Quality Plan (DWQP) (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1241 
871 2461 Drinking Water Quality Plan (DWQP) (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1241 
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adequate to ADWG 
requirements for this 
component, as the DWQP is 
silent on the assessment of 
water quality performance as 
part of an annual review 
reporting process. 
Recommended that these be 
assessed as part of the next 
scheduled RWQP licence plan 
audit (noting that this is 
scheduled for 2021).  

16_037 - 
Box Hill  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings:  

• the risk assessment had not 
been reviewed by the due date 
and did not reflect current 
circumstances of the scheme  

• Incident Management 
Procedures do not provide 
corrective responses for 
protozoan risk, and  

• the Incident Management 
Plan and Water Quality Incident 
Management, Reporting and 
Investigation Procedure had not 
been reviewed and updated 
annually or in response to an 
incident, as required.  

 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

The Box Hill Operational Audit (Viridis, August 2020) made the 
following recommendations: 

 BH-REC-2020-001 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 
the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

The Box Hill Scheme Risk Register872 (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register. 

 BH-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident)  

 
872 Box Hill Scheme Risk Register (Controlled COPY).pdf BH-WAT-NSW-RG-OPS-2486 



 
 
 

 

REC-21-098 - Operational Audit Report  Page 157 

 

Licence 
No.  

Description  Clause Ref.  Grade  Auditor to check  Evidence 

The Incident Management Plan873 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure874 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health875 was updated 
in February 2021.  

 BH-REC-2020-003 Ensure the incident response 
documentation provides guidance on relevant incidents 
including but not limited to protozoan water quality non-
compliances. 

The out-of-specification procedure876 includes the process for 
investigation when an out-of-specification parameter is detected. 
The process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 

The non-compliance has been closed out. 

Note: additional findings on the risk assessment for this audit. 

 

16_037 - 
Box Hill  

This clause was found to be 
non-compliant (non-material) 
based on the auditor’s findings:  

• the risk assessment had not 
been reviewed by the due date 

WIC Reg Sch 1 cl 
14(3)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
and recommendations  

The Box Hill Operational Audit (Viridis, August 2020) made the 
following recommendations: 

 BH-REC-2020-001 Review and update the risk assessment to 
ensure it comprehensively identified hazardous events, reflects 

 
873 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
874 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
875 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
876 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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and did not reflect the current 
circumstances of the scheme, 
and  

• the Incident Management 
Procedures (Incident 
Management Plan and Water 
Quality Incident Management, 
Reporting and Investigation 
Procedure) had not been 
reviewed and updated by the 
due date. The auditor made 
some recommendations.  

 

from Operational Audit 
(Viridis, August 2020) are 
implemented  

 

the current circumstances of the scheme and the risk 
methodology has been consistently applied. 

The Box Hill Scheme Risk Register877 (drinking and recycled water) 
indicates that in July 2020, an internal risk review workshop was 
undertaken, and a risk review workshop was undertaken with NSW 
Health in August 2020. The document control properties identify 
the new risks that were added to the risk register, and the risks 
that were deleted are shown as a strike through in the register. 

 BH-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident)  

The Incident Management Plan878 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure879 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health880 was updated 
in February 2021.  

 BH-REC-2020-003 Ensure the incident response 
documentation provides guidance on relevant incidents 
including but not limited to protozoan water quality non-
compliances. 

The out-of-specification procedure881 includes the process for 
investigation when an out-of-specification parameter is detected. 
The process includes notifying stakeholders, retesting the out-of-

 
877 Box Hill Scheme Risk Register (Controlled COPY).pdf BH-WAT-NSW-RG-OPS-2486 
878 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
879 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
880 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
881 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 

The non-compliance has been closed out. 

Note: additional findings on the risk assessment for this audit. 

 

17_042 - 
Shepherd
s Bay  

Due to a number of documents 
including the Sewage 
Management Plan, Scheme 
Management Plan being out-
dated, the licensee has been 
found non-compliant 
(nonmaterial) as it did not keep 
its sewage management plan 
under regular review. A 
recommendation has been 
made to review and update the 
Sewage management plan and 
scheme management plan in 
line with the relevant review 
cycles.  

WIC Reg Sch 1 cl 
14(3)(a)  

Non-compliant 
(Non-material)  

Check that SMP is current 
(refer to recommendation 
in Operational Audit 
Viridis, October 2020)  

The Shepherds Bay Scheme Management Plan882 was updated in 
April 2021. The Sewage Management Plan883 (Sewage MP) was 
reviewed and updated in January 2021 and rebranded in March 
2021. 

The non-compliance has been closed out. 

 

17_042 - 
Shepherd
s Bay  

The licensee has been assessed 
as non-compliant non-material 
for this licence clause due to a 
number of minor deficiencies in 
the documentation. 
Deficiencies include the SMP 
and incident management 
documentation being out of 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that Scheme MP 
and Incident management 
procedures are current, 
(refer to recommendation 
in Operational Audit 
Viridis, October 2020)  

The Shepherds Bay Operational Audit (Viridis, October 2020) made 
the following recommendations: 

• SB-REC-2020-001 -Review the verification monitoring programs 
to ensure that there is an effective internal process to review 
and record verification monitoring data, confirm the 
compliance and ensure immediate reporting of non-compliant 
results. 

 
882 2509 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY).pdf SB-WAT-NSW-PL-OPS-1787 
883 Sewage Management Plan (Sewage MP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1328 Revision 9 16 March 2021 
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date and the lack of a process 
to confirm water quality 
compliance.  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

• SB-REC-2020-002 Review and update the Incident 
Management Plan and the Water Quality Incident 
Management, Reporting and Investigation Procedure as 
required (annually and in response to an incident)  

The Incident Management Plan884 (IMP) provides the overarching 
framework for Altogether’s incident management plan and was 
updated in January 2021.  

The Water Operations Incident Management, Reporting and 
Investigation Procedure885 provides flow diagrams that give an 
overview of incident management and was updated in March 2021.  

The Incident Notification Protocol with NSW Health886 was updated 
in February 2021.  

• SB-REC-2020-003 Ensure the incident response documentation 
provides guidance on relevant incidents including but not 
limited to protozoan water quality non-compliances. 

The out-of-specification procedure887 includes the process for 
investigation when an out-of-specification parameter is detected. The 
process includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 
884 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
885 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 3 22 March 2021 
886 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
887 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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The non-compliance has been closed out. 

Note: additional findings on the risk assessment for this audit. 

17_042 - 
Shepherd
s Bay  

A plan showing the nature and 
general location of the 
infrastructure was not available 
on the website as required by 
WIC Reg Sch1 Clause 12(a) and 
WIC Reg Sch1 Clause 16(a). The 
reason for the licence non-
compliance was human error. 
The plans were available for the 
Flow Systems Group licensees’ 
land housing schemes, but were 
not available for the high rise 
schemes. The plans were made 
available at 
https://askus.flowsystems.com.
au/hc/enus/articles/208876906
-Reticulation-and-
StandardDrawings on 
6/08/2020  

WIC Reg Sch 1 cl 
12 (a)  

WIC Reg Sch 1 cl 
16(a)  

Non-compliant 
(Non-material)  

Check plan is on website [I 
think we can do this 
ourselves]  

A plan of the drainage services is available on the Altogether 
website888. 

The non-compliance has been closed out. 

 

17_042 - 
Shepherd
s Bay  

Sample taken on 25th February 
2020 &amp; report received 
28th July 2020 (Flow Incident 
No. 168) The routine 
verification sample taken from 
one of the Shepherds Bay 
drinking water sample points 
(SB3_RW_PoU) was not tested 
for total coliforms. Total 

NOL Sch B cl 7.1  Non-compliant 
(Non-material)  

Auditor to check that 
monitoring plan is being 
followed [no need for 
separate item. It's already 
in scope]  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

 
888 https://information.altogethergroup.com.au/askus/Shepherds_Bay/Shepherds%20Bay.pdf 
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coliform test was not 
undertaken as per monitoring 
and sampling plan, and as per 
Australian Guidelines for Water 
Recycling. No customer impact. 
Also occurred at Discovery 
Point 28th February and 5th 
May 2020. Due to a 
transcription error when the lab 
receipted the sample into their 
system the total coliforms test 
requested was not entered and 
so the test was not performed. 
This error was not identified by 
Eurofins’ personnel until the 
report was being finalized, at 
which point the sample was out 
of holding time (24 hours)  

 

The non-compliance has been closed out. 

 

 

17_042 - 
Shepherd
s Bay  

Sample taken on 25th February 
2020 &amp; report received 
28th July 2020 (Flow Incident 
No. 168) The routine 
verification sample taken from 
one of the Shepherds Bay 
drinking water sample points 
(SB3_RW_PoU) was not tested 
for total coliforms. Total 
coliform test was not 
undertaken as per monitoring 
and sampling plan, and as per 
Australian Guidelines for Water 
Recycling. No customer impact. 
Also occurred at Discovery 
Point 28th February and 5th 

WIC Reg Sch 1 cl 
7(4)(a)  

Non-compliant 
(Non-material)  

Check that RA and 
Incident management 
procedures are current, 
and recommendations 
from Operational Audit 
(Viridis, August 2020) are 
implemented  

During the audit interviews, Altogether demonstrated a new 
process for reviewing data and checking compliance with the 
monitoring program using a Power BI database that included 
checking the number of samples taken, the frequency of sampling, 
and that the results are compliant. The database extract was 
reviewed and the auditor confirmed that the MS Progs are being 
implemented and the required samples are being taken at the 
correct frequencies. 

The non-compliance has been closed out. 
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May 2020. Due to a 
transcription error when the lab 
receipted the sample into their 
system the total coliforms test 
requested was not entered and 
so the test was not performed. 
This error was not identified by 
Eurofins’ personnel until the 
report was being finalized, at 
which point the sample was out 
of holding time (24 hours)  
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

          High rise schemes  Land & housing schemes  
Obligation/ 
Clause 

  Findings & evidence Audit 
Grade 

Recommendations DPW GSW CPW FSSB FSBH PTW HW CW 

WIC Reg Sch 
1 cl. 7(4):The 
licensee 
must ensure 
that its water 
quality plan 
is fully 
implemented 
and kept 
under 
regular 
review and, 
in particular, 
that all of its 
activities are 
carried out in 
accordance 
with that 
plan 

  See comments on each 
Recycled Water and Drinking 
Water element below. 

  See recommendations for each 
element below. 

                

RWQP Element 1- Identify all 
agencies with 
responsibilities for 
water resources and 
use of recycled water; 
regularly update the 
list of relevant 
agencies. 

The Recycled Water Quality 
Plan (RWQP) states under 
Component A1.3 that 
Altogether will identify all 
agencies with responsibilities 
for water resources and use of 
recycled water and regularly 
update the list of relevant 
agencies.  These lists are to be 
reviewed at 6 monthly intervals, 
however during the audit 
period, some of the stakeholder 
registers had not been reviewed 
6 monthly (see findings on the 
review for the individual 
schemes below). A 
recommendation has been 
identified to ensure that the 
Stakeholder and Emergency 
Contact list is up to date and is 
under regular review in 
accordance with documented 
processes. 

Non-
compliant 
(material) 

REC-RW-2021-001 Implement a 
process to ensure the 
Stakeholders Emergency 
Contact List is reviewed by the 
due date to ensure it remains 
current. 

N N N N Y N Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

RWQP Element 1 - Develop 
appropriate 
mechanisms and 
documentation for 
stakeholder 
commitment and 
involvement 

Element 1 of the AGWR 
indicates that a recycled water 
supplier should engage users of 
recycled water; ensure 
responsibilities are identified 
and understood.  Section A1.3.2 
of the RWQP   states that 
Licence Plan audit reports are 
provided on the Altogether 
website as form of customer 
engagement. When reviewing 
the website , it was found that 
the hyperlink to some of the  
audit reports linked to a 
different document.  A 
subsequent search on 
14/6/2021 indicated that the 
links had been corrected during 
the audit. It is considered that 
during the audit period, 
Altogether did not make its 
audit report publicly available, 
as required by the RWQP. A 
recommendation has been 
made to ensure that the 
information identified in the 
RWQP is available on the 
website. 

  REC-RW-2021-002 Where the 
water quality plans or legislation 
identify information to be 
included on the website, ensure 
that information is made 
available.  

Y N Y N N N Y N 

RWQP Element 1 - Identify 
all stakeholders 
(including the public) 
affecting, or affected 
by, decisions or 
activities related to 
the use of recycled 
water. 

Section A1.3.3 of the RWQP 
states that the Stakeholder and 
Emergency contact list includes 
the public, however when 
reviewing the scheme specific 
lists , the public is not listed for 
Box  Hill, Huntlee or 
Cooranbong . There are a 
number of recycled water uses 
across all schemes that include 
the irrigation of public open 
spaces or areas (car washes) 
where non-residents may be 
considered a user of recycled 
water.   
The AGWR in Section 2.1.3 
requires that recycled water 
operators should identify all 
stakeholders (including the 
public) affecting, or affected by, 
decisions or activities 

  REC-RW-2021-003 Review and 
update stakeholder lists or 
equivalent to reflect all potential 
stakeholders, including the 
public. 

Y Y Y Y Y Y Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

related to the use of recycled 
water and engage users of 
recycled water; ensure 
responsibilities are identified 
and understood. It is unclear 
how Altogether communicates 
with members of the public 
who are not residents and who 
access areas with recycled 
water in use. 
A recommendation has been 
made to establish a process to 
identify all potential recycled 
water users and ensure there is 
a process for communicating 
responsibilities to all identified 
recycled water users. It is 
considered that appropriate 
mechanisms have not been 
developed and effectively 
employed for members of the 
public (end users) accessing 
areas where they may be 
exposed to recycled water. It is 
noted that the Stakeholder and 
Emergency Contact list may not 
be the most appropriate 
mechanism for identifying and 
engaging with the public. 

RWQP Element 1 - Identify 
all stakeholders 
(including the public) 
affecting, or affected 
by, decisions or 
activities related to 
the use of recycled 
water. 

It was noted that the 
interpretive signage at the Pitt 
Town LWC centre refers to 
recycled water as ‘purified 
water’. It is understood that 
Altogether was previously 
advised by IPART that this 
terminology is not acceptable as 
it does not indicate that the 
water is non-potable and may 
communicate a confusing 
message to people visiting the 
LWC. A recommendation has 
been made to ensure that 
engagement with recycled 
water users and other 
stakeholders clearly identifies 
that water produced by the 
LWC is recycled (REC-RW-2021-
004).   

  REC-RW-2021-004 Undertake an 
internal audit of interpretive 
signage at all Altogether sites 
and remove any references to 
‘purified’ water and ensure all 
relevant signage refers to 
recycled water. 

N N N N N Y N N 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

RWQP Element 1 
Develop a recycled 
water policy, 
endorsed by senior 
managers, to be 
implemented within 
an 
organisation or by 
participating 
agencies. 
Ensure that the policy 
is visible and is 
communicated, 
understood and 
implemented by 
employees and 
contractors. 

The Recycled Water Policy 
states that Altogether will 
implement and maintain 
recycled water management 
system consistent with the 
AGWR and all managers and 
personnel are responsible for 
implementing, maintain and 
continuously improving the 
recycled water management 
system. 
During the audit, Altogether 
team members (Water 
Operations Manager 31 May 
2021)(responsible for 
implementing the preventive 
measures in the risk assessment 
indicated that there have been 
insufficient resources to 
implement some processes (for 
example when discussing the 
implementation of the 
Minimising the Risk of Cross-
Connection Checks Policy and 
Procedure ), and the agreed 
compliance program (Executive 
Manager – Risk & Compliance 
15 June 221) with IPART has 
affected Altogether’s ability to 
allocate sufficient resources to 
RWQP implementation.  
Additionally, when gaps in 
implementation (for example 
the implementation of the risk 
assessment methodology) were 
identified during the audit, 
Altogether representatives 
(Water Quality Systems 
Manager 31 May 2021) 
indicated in some instances that 
external consultants had 
undertaken the works and 
could not explain how the 
process was implemented. 
Additionally, it was indicated 
that in cases where recycled 
water is used in public spaces, 
that the public should have the 
‘common sense’ to know that 

  REC-RW-2021-005 Implement a 
program to increase staff 
awareness of recycled water 
risks, improve ownership for 
managing risk and allocation of 
adequate resources to 
implement licence plans and 
meet regulatory requirements. 

Y Y Y Y Y Y Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

recycled water is in use, without 
signage being installed 
(Technical Operations Lead 9 
June 2021). This approach does 
not appear to adequately cover 
protecting the most vulnerable 
members of the community.  It 
is the auditor’s finding that 
Altogether has not fully 
implemented its recycled water 
policy due to gaps in risk 
management, failure to 
implement procedures in 
relation to cross-connection 
auditing, failure to take 
ownership for managing risk 
and by not allocating adequate 
resources for the 
implementation of the RWQP 
and supporting programs  
A recommendation has been 
made to improve  
implementation of the recycled 
water policy and to ensure 
recycled water risk is well 
understood.  
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

RWQP Element 2 
Define the approach 
to hazard 
identification and risk 
assessment, 
considering both 
public and 
ecological health. 
Estimate the level of 
risk for each 
identified hazard or 
hazardous event. 
Consider inadvertent 
and unauthorised use 
or discharge. 
Evaluate the major 
sources of uncertainty 
associated with each 
hazard and hazardous 
event and 
consider actions to 
reduce uncertainty. 

The RAP includes consequence 
and likelihood descriptors that 
should be applied when 
assessing risk. The RAP states in 
Table 2 that ‘Health risks on the 
sewage and recycled water risk 
registers are assessed using the 
AGWR matrix’. When reviewing 
the matrix, in the RAP, it was 
found that it was not consistent 
with the AGWR as the minor 
and negligible consequence 
descriptors in the RAP appear to 
exclude health impacts as 
detailed below: 
• Minor ranking – Health impact 
minor - possible aesthetic or 
amenity impact, population 
impact small, isolated part of 
the scheme (zone or street) 
• Insignificant ranking – Health 
impact negligible - undetectable 
impact (normal operations) 
population impact small, 
isolated part of the scheme 
(zone or street) 
Altogether has advised verbally 
and in emails that these 
consequence categories do not 
exclude health impacts, 
however this is not clear from 
reading the documents. 
Furthermore, there are a 
number of health impacts 
identified in the risk assessment 
that have been assigned 
‘insignificant’ grading, which 
describes a health impact as 
‘negligible’, and ‘undetectable’ 
and ‘normal operations’. It is 
difficult to justify how a health 
impact from exposure to 
recycled water is part of 
‘normal operations’. 
There are a number of instances 
in the risk assessment where 
health risks have been assessed 
as insignificant for example: 
• RL1.5 (refence Huntlee Risk 

  REC-RW-2021-006 Review the 
risk assessments or risk 
assessment methodology to 
ensure that consequence values 
align with the risk being 
assessed, for example, where 
the consequence descriptor is 
limited to aesthetic or 
undetectable, these cannot be 
attributed to a risk that has an 
acute health impact. 
Frequencies should also be 
applied taking into 
consideration historical 
performance and the 
occurrence of incidents. Any 
reduction in consequence 
should be justified. 

Y Y Y Y Y Y Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

Register ) Human health 
impacts ‘Pathogens present in 
recycled water supplied to 
customers, causing health 
impacts for customers’ 
‘Exceedance of AGWR health 
guideline value’ 
• RD1.4 (reference Huntlee Risk 
Register) Human health impacts 
from on lot and network cross 
connections’ ‘Recycled water 
entering potable water 
plumbing in home’ ‘Pathogens 
present in water supplied to 
consumers, causing health 
impacts for consumers’ 
‘Exceedance of ADWG health 
guideline value’ 
It is noted that in the live 
consultation register , NSW 
Health provided comments on 
the risk assessment that do not 
appear to have been taken into 
consideration. NSW Health 
indicated ‘Generally it is not 
appropriate to change the 
consequence in assessing risk. 
Controls address the likelihood; 
i.e. the likelihood is reduced but 
the consequence remains the 
same’ however there are many 
instances in the risk register 
where this advice has not been 
followed and the control 
measures do not appear to 
reduce the consequence but 
the residual consequence has 
been reduced (refer to findings 
of the risk assessment below).  
In reviewing the risk 
assessments for all schemes, 
the auditor identified  
inconsistencies in the 
application of the RAP when 
assessing risk. : 
Based on the review of the 
scheme specific risk registers 
against the requirements of the 
RAP, it was found that the RAP 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

was not consistently 
implemented in the audit 
period, resulting in an 
underestimation of health risk 
and there was ambiguity about 
the health impacts captured in 
the consequence descriptors. A 
recommendation has been 
made to ensure the risk 
assessment consistently 
assesses risks. 

RWQP Element 3 
Assess preventive 
measures throughout 
the recycled water 
system to identify 
critical control 
points. 
Establish mechanisms 
for operational 
control. 
Document the critical 
control points, critical 
limits and target 
criteria. & Element 9 

The LRVs for Central Park and 
Discovery Point LRV claims for 
the UV disinfection system are 
well above those recommended 
for the CCPs dose critical limit in 
the US EPA UV Disinfection 
Manual (noting that the  LRV 
Table identifies the USEPA as 
the reference for the LRV 
claim), which recommends a 0.5 
LRV claim at 39 m/cm2.  A 
recommendation has been 
made to document the 
evidence that demonstrated the 
system has been validated to 
the site-specific operational 
conditions.  

  REC-RW-2021-007 Clearly 
document the UV dose 
calculations documenting the 
evidence used. This is required 
to validate that the UV Systems 
are able to achieve the LRV 
required for the site-specific 
operational conditions (flow and 
UVT), documented in the log 
reduction tables and CCP Tables.  
Critical limits must be set to 
ensure the operational range of 
the UV is within the validated 
limits. 

Y N Y N N N N N 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

RWQP Element 3 
Establish mechanisms 
for operational 
control. 
Document the critical 
control points, critical 
limits and target 
criteria.  
 
Element 9 
Validate processes 
and procedures to 
ensure they control 
hazards effectively. 

Section 4.2 of the RWQP states 
that operational monitoring is 
captured in the Monitoring and 
Sampling Plan and a scheme 
specific monitoring protocol is 
compiled into a Monitoring and 
Sampling Program. The 
Monitoring and Sampling Plan  
identifies operational 
monitoring as a component of 
the overarching monitoring 
approach, however operational 
monitoring is not consistently 
documented on the Monitoring 
and  Sampling Program. 
A recommendation has been 
made to ensure that the 
operational monitoring 
program is correctly 
documented on the MS Prog, or 
relevant alternative. 

  REC-RW-2021-008 Review the 
scheme specific monitoring and 
sampling programs to ensure 
they include all operational 
parameters or develop a 
separate comprehensive 
operational monitoring 
program. 

Y Y Y N Y Y Y Y 

RWQP Element 4 
Identify procedures 
required for all 
processes and 
activities applied 
within the whole 
recycled 
water system (source 
to use). 
Document all 
procedures and 
compile into an 
operations manual. 

The procedure for minimising 
cross-connections was chosen 
as a sample procedure for a 
more detailed audit. The 
Minimising the Risk of Cross-
Connection Checks Policy and 
Procedure  was provided and 
discussed at the audit. The 
document control properties 
indicate that the procedure was 
established in December 2018 
and updated in June 2019.  The 
procedure in Section 8.4.2 
states that ‘Flow will conduct a 
statistically significant set of 
one of the following types of 
tests on three streets in a 
scheme or three units in a high 
rise building annually, to 
confirm that there are no cross-
connections between potable 
and recycled water systems or 
tap-ins of potable to recycled 
water fittings:  
1. flow tests  
2. electrical conductivity (EC) 
tests and/or  
3. chlorine/chloramine tests, or 

  REC-RW-2021-009 Review the 
Minimising the Risk of Cross-
Connection Checks Policy and 
Procedure to ensure that it 
clearly identifies the number of 
connections to be audited, audit 
procedure and the record 
keeping requirements. Ensure 
that the ongoing cross-
connection audit program is 
adequate to control the risk of 
on-lot cross connections noting 
that the AGWR suggests a rolling 
6-monthly audits with all 
properties audited at least every 
5 years as an example of 
appropriate cross connection 
monitoring.  

Y Y Y Y Y Y Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

similar.’  
When reviewing the 
implementation of the 
Minimising the Risk of Cross-
Connection Checks Policy and 
Procedure it was unclear what a 
‘statistically significant’ number 
of tests would equate to and 
how this will relate to three 
streets or three units in a high 
rise. The AGWR in Table 2.8 
provides examples of potential 
operational criteria and 
monitoring, suggesting an 
ongoing cross-connection 
program, rolling 6-monthly 
audits with all properties 
audited at least every 5 years. 
Whilst the AGWR provides an 
example of an acceptable cross 
connection program, this audit 
has found that the existing 
Minimising the Risk of Cross-
Connection Checks Policy and 
Procedure is not clear on the 
number of audits that need to 
be taken for each scheme and 
how the properties to be 
audited are to be chosen to 
ensure they are representative.  
When discussing the 
implementation of the 
procedure, it was noted that 
Altogether produced records of 
only three cross-connection 
audits  undertaken in the audit 
period across all schemes, with 
a total of 8146 recycled water 
connections (as of April 2021). 
One cross-connection audit was 
undertaken each at 
Cooranbong, Huntlee and Box 
Hill. The Minimising the Risk of 
Cross-Connection Checks Policy 
and Procedure has not been 
implemented as documented. 
Additionally, during the audit 
interviews Altogether staff 
advised (Water Operations 
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Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
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Manager 31 May 2021) that 
there are insufficient staff 
resources to undertake a 
planned cross-connection 
program. 

RWQP Element 5 
Application Site and 
Receving 
Environment 
Determine the 
characteristics to be 
monitored and the 
points at which 
monitoring will be 
undertaken. 
Establish and 
document procedures 
for corrective 
responses to 
nonconformance or 
feedback 
from users of recycled 
water. 
Establish rapid 
communication 
systems to deal with 
unexpected events. 

The Huntlee Environmental 
monitoring program (at the 
Creek Downstream location) 
returned high microbiological 
values including E. coli recorded 
values of 360 cfu/100mL and 
2200 cfu/100mL, Clostridium 
perfringens recorded values of 
700 cfu/100mL and 100 
cfu/100mL, and Somatic 
Coliphage recorded values of 
100 cfu/100mL and <1 
cfu/100mL respectively for July 
2020 and March 2021 sampling. 
It was discussed that the results 
are reviewed upon receipt and 
the high concentrations of 
human sewage indicators may 
be due to the septic tanks on 
properties. When discussing the 
results, it was uncertain if there 
was an action limit or a value 

  REC-RW-2021-010 For surface 
water and other environmental 
monitoring processes, identify 
appropriate limits to trigger 
further investigation and 
reporting to determine the 
source of human sewage 
indicators and to implement 
actions to reduce environmental 
harm.  

N N N N N N Y N 
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Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
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for the parameters that would 
trigger an investigation or 
reporting to an environmental 
regulator.  A recommendation 
has been made to establish 
criteria for action when 
environment monitoring results 
indicate potential 
environmental harm. 
REC-RW-2021-010 For surface 
water and other environmental 
monitoring processes, identify 
appropriate limits to trigger 
further investigation and 
reporting to determine the 
source of human sewage 
indicators and to implement 
actions to reduce 
environmental harm.  

RWQP Element 6 
Define potential 
incidents and 
emergencies and 
document procedures 
and response plans 
with 
the involvement of 
relevant agencies. 
Train employees and 
regularly test 
emergency response 
plans. 
Investigate any 
incidents or 
emergencies and 
revise protocols as 
necessary. 

The Water Operations Incident 
Management, Reporting and 
Investigation Procedure  
provides flow diagrams that 
give an overview of incident 
management. This includes the 
requirement for the incident 
manager to assess, declare and 
classify the incident, make 
notifications, investigate, 
debrief and close out the 
incident. The flow diagram also 
includes responsibilities for 
notifying regulators. 
The Incident Notification 
Protocol with NSW Health  was 
updated in February 2021 and 
includes the contact details of 
the relevant Public Health Units 
to be notified for each scheme. 
It was noted in both documents 
above, that there is a recycled 
water event identified as 
‘recycled water delivered to 
customers below the AGWR 
values measured at the point of 
supply or point of use’. This 
appears to be an error and the 
event should be defined as 
recycled water delivered to 

  REC-RW-2021-011 Review and 
update the Water Operations 
Incident Management, 
Reporting and Investigation 
Procedure and Incident 
Notification Protocol with NSW 
Health to define a recycled 
water event as a non-
compliance with the 
documented water quality 
criteria for recycled water. 

Y Y Y Y Y Y Y Y 
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Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
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customers that does not comply 
with the documented water 
quality criteria. It is noted that 
AGWR does not identify specific 
water quality criteria for 
recycled water and the water 
quality criteria are documented 
on the MS Progs for each 
scheme.  A recommendation 
has been made to review the 
Water Operations Incident 
Management, Reporting and 
Investigation Procedure and 
Incident Notification Protocol 
with NSW Health to clearly 
define the recycled water event 
with reference to the 
documented water quality 
criteria.  

RWQP Element 6 
Define potential 
incidents and 
emergencies and 
document procedures 
and response plans 
with 
the involvement of 
relevant agencies. 
Train employees and 
regularly test 
emergency response 
plans. 
Investigate any 
incidents or 
emergencies and 
revise protocols as 
necessary. 

No recycled water incidents 
were reported in relation to 
Shepherds Bay in the audit 
period, however there was an 
incident that occurred during 
the audit period, that was 
identified and reported  outside 
the audit period, where 
recycled water was connected 
to a rainwater tank, that 
ultimately fed an interactive 
water play park. The recycled 
water network was charged 
with drinking water at the time. 
A recommendation has been 
made to ensure there is a 
process to regularly confirm 
that there are no unapproved 
connections to recycled water.  
REC-RW-2021-012 Establish a 
program to regularly audit the 
recycled water network to 
ensure there are no 
connections to unapproved 
uses. 

  REC-RW-2021-012 Establish a 
program to regularly audit the 
recycled water network to 
ensure there are no connections 
to unapproved uses. 

N N N Y N N N N 
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RWQP Element 10 
Document 
information pertinent 
to all aspects of 
recycled water quality 
management, and 
develop a document-
control system to 
ensure current 
versions are in use. 

In reviewing the documents 
provide in evidence, the 
following findings were noted: 
• The footer on the LWC 
Control System Change 
Management policy   is 
inconsistent with the document 
control properties. 
• Some of the Stakeholder 
contacts lists were not reviewed 
by the due date. 
• A number of the scheme 
management plans have errors 
in the fields and captions. 
A recommendation has been 
made to improve 
documentation.  

  REC-RW-2021-013 Establish 
review processes to ensure all 
documents are reviewed on 
time and do not have 
typographical and hyperlink 
errors.  

Y N Y Y Y Y Y Y 

RWQP Element 11 
 
Establish processes 
for internal and 
external audits. 
Document and 
communicate audit 
results. 

Altogether has an Audit 
Procedure  that outlines the 
audit process. An Internal Audit 
Calendar  was shown that 
outlined the audits that should 
be undertaken. The audit 
procedure indicates that the 
outcomes of internal audits 
should go onto an action 
register. During the audit, 
Altogether explained that this is 
the Water Quality Improvement 
Plan, however the actions from 
internal audits had not been 
captured on the improvement 
plan, there was no evidence the 
actions had been allocated to a 
responsible person, progress 
tracked, or closed out. It is 
noted that some audit findings 
were closed out on the day of 
the audit, however ones that 
were not closed out were not 
captured in an action register or 
on the Water Quality 
Improvement Plan. A 
recommendation has been 
made to ensure the audit 
process is implemented as 
documented. 

  REC-RW-2021-014 Develop a 
process to capture and track the 
progress in implementing 
recommendations from internal 
audits on an action register or 
improvement program, as 
required by the procedure. 

Y Y Y Y Y Y Y Y 
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RWQP Element 12 
Develop a recycled 
water quality 
management 
improvement plan. 
Ensure that the plan is 
communicated and 
implemented, and 
that improvements 
are monitored 
for effectiveness. 

The Water Quality 
Improvement Plan  was 
provided and discussed in the 
audit. Inputs to the plan are 
documented on the ‘Lists Ops’ 
tab and include activities such 
as the risk register, Licence plan 
review and audit. There were 
many items on the register that 
do not have a completion date, 
and this makes is difficult to 
audit its implementation. A 
recommendation has been 
made to improve the 
documentation of the 
improvement plan to ensure 
that it is implemented.  

  REC-RW-2021-015 Ensure all 
items on the Improvement Plan 
have been allocated to a 
responsible party, 
communicated, and due dates 
for completion have been 
applied. 

Y Y Y Y Y Y Y Y 

DWQP Element 1 
 
Identify all 
stakeholders who 
could affect, or be 
affected by, decisions 
or activities of the 
drinking water 
supplier. 
Develop appropriate 
mechanisms and 
documentation for 
stakeholder 
commitment and 
involvement.Regularly 
update the list of 
relevant agencies. 

Altogether’s Drinking Water 
Quality Plan states under 
Component A1.3.1 that it will 
identify all stakeholders who 
could affect, or be affected by, 
decisions or activities of the 
drinking water supplier. 
Altogether uses the scheme 
specific Stakeholder & 
Emergency Contact Lists as its 
means of documenting 
stakeholders. The lists contain 
water utilities, NSW and Local 
government regulators, client 
interface (property managers) 
and preferred suppliers for 
emergencies. These lists are to 
be reviewed at 6 monthly 
intervals, however during the 
audit period, some of the 
stakeholder registers had not 
been reviewed 6 monthly (see 
findings on the review for the 
individual schemes below). A 
recommendation has been 
identified to ensure that the 
Stakeholder and Emergency 
Contact list is up to date and is 
under regular review in 
accordance with documented 
processes.  

Non-
compliant 
(non-
material) 

REC-DW-2021-001 Implement a 
process to ensure the 
Stakeholders Emergency 
Contact List is reviewed by the 
due date to ensure it remains 
current. 

N NA N N NA NA Y Y 
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DWQP Element 1 
 
Identify all 
stakeholders who 
could affect, or be 
affected by, decisions 
or activities of the 
drinking water 
supplier. 
Develop appropriate 
mechanisms and 
documentation for 
stakeholder 
commitment and 
involvement.Regularly 
update the list of 
relevant agencies. 

It is noted that the WIC 
(General) Reg cl 9(a) requires all 
network operators to have an 
internet website on which the 
most recent auditor’s report 
under clause 6 that applies to 
the Network Operator is 
available for inspection by 
members of the public. As 
detailed in the assessment of 
Element 1 for recycled water, 
there were times during the 
audit period that the website 
did not include the relevant 
audit report for public 
inspection. A recommendation 
has been made to ensure that 
the required information is 
maintained on the website. 

  REC-DW-2021-002 Where the 
water quality plans or legislation 
identify information to be 
included on the website, ensure 
that information is made 
available.  

Y NA Y N NA NA Y N 

DWQP Element 2 
Define the approach 
and methodology to 
be used for hazard 
identification and risk 
assessment. 
Identify and 
document hazards, 
sources and 
hazardous events for 
each component of 
the water 
supply system. 
Estimate the level of 
risk for each 
identified hazard or 
hazardous event. 
Evaluate the major 
sources of uncertainty 
associated with each 
hazard and hazardous 
event and 
consider actions to 
reduce uncertainty. 
Determine significant 
risks and document 
priorities for risk 
management. 
Periodically review 
and update the 

Section 2.3 of the DWQP 
identifies the Risk Assessment 
Protocol for Water Products 
and Services  (the RAP) as the 
documented process for 
undertaking risk assessments. It 
was noted in the audit that the 
RAP methodology has not been 
consistently implemented 
resulting in instances of under 
estimation of risk. 

  REC-DW-2021-003 Review the 
risk assessments or risk 
assessment methodology to 
ensure that consequence values 
align with the risk being 
assessed, for example, where 
the consequence descriptor is 
limited to aesthetic or 
undetectable, these cannot be 
attributed to a risk that has an 
acute health impact. 
Frequencies should also be 
applied taking into 
consideration historical 
performance and the 
occurrence of incidents. Any 
reduction in consequence 
should be justified. 

Y NA Y Y NA NA Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

hazard identification 
and risk assessment 
to incorporate 
any changes. 

DWQP Element 4 
Identify procedures 
required for 
processes and 
activities from 
catchment to 
consumer. 
Document all 
procedures and 
compile into an 
operations manual. 

When discussing hygienic work 
practices when working on the 
drinking water network, 
Altogether stated that due to 
the design of the drinking water 
network, there is no need to 
undertake works on the drinking 
water network and there are no 
mains breaks. Additionally, if 
there was a need to work on the 
mains, Altogether uses a trusted 
contractor, however there do 
not appear to be any established 
procedures of policies for 
hygienic work practices for 
Altogether staff of contractors 
undertaking works on the mains. 
The Drinking Water Risk 
assessment undertaken in 
February 2021 has identified 
(Ref DW1.6) the need to 
‘Formalise and document 
procedures around equipment 
use for various water products 
and services. This action item is 
noted on the Water Quality 
Improvement Plan[2], however 

  REC-DW-2021-004 Establish a 
policy and procedure for 
hygienic work practices for 
Altogether staff and contractors 
undertaking works on 
Altogether’s drinking water 
networks and develop a process 
for ensuring all network 
operators and contractors have 
been made aware of the 
requirements and establish an 
ongoing audit process to ensure 
the practices are implemented. 

Y NA Y Y NA NA Y Y 



 
 
 

 

REC-21-098 - Operational Audit Report  Page 182 

 

Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

there is no target date for 
completion. 

DWQP Element 4 
Develop monitoring 
protocols for 
operational 
performance of the 
water supply system, 
including the 
selection of 
operational 
parameters and 
criteria, and the 
routine analysis of 
results. 
Document monitoring 
protocols into an 
operational 
monitoring plan. 

Monitoring results indicated 
that chlorine residual in the 
drinking water network 
regulatory fail the target criteria 
identified in the Monitoring  and  
Sampling Programs. A 
recommendation has been 
made investigate instances of 
low chlorine residual and raise 
improvement actions to address 
the issue. 

  REC-DW-2021-005 The 
Monitoring and Sampling 
Programs for drinking water 
schemes identify that a 
minimum target of 0.2mg/L of 
free chlorine should be 
maintained through reticulation 
networks, this is consistent with 
ADWG advice. Identify areas in 
reticulation where this cannot 
be met and raise an 
improvement item to improve 
the chlorine residual in these 
areas within an appropriate 
timeframe 

Y NA Y Y NA NA Y N 

DWQP Element 4 
Develop monitoring 
protocols for 
operational 
performance of the 
water supply system, 
including the 
selection of 
operational 
parameters and 
criteria, and the 
routine analysis of 
results. 
Document monitoring 
protocols into an 
operational 
monitoring plan. 

The CCP Tables and Monitoring 
and Sampling Programs identify 
operational monitoring for 
drinking water however, there 
was no record of the sampling 
being undertaken. The Weekly 
Control Points Checklist 
includes QCPs and CCPs for 
recycled water but not for 
drinking water. It is unclear 
where the results of the grab 
sample are captured and there 
was no evidence of that 
monitoring provided for the 
audit period. A 
recommendation has been 
made to record the result of 
operational monitoring of the 
drinking water service. 

  REC-DW-2021-006 Include 
recording the operational 
monitoring of the drinking water 
system on the weekly control 
points checklist or equivalent.  

N NA N N NA NA Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

DWQP Element 10 
 
Document 
information pertinent 
to all aspects of 
drinking water quality 
management. 
Develop a document 
control system to 
ensure current 
versions are in use. 

In reviewing the documents 
provide in evidence, the 
following findings were noted: 
• The footer on the LWC 
Control System Change 
Management policy   is 
inconsistent with the document 
control properties. 
• Some of the Stakeholder 
contacts lists were not reviewed 
by the due date. 
• A number of the scheme 
management plans have errors 
in the fields and captions. 
A recommendation has been 
made to improve 
documentation.  

  REC-DW-2021-007 Establish 
review processes to ensure all 
documents are reviewed on 
time and do not have 
typographical and hyperlink 
errors. 

Y NA Y Y NA NA Y Y 

DWQP Element 11 
Establish processes 
for internal and 
external audits. 
Document and 
communicate audit 
results. 

Altogether has an Audit 
Procedure that outlines the 
audit process. An Internal Audit 
Calendar was shown that 
outlined the audits that should 
be undertaken. The audit 
procedure indicates that the 
outcomes of internal audits 
should go onto an action 
register. During the audit, 
Altogether explained that this is 
the Water Quality Improvement 
Plan, however the actions from 
internal audits had not been 
captured on the improvement 
plan, there was no evidence the 
actions had been allocated to a 
responsible person, progress 
tracked, or closed out. It is 
noted that some audit findings 
were closed out on the day of 
the audit, however ones that 
were not closed out were not 
captured in an action register or 
on the Water Quality 
Improvement Plan. A 
recommendation has been 
made to ensure the audit 
process is implemented as 
documented. 

  REC-DW-2021-008 Develop a 
process to capture and track the 
progress in implementing 
recommendations from internal 
audits on an action register or 
improvement program, as 
required by the procedure 

Y NA Y Y NA NA Y Y 
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Obligation/ Clause Findings & evidence Audit 
Grade 

Recommendations Recommendations applicable to which schemes (Yes or No or Not Authorised supply under the 
licence) 

DWQP Element 12 
Develop a drinking 
water quality 
management 
improvement plan. 
Ensure that the plan is 
communicated and 
implemented, and 
that improvements 
are monitored 
for effectiveness. 

The Water Quality 
Improvement Plan  was 
provided and discussed in the 
audit. Inputs to the plan are 
documented on the ‘Lists Ops’ 
tab and include activities such 
as the risk register, Licence plan 
review and audit.  There were 
many items on the register that 
do not have a completion date, 
and this makes is difficult to 
audit its implementation. A 
recommendation has been 
made to improve the 
documentation of the 
improvement plan to ensure 
that it is implemented. 

  REC-DW-2021-009 Ensure all 
items on the Improvement Plan 
have been allocated to a 
responsible party, 
communicated, and due dates 
have been applied. 

Y NA Y Y NA NA Y Y 

WIC Reg Sch 
1 cl. 
14(3):The 
licensee 
must ensure 
that its 
sewage 
management 
plan is fully 
implemented 
and kept 
under 
regular 
review and, 
in particular, 
that all of its 
activities are 
carried out in 
accordance 
with that 
plan 

  The Sewage Management Plan 
identifies the Risk Assessment 
Protocol for Water Products 
and Services  (the RAP) as the 
documented process for 
undertaking risk assessments. It 
was noted in the audit that the 
RAP methodology has not been 
consistently implemented 
resulting in instances of under 
estimation of risk. 

Non-
compliant 
(non-
material) 

REC-Sewage-2021-001 Review 
the risk assessments or risk 
assessment methodology to 
ensure that consequence values 
align with the risk being 
assessed, for example, where 
the consequence descriptor is 
limited to aesthetic or 
undetectable, these cannot be 
attributed to a risk that has an 
acute health impact. 
Frequencies should also be 
applied taking into 
consideration historical 
performance and the 
occurrence of incidents. Any 
reduction in consequence 
should be justified. 

Y NA Y Y Y Y Y Y 
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APPENDIX C SUMMARY OF FINDINGS DISCOVERY POINT WATER 

5. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The Table below provides an overview of the level of compliance for Discovery Point Water.  
Discovery Point Water (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 2 

 

Non-compliant 
(material) 

 
1 

 

No requirement 0 

Audit findings are summarised by obligation in the sections below. 

5.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan889 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
889 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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Element 1 of the AGWR indicates that a recycled water supplier should engage users of recycled water; 
ensure responsibilities are identified and understood.  Section A1.3.2 of the RWQP890  states that Licence 
Plan audit reports are provided on the Altogether website as form of customer engagement. When 
reviewing the website891, it was found that the hyperlink to the audit report linked to a different document. 
The Discovery Point Water Licence Plan Audit Report for 2021 is listed as being available on the website, but 
the site instead linked to the scheme’s Residential Price Fact Sheet. It was noted that these links were 
affected when Altogether rebranded its website in January 2021. A subsequent search on 14/6/2021 
indicated that the links had been corrected during the audit. It is considered that during the audit period, 
Altogether did not make its audit report publicly available, as required by the RWQP. A recommendation 
has been made to ensure that the information identified in the RWQP is available on the website. 

 REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on 
the website, ensure that information is made available.  

The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix892 identifies unrestricted irrigation, water features and general washdown as 
authorised purposes for the Discovery Point Scheme. When reviewing the scheme specific list893, ‘Public 
Stakeholders’ are listed however the list is silent on how Altogether communicates with members of the 
public who are not residents and who access areas with recycled water in use to ensure responsibilities are 
understood by the public (for example signage in irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 
The Recycled Water Policy894 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

 
890 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
891 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
892 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
893 Discovery Point - Stakeholders Emergency Contact List DP-WAT-NSW-RG-INC-3361 Revision 1.1 30 December 2020 
894 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
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During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure895), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR in Section 2.2.4 indicates that recycled water suppliers should identify and document 
hazards and hazardous events, and estimate risk. Section 2.4 of the RWQP identifies the Risk 
Assessment Protocol for Water Products and Services896 (the RAP) as the documented process for 
undertaking risk assessments. The RAP includes consequence and likelihood descriptors that should 
be applied when assessing risk. The RAP states in Table 2 that ‘Health risks on the sewage and 
recycled water risk registers are assessed using the AGWR matrix’. When reviewing the matrix, in the 
RAP, it was found that it was not consistent with the AGWR as the minor and negligible consequence 
descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 
grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

 
895 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
896 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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There are a number of instances in the risk assessment897 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register898, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessment, the auditor identified the following inconsistencies in the 
application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature899 900 
901 902. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

 
897 Discovery Point Scheme Risk Register P-NSW-WAT-RG-OPS-2451 V4.2 27 August 2020 
898 LIVE_Register_Consultation with NSW Health 
899 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
900 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
901 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
902 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 611–
618. doi:10.2166/ws.2012.034  
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Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR indicates that a recycled water suppliers should document the critical 
control points (CCPs), critical limits and target criteria. To assess the CCPs and critical limits the 
following scheme specific documents were reviewed: 
 Discovery Point Scheme Management Plan903 
 Discovery Point - Control Points904  
 Discovery Point - Log Reduction Values905  
 Discovery Point Monitoring and Sampling Program906  

The critical limits for each treatment process were assessed against the pathogen log reduction 
values (LRV’s) being claimed, to confirm that they reflect the validated operational envelope for the 
LRV claim. 

The LRVs being claimed for Discovery Point (1 LRV claimed at a dose of 39 mJ/cm2 at a UVT of 50% 
UVT ) are well above those recommended for the CCPs dose critical limit in the US EPA UV 
Disinfection Manual (noting that the LRV Table identifies the UASEPA as the reference for the LRV 
claim), which recommends a 0.5 LRV claim at 39 m/cm2. Change notice 5907  requests a change of the 
Discovery Point LRV claim to 1.0 for virus and a higher dose set point for the UV CCP. As the critical 
limits have been revised, it has been found that there is insufficient evidence provided to 
demonstrate that the UV system has been validated to achieve the LRV at the proposed operational 
conditions and critical limits. A recommendation has been made to document the evidence that 
demonstrated the system has been validated to the site-specific operational conditions.  

 REC-RW-2021-007 Clearly document the UV dose calculations documenting the evidence used. This 
is required to validate that the UV Systems are able to achieve the LRV required for the site-specific 
operational conditions (flow and UVT), documented in the log reduction tables and CCP Tables.  
Critical limits must be set to ensure the operational range of the UV is within the validated limits. 

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Discovery Point CCP Table908 identifies the monitoring of CCPs, however 
when reviewing the Monitoring and Sampling Program, it was noted that some of the CCP 
parameters were not captured, for example Contact time and RO QCP for Conductivity on the 
permeate line. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 

 
903 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
904 Discovery Point - Control Points (Controlled COPY) DP-WAT-NSW-PL-OPS-1228 Version 3 4 November 2019 
905 Discovery Point - Log Reduction Values (Controlled COPY) DP-WAT-NSW-PL-OPS-2824 Version 1.2 5 November 2020 
906 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
907 210406 Change Notice - Control Point and Log Reduction Review for CP and DP 
908 Discovery Point - Control Points (Controlled COPY) DP-WAT-NSW-PL-OPS-1228 Version 3 4 November 2019 
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 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 

include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Discovery Point risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure909 was provided and discussed at the audit. The document control properties indicate that 
the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails910 911written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant Name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 

 
909 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
910 Cross connection workshop with [Consultant Name] 28/`11/2018 
911 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
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number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was no record of a cross connection audit undertaken at Discovery Point in the audit period. 
The Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been 
implemented as documented. Additionally, during the audit interviews Altogether staff advised 
(Water Operations Manager 31 May 2021) that there are insufficient staff resources to undertake a 
planned cross-connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality Plan912 
provides a diagram in Section 6 which depicts the framework for managing recycled water incidents 
and emergencies. The Incident Management Plan913 (IMP) provides the overarching framework for 
Altogether’s incident management. The IMP in Section 5.1.3 identifies the requirements of the 
reporting manual and includes immediate notification to IPART, NSW Health, Department of 
Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure914 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health915 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

 
912 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
913 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
914 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 
3 22 March 2021 
915 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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Element 9 

 Refer to REC-RW-2021-007  

Element 10 

Document Control Policy and Procedure916 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were noted: 

 The footer on the LWC Control System Change Management policy917 is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and document and communicate audit results. Altogether has an Audit 
Procedure918 that outlines the audit process. An Internal Audit Calendar919 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of the 
audit, however ones that were not closed out were not captured in an action register or on the Water 
Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, and 
improvements are monitored. 

The Water Quality Improvement Plan920 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

 
916 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
917 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
918 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
919 Internal Audit Calendar - Water 
920 WQP Improvement Plan 
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5.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting 
programs due to inconsistent implementation of the documented risk assessment methodology 
leading to an underestimation of health risks.  In addition, a number of minor inconsistencies in the 
implementation of the drinking water quality plan and the supporting documentation were 
identified.  

Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance 
is considered non-material as the deficiency does not impact on the Altogether’s ability to assure 
controlled processes, public health or the environment. 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

Section 3.1.3 of the ADWG indicates that drinking water suppliers should: 

 Identify all stakeholders who could affect, or be affected by, decisions or activities of the drinking water 
supplier.  

 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement.  
 Regularly update the list of relevant agencies.  

Altogether’s Drinking Water Quality Plan921  (DWQP) states under Component A1.3.1 that it will identify all 
stakeholders who could affect, or be affected by, decisions or activities of the drinking water supplier. 
Altogether uses the scheme specific Stakeholder & Emergency Contact Lists as its means of documenting 
stakeholders. The lists contain water utilities, NSW and Local government regulators, client interface 
(property managers) and preferred suppliers for emergencies. These lists are to be reviewed at 6 monthly 
intervals, however during the audit period, the stakeholder register had not been reviewed 6 monthly. A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

 REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

 
921 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
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Altogether states under DWQP Component A1.3.2 that it has a range of methods for engaging with users, 
developers, customers, and tenants, including scheme specific community websites922, bills, customer 
contracts923, SMS and email messages, Project Delivery Agreements, a Project Control Group, and a 
Homeowners Guide924, this last document also being available on their website925 

It is noted that the WIC (General) Reg cl 9(a) requires all network operators to have an internet website on 
which the most recent auditor’s report under clause 6 that applies to the Network Operator is available for 
inspection by members of the public. As detailed in the assessment of Element 1 for recycled water, there 
were times during the audit period that the website did not include the relevant audit report for public 
inspection. A recommendation has been made to ensure that the required information is maintained on the 
website. 

 REC-DW-2021-002 Where the water quality plans or legislation identify information to be included 
on the website, ensure that information is made available. 

Element 2 

Section 3.2.3 of the ADWG indicates that once potential hazards and their sources have been identified, the 
level of risk associated with each hazard or hazardous event should be estimated so that priorities for risk 
management can be established and documented. Although there are numerous contaminants that can 
compromise drinking water quality, not every potential hazard will require the same degree of attention.  

The level of risk for each hazard or hazardous event can be estimated by identifying the likelihood of 
occurrence (e.g. certain, possible, rare) and evaluating the severity of consequences if the hazard were to 
occur (e.g. insignificant, major, catastrophic). The aim should be to distinguish between very high and low 
risks. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services926 (the 
RAP) as the documented process for undertaking risk assessments. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states that ‘Health risks on the drinking water risk registers are assessed using the ADWG 
matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and 
negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
There are a number of instances in the risk assessment (August 2020) where health risks have been 
assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing 
health impacts for consumer and/or exceedance of ADWG health guideline value – given a minor 
residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence ranking of 
minor.  

 
922 https://altogethergroup.com.au/about/communities/ accessed 28 May 2021 
923 Small retail Customer Contract - Altogether Group Pty Ltd – Water REF ID 3534 12 January 2021 
924 Homeowner’s Guide (Water) AG-WAT-AUS-UG-RET-1569 Revision: 3 9 March 2021 
925 https://information.altogethergroup.com.au/governance/Homeowners%20Guide.pdf accessed 27 May 2021 
926 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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 Recycled water cross-connection in customer/building plumbing leading to consumption of recycled water - 
given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water supply 
infrastructure leading to chemicals present in water supplied to consumers, causing acute or chronic health 
impacts for consumers and or exceedance of ADWG health guideline value water - given a residual 
consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning a minor 
grading is not considered consistent application of the RAP.  

It is noted that in the live consultation register927, NSW Health provided comments on the risk assessment that 
do not appear to have been taken into consideration. NSW Health indicated ‘Generally it is not appropriate to 
change the consequence in assessing risk. Controls address the likelihood; i.e. the likelihood is reduced but the 
consequence remains the same’ however there are many instances in the risk register where this advice has not 
been followed and the control measures do not appear to reduce the consequence but the residual 
consequence has been reduced (refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies in the 
application of the RAP when assessing risk: 

 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ (Potential 
for short-term and longer-term public health impacts) to ‘minor (Possible aesthetic or amenity impact) also 
noting that Altogether does not have a network hygiene policy (or similar) or procedures for working on 
mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare frequency with a 
certainty of 1 (certain), however only 3 cross-connection audits have been undertaken across over 8000 
connections. The certainty ranking does not appear appropriate. The assessment appears contrary to 
industry knowledge and experience as documented in literature 928 929 930 931. This is considered a significant 
gap in understanding risk and taking responsibility for managing risk.  

The February Risk Assessment932 includes new risks that have been assessed and the consequence values 
appear more appropriate than the August 2020 risk registers, however the risk of cross connections have not 
been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment process. A 
recommendation has been made to review the risk assessments or methodology to ensure it is consistently 
applied. 

 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 3.4 of the ADWG indicates that drinking water suppliers should establish process control 
programs to support preventive measures by detailing the specific operational factors that ensure 
that all processes and activities are carried out effectively and efficiently. This includes a description 

 
927 LIVE_Register_Consultation with NSW Health 
928 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
929 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
930 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
931 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 611–
618. doi:10.2166/ws.2012.034  
932 Register of New Risks Feb2021 for Health Consultation  
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of all preventive measures and their functions, together with documentation of effective operational 
procedures, including identification of responsibilities and authorities. 

Additionally, the ADWG states (p 129) that ‘Good design, management and integrity of distribution 
systems are essential for maintaining water quality.’  

When discussing hygienic work practices when working on the drinking water network, Altogether 
stated that due to the design of the drinking water network, there is no need to undertake works on 
the drinking water network and there are no mains breaks. Additionally, if there was a need to work 
on the mains, Altogether uses a trusted contractor, however there do not appear to be any 
established procedures of policies for hygienic work practices for Altogether staff of contractors 
undertaking works on the mains. The Drinking Water Risk assessment933 undertaken in February 
2021 has identified (Ref DW1.6) the need to ‘Formalise and document procedures around 
equipment use for various water products and services. This action item is noted on the Water 
Quality Improvement Plan934, however there is no target date for completion. 
A recommendation has been made to establish procedures for ensuring the integrity of the drinking 
water network.  
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff 

and contractors undertaking works on Altogether’s drinking water networks and develop a process 
for ensuring all network operators and contractors have been made aware of the requirements and 
establish an ongoing audit process to ensure the practices are implemented. 

Section 3.4.2 of the ADWG indicates that drinking water suppliers should develop monitoring 
protocols for operational performance of the water supply system, including the selection of 
operational parameters and criteria, and the routine analysis of results. 

The Discovery Point Scheme Management Plan935 does not state if the drinking water supplied by 
Sydney Water is chlorinated or chloraminated.  The Discovery Point Monitoring and Sampling 
Program936 identifies a Point of Use (PoU) target criteria of 0.2 g/L for Free Chlorine and 0.6 mg/L for 
total chlorine. When reviewing the PoS data, 6 out of 10 monthly samples failed with readings below 
the target limit of ≥0.2 mg/L. and no total chlorine reading were below 0.6 mg/L. When reviewing 
the PoU results, 8/49 total chlorine with readings below the target limit of ≥0.6 mg/L (84% pass) and 
28 /49 samples 57%) with free chlorine readings below the target limit if ≥0.2 mg/L (43% pass). Most 
of the passes were only just above the target lower limit of ≥0.2 mg/L. 

A recommendation has been made to ensure that options for improving chlorine residual in the 
network have been identified and actions taken to ensure drinking water quality does not degrade in 
Altogether’s distribution network. 

 REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that 
a minimum target of 0.2mg/L of free chlorine should be maintained through reticulation networks, 
this is consistent with ADWG advice. Identify areas in reticulation where this cannot be met and raise 
an improvement item to improve the chlorine residual in these areas within an appropriate 
timeframe.  

Element 10 

The Document Control Policy and Procedure937 The Procedures states that all BMS documents are 
controlled using the BMS Library on SharePoint. During the site inspection at Pitt Town, the operator 
demonstrated the BMS system which included overarching licence plans, site-specific plans and 

 
933 Register of New Risks Feb2021 for Health Consultation (1) 
934 WQP Improvement Plan 
935 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY) DP-WAT-NSW-PL-OPS-1242 Revision 9 19 April 2021 
936 Discovery Point Monitoring and Sampling Program (Controlled COPY) DP-WAT-NSW-PL-OPS-2860 18/09/2020 
937 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
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procedures, forms and work instructions. In reviewing the documents provide in evidence, the 
following findings were noted: 

 The footer on the LWC Control System Change Management policy938  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors. 

Element 11 

Section 3.11.2 o the ADWG states that periodic auditing of all aspects of the drinking water quality 
management system is needed to confirm that activities are being carried out in accordance with 
defined requirements and are producing the required outcomes.  

Altogether has an Audit Procedure939 that outlines the audit process. An Internal Audit Calendar940 
was shown that outlined the audits that should be undertaken. The audit procedure indicates that 
the outcomes of internal audits should go onto an action register. During the audit, Altogether 
explained that this is the Water Quality Improvement Plan, however the actions from internal audits 
had not been captured on the improvement plan, there was no evidence the actions had been 
allocated to a responsible person, progress tracked, or closed out. It is noted that some audit 
findings were closed out on the day of the audit, however ones that were not closed out were not 
captured in an action register or on the Water Quality Improvement Plan. A recommendation has 
been made to ensure the audit process is implemented as documented. 

 REC-DW-2021-008 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 
Section 3.12.2 of the ADWG requires that drinking water providers develop a drinking water quality 
management improvement plan and ensure that the plan is communicated and implemented, and that 
improvements are monitored for effectiveness.  

The Water Quality Improvement Plan941 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates have been applied. 

5.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 
938 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
939 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
940 Internal Audit Calendar - Water 
941 WQP Improvement Plan 
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 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services942 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack943, recycled water risk register944 and updated sewage risk register945.  
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register946, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

 
942 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
943 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
944 Updated risks_Recycled water risk register 
945 Updated risks_Sewage risk register 
946 LIVE_Register_Consultation with NSW Health 
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There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Discovery Point 
Risk register (SC1.4,) that include human contact with wastewater causing a public health impact, 
that is reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied 

A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 

 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

5.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

5.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 
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 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

5.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  
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 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

5.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

5.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included in  
Table 11. 
 

Description  Clause Ref.  Grade  Auditor to check  Evidence 

The licensee has 
been found to be 
non-compliant 
(material) because it 
did not have an 
adequate process to 

WIC Reg 
Sch 1 cl 
1(2)  

Non-
compliant 
(Material)  

Review all 
verification 
programs to 
address items 
listed in 
recommendation 

The Discovery Point Audit Report (Viridis 
October 2020) includes the following 
recommendations 
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Description  Clause Ref.  Grade  Auditor to check  Evidence 

review its 
compliance and 
confirm the quality 
of water supplied to 
customers; to ensure 
it complied with its 
requirement to 
make immediate 
notification. Failure 
to take the required 
verification samples, 
and failure to 
identify non-
compliant samples 
and failure to notify 
the necessary 
regulators could 
threaten, water 
quality, public health 
or safety.  

 

in Operational 
Audit (Viridis, 
October 2020)  

 DP-REC-2020-002– Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented in 
accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples  

o that there is an effective 
process to review and record 
verification monitoring data to 
confirm the compliance and 
ensure immediate reporting of 
non-compliant results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 

The licensee has been 
assessed as non-
compliant (Material) 
for this licence clause 
due to a number of 
deficiencies in the 
documentation, 
failure to implement 
the monitoring 
program and 
implement the 
incident procedures to 
make immediate 
notifications when 
non-compliant water 
quality verification 
result were received. 
Deficiencies include 
the SMP and incident 
management 

WIC Reg Sch 
1 cl 7(4)  

Non-
compliant 
(Material)  

Check that Scheme 
MP and Incident 
management 
procedures are 
current and that 
recommendations 
in Operational 
Audit (Viridis, 
October 2020) are 
implemented  

The Discovery Point Audit Report (Viridis 
October 2020) includes the following 
recommendations: 

 DP-REC-2020-001 Review and confirm 
the hard coded time delays for all CCPs 
and document the outcomes to ensure 
the implementation of the CCPs is 
consistent and auditable. 

Altogether advised that it had reviewed time 
delays but did not keep records of the review. In 
addition, Altogether is in the process of updating 
permissions to limit access to the critical limits in 
SCADA. 

 DP-REC-2020-002– Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 
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Description  Clause Ref.  Grade  Auditor to check  Evidence 

documentation being 
out of date, 
inconsistent 
implementation of the 
QCPs and lack of 
evidence to 
demonstrate time 
delays have been 
implemented, failure 
to implement the 
water quality 
monitoring program 
and the lack of 
process to confirm 
water quality 
compliance. The non-
compliances were 
considered material 
because the auditor 
determined that the 
non-compliances had 
the potential to affect 
water quality, public 
health and safety or 
the environment.  

o the program is implemented in 
accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples  

o that there is an effective 
process to review and record 
verification monitoring data to 
confirm the compliance and 
ensure immediate reporting of 
non-compliant results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

 DP-REC-2020-003 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident as relevant) 

The Incident Management Plan947 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure948 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health949 was updated in February 2021.  

 DP-REC-2020-004 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 

 
947 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
948 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 
3 22 March 2021 
949 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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Description  Clause Ref.  Grade  Auditor to check  Evidence 

but not limited to protozoan related 
water quality non-compliances. 

The out-of-specification procedure950 includes 
the process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-
of-specification parameter, and checking 
treatment processes. This is considered adequate 
to cover protozoan risk. 

 DP-REC-2020-005 Review and update the 
Scheme Management plan in accordance 
with specified review cycles included in 
the plan. 

The Discovery Point Scheme Management 
Plan951 was updated on 19 April 2021. 

Altogether was found to have closed out the 
recommendations other than the confirmation of 
the time delays (CP-REC-2020-001). 

 

The licensee has 
been found to be 
non-complaint 
(material) as it did 
not adequately 
implement its 
monitoring plans 
and take the 
required samples at 
the specified 
frequencies. 
Additionally, it did 
not have processes 
in place to review 
water quality data, 
identify non-
compliant samples 
or missed samples. 
The non-
compliance is 
considered material 
because it has the 
potential to impact 

NOL Sch B 
cl 8.1  

Non-
compliant 
(Material)  

Check that 
Review of 
hardcoded time 
delays and 
verification 
programs have 
been completed 
and is adequate ( 
refer to 
recommendation 
in Operational 
Audit Viridis, 
October 2020 ) 

The Discovery Point Audit Report (Viridis 
October 2020) includes the following 
recommendations 

 DP-REC-2020-002– Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented in 
accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples  

o that there is an effective 
process to review and record 
verification monitoring data to 
confirm the compliance and 
ensure immediate reporting of 
non-compliant results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 

 
950 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
951 2573 Discovery Point Scheme Management Plan (Scheme MP) (Controlled COPY).pdf DP-WAT-NSW-PL-OPS-1242 
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Description  Clause Ref.  Grade  Auditor to check  Evidence 

on public health 
and water quality.  

and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 

Sample taken 
29/04/20, report 
received 5/05/20 
(Flow Incident No. 
167). The routine 
verification sample 
taken from one of 
the Discovery Point 
Point of Use (PoU) 
drinking water 
sample points 
(DP2_DW_POU) 
was not tested for 
total coliforms as 
required by Flow’s 
Monitoring and 
Sampling 
Programme (M&S 
Prog) for Discovery 
Point, and as 
recommended by 
the Australian 
Guidelines for 
Water Recycling 
(AGWR).  

 

NOL Sch B 
cl 8.1  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 

Sample taken 
29/04/20, report 
received 5/05/20 
(Flow Incident No. 
167). The routine 
verification sample 
taken from one of 
the Discovery Point 
Point of Use (PoU) 
drinking water 
sample points 
(DP2_DW_POU) 
was not tested for 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 
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Description  Clause Ref.  Grade  Auditor to check  Evidence 

total coliforms as 
required by Flow’s 
Monitoring and 
Sampling 
Programme (M&S 
Prog) for Discovery 
Point, and as 
recommended by 
the Australian 
Guidelines for 
Water Recycling 
(AGWR).  

From 27/01/15 
(commencement of 
operations) to 
07/02/20 (date the 
off-spec timer was 
changed to 60 
seconds). (Flow 
Incident No. 118). 
The MBR CCP off 
spec diversion delay 
timer was set to 360 
seconds as opposed 
to 60 seconds. There 
were no positive 
micro analysis results 
for Discovery Point 
for this period 
(excluding the micro 
incident in 2018 
which was in fact a 
sample of the 
building’s rainwater 
system).  

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

This non-compliance/incident was assessed in 
the previous Discovery Point Audit Report 
(Viridis October 2020). A subsequent 
recommendation was made: 

DP-REC-2020-001 Review and confirm the 
hard coded time delays for all CCPs and 
document the outcomes to ensure the 
implementation of the CCPs is consistent and 
auditable. 

Altogether advised that it had reviewed time 
delays but did not keep records of the review. In 
addition, Altogether is in the process of updating 
permissions to limit access to the critical limits in 
SCADA. 

This recommendation has not yet been 
closed out, however it is considered that this 
non-compliance has been closed out. 

 

A plan showing the 
nature and general 
location of the 
infrastructure was 
not available on the 
website as required 
by WIC Reg Sch1 
Clause 12(a) and 
WIC Reg Sch1 Clause 
16(a).  

WIC Reg 
Sch 1 cl 12 
(a)  

WIC Reg 
Sch 1 cl 
16(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

The Central Park Water Service Plan was 
available on the website952.  

Altogether was found to have closed out the 
non-compliance. 

Point of Supply (PoS) 
frequency of 
Clostridia and 
coliphage testing 
was at a lower 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 

 
952 https://information.altogethergroup.com.au/askus/Central_Park/Central%20Park.pdf 



 
 
 

 

REC-21-098 - Operational Audit Report 
 Page 207 

 

Description  Clause Ref.  Grade  Auditor to check  Evidence 

frequency than it 
should have been. 
Sampling was being 
undertaken monthly 
not weekly as 
required by Flow’s 
Monitoring and 
Sampling 
Programme (M&S 
Prog) for Discovery 
Point, and as 
recommended by 
the Australian 
Guidelines for Water 
Recycling (AGWR).  

of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 

Point of Supply (PoS) 
frequency of 
Clostridia and 
coliphage testing 
was at a lower 
frequency than it 
should have been. 
Sampling was being 
undertaken monthly 
not weekly as 
required by Flow’s 
Monitoring and 
Sampling 
Programme (M&S 
Prog) for Discovery 
Point, and as 
recommended by 
the Australian 
Guidelines for Water 
Recycling (AGWR).  

 

NOL Sch B 
cl 8.1  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required samples 
are being taken at the correct frequencies. 

Altogether was found to have closed out the 
non-compliance. 
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APPENDIX D SUMMARY OF FINDINGS GREEN SQUARE WATER 

6. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The table below provides an overview of the level of compliance for the Green Square Water. Green 
Square Water (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 0 

 

Non-compliant 
(material) 

 
1 

 

No requirement 2 

Audit findings are summarised by obligation in the sections below. 

6.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan953 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit, and failure to implement the current program for cross-connection 
auditing. In addition, a number of minor inconsistencies in the implementation of the recycled water 
quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
953 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list954  includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix955 identifies irrigation, water features and car washing as authorised purposes 
for the Green Square Scheme. When reviewing the scheme specific list956, ‘Public Stakeholders’ are listed 
however the list is silent on how Altogether communicates with members of the public who are not 
residents and who access areas with recycled water in use to ensure responsibilities are understood by the 
public (for example signage in irrigation areas warning that recycled water is in use).  

During the site inspection, the public open space adjoining the LWC was currently under irrigation with 
recycled water and a number of sprinklers were spraying water on the grass. There were a number of dog 
walkers and people utilising the park area, and there were no visible signs that indicate to the public that 
recycled water was in use. Whilst a very high quality of water produced by the scheme, it is considered that 
the public should be made aware of the potential risks of exposure to non-potable water and signage should 
be included as a standard preventive measure in areas where ethe public may be exposed to recycled water. 
The City of Sydney operates the irrigation system, and would ultimately be responsible for educating the 
public, however it is considered that Altogether should also put in place processes to ensure the public are 
made aware of the use of non-potable water. Altogether provided evidence of a meeting957 958 with City of 
Sydney undertaken in February 2020 (outside the audit period) that included ‘Signage Appropriate warning 
signage should be in place where using recycled water which can come into contact with persons. A 
recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 
The Recycled Water Policy959 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

 
954 Green Square - Stakeholders Emergency Contact List GS-WAT-NSW-RG-INC-3363 Revision 1.1 30 December 2020 
955 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
956 Discovery Point - Stakeholders Emergency Contact List DP-WAT-NSW-RG-INC-3361 Revision 1.1 30 December 2020 
957 Standpipe Training Material - Prepared by Flow Systems 
958 Standpipe Training by Flow Systems dated 26 Feb 2020 
959 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
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During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure960), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water providers to Identify and document hazards and hazardous events 
and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services961 (the RAP) as the documented process for undertaking risk assessments. The 
RAP includes consequence and likelihood descriptors that should be applied when assessing risk. The 
RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are assessed 
using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was not 
consistent with the AGWR as the minor and negligible consequence descriptors in the RAP appear to 
exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 
grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

 
960 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
961 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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There are a number of instances in the risk assessment962  where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, causing 
health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register963, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control measures 
do not appear to reduce the consequence but the residual consequence has been reduced (refer to 
findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature964 965 966 
967. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk register against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 
962 Green Square Scheme Risk Register GP-WAT-NSW-RG-OPS-2649 V8.2 27 August 2020 
963 LIVE_Register_Consultation with NSW Health 
964 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
965 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
966 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
967 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 611–
618. doi:10.2166/ws.2012.034  



 
 
 

 

REC-21-098 - Operational Audit Report 
 Page 212 

 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR indicates that a recycled water supplier should document the critical 
control points (CCPs), critical limits and target criteria. To assess the CCPs and critical limits the 
following scheme specific documents were reviewed: 
 Green Square Scheme Management Plan968  
 Green Square - Log Reduction Values969  
 Green Square - Control Points970 
 Green Square Monitoring and Sampling Program971  

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Green Square CCP Table identifies the monitoring of CCPs, however 
when reviewing the Monitoring and Sampling Program, it was noted that some of the CCP 
parameters were not captured, for example Contact time and RO QCP of Conductivity on the 
permeate line. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 

 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 
include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Green Square risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure972 was provided and discussed at the audit. The document control properties indicate that 
the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-

 
968 Green Square Scheme Management Plan (Scheme MP) (Controlled COPY) GS-WAT-NSW-PL-OPS-1791 Version 9 19 April 2021 
969 Green Square - Log Reduction Values (Controlled COPY) GS-WAT-NSW-PL-OPS-2826 Version 3 27 April 2021 
970 Green Square - Control Points (Controlled COPY) GS-WAT-NSW-PL-OPS-2577 Version 3.1 20 November 2021 
971 Green Square Monitoring and Sampling Program (Controlled COPY GS-WAT-NSW-PL-OPS-2421 Version 2 19 March 2021 
972 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails973 974written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was no record of a cross connection audit undertaken at Green Square in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality Plan975 
provides a diagram in Section 6 which depicts the framework for managing recycled water incidents 
and emergencies. The Incident Management Plan976 (IMP) provides the overarching framework for 
Altogether’s incident management. The IMP in Section 5.1.3 identifies the requirements of the 

 
973 Cross connection workshop with [Consultant Name] 28/`11/2018 
974 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
975 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
976 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
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reporting manual and includes immediate notification to IPART, NSW Health, Department of 
Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure977 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health978 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 10 

Document Control Policy and Procedure979 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy980  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure981 that outlines the audit process. An Internal Audit Calendar982 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 

 
977 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 
3 22 March 2021 
978 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
979 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
980 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
981 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
982 Internal Audit Calendar - Water 
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improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan983 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

6.2. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

6.3. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 
983 WQP Improvement Plan 
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 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

6.4. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  
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d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

6.5. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

6.6. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are detailed below 
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Description  Clause Ref.  Grade  Auditor to 
check  

Evidence 

The licensee has 
been assessed as 
non-compliant 
material for this 
licence clause due to 
the failure to 
implement the 
verification 
monitoring program 
verification 
monitoring and a 
number of minor 
deficiencies in the 
documentation. 
Deficiencies include 
the SMP and incident 
management 
documentation being 
out of date, lack of 
evidence to 
demonstrate time 
delays have been 
implemented and the 
lack of a process to 
confirm water quality 
compliance. The non-
compliance is 
considered material 
because the licensee 
did not take 
microbiological 
samples at the 
required frequencies, 
resulting in periods 
of four week of time 
(between the 
monthly samples) 
where compliance 
with the water 
quality criteria has 
not been verified. 
Additionally, the 
licensee did not did 
not identify a period 
of one month 
(February 2020) 
where no 
microbiological 
samples were taken. 
The non-compliances 
have the potential to 
affect water quality, 
public health and 
safety or the 
environment. It is  

WIC Reg Sch 
1 cl 7(4)(a)  

Non-
compliant 
(Material)  

Check 
documents 
have been 
updated 
implemented in 
as per 
recommendatio
ns in 
Operational 
Audit (Viridis, 
October 2020)  

The Green Square Audit Report (Viridis 
October 2020) included the following 
recommendations: 

 GS-REC-2020-001 Review and confirm 
the hard-coded time delays for all CCPs 
and document the outcomes to ensure 
the implementation of the CCPs is 
consistent and auditable. 

Altogether advised that it had reviewed time 
delays but did not keep records of the review. 
In addition, Altogether is in the process of 
updating permissions to limit access to the 
critical limits in SCADA. 

 GS-REC-2020-002 – Document the 
operational monitoring program for the 
implementation of manual operator 
checks using hand-held instruments 
(weekly CCP checks) and ensure the 
Monitoring and Sampling Plan and 
Monitoring and Sampling Program 
include this process.  

This audit found that there are mechanisms 
for manual operator checks of hand  held 
instruments. 

 GS-REC-2020-003 Implement a process 
to take and record the operator checks 
using handheld instruments (e.g. 
recording the weekly CCP checks 
through the CMMS). 

Evidence of weekly CCP checks984 985 were 
provided which include grab sampling and 
checking online instrument readings. 

 GS-REC-2020-004 – Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented 
in accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples 

o that there is an effective 
process to review and record 
verification monitoring data 
to confirm the compliance 
and ensure immediate 

 
984 Work_Order 035765 Weekly Control Points Check GS 
985 Work_Order 036702 Weekly Control Points Check GS 
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Description  Clause Ref.  Grade  Auditor to 
check  

Evidence 

noted that the 
licensee has updated 
the verification 
monitoring program 
to include the correct 
frequencies and has 
commenced work on 
updating the scheme 
management plan, 
recycled water 
quality plan and the 
incident 
management 
procedures, which 
are expected address 
some of the 
deficiencies once 
complete.  

 

reporting of non-compliant 
results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of 
sampling, and that the results are compliant. 
The database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required 
samples are being taken at the correct 
frequencies 

 GS-REC-2020-005 Review and update 
the Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure 
as required (annually and in response 
to an incident). 

The Incident Management Plan986 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident 
Management, Reporting and Investigation 
Procedure987 provides flow diagrams that 
give an overview of incident management 
and was updated in March 2021.  

The Incident Notification Protocol with NSW 
Health988 was updated in February 2021.  

 GS-REC-2020-006 Ensure the incident 
response documentation provides 
guidance on relevant incidents 
including but not limited to protozoan 
water quality non-compliances. 

The out-of-specification procedure989 
includes the process for investigation when 
an out-of-specification parameter is 
detected. The process includes notifying 
stakeholders, retesting the out-of-
specification parameter, and checking 
treatment processes. This is considered 
adequate to cover protozoan risk. 

Altogether was found to have closed out the 
recommendations other than the 
confirmation of the time delays 

 
986 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
987 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 Version 
3 22 March 2021 
988 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
989 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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Description  Clause Ref.  Grade  Auditor to 
check  

Evidence 

The Monitoring and 
Sampling Plan 
documents the 
approach to 
operational and 
verification 
monitoring, and the 
MS Prog outlines the 
specific sampling for 
GSW. During the audit, 
the Licensee 
demonstrated the 
SCADA system 
including operational 
trends, showing that 
the system operates 
generally within the 
target operational 
range. The Licensee 
did not provide 
evidence of operator 
checks with handheld 
instruments as 
identified in the risk 
assessment as a 
preventive measure. 
The Licensee provided 
evidence that it 
implements the 
verification monitoring 
outlined in the MS 
Prog The licensee did 
not undertake the 
monitoring required 
under the water 
quality plan and did 
not have processes to 
ensure ongoing 
compliance with the 
Monitoring and 
Sampling Plan and 
Monitoring and 
Sampling Program.  

NOL Sch B cl 
7.1  

Non-
compliant 
(Material)  

Check 
documents 
have been 
updated 
implemented in 
as per 
recommendatio
ns in 
Operational 
Audit (Viridis, 
October 2020)  

The Green Square Audit Report (Viridis 
October 2020) included the following 
recommendations: 

 GS-REC-2020-004 – Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented 
in accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples 

o that there is an effective 
process to review and record 
verification monitoring data 
to confirm the compliance 
and ensure immediate 
reporting of non-compliant 
results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of 
sampling, and that the results are compliant. 
The database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required 
samples are being taken at the correct 
frequencies. 

Altogether was found to have closed out the 
non-compliance. 

 

 

A plan showing the 
nature and general 
location of the 
infrastructure was not 
available on the 
website as required by 
WIC Reg Sch1 Clause 

WIC Reg Sch 
1 cl 12 (a)  

WIC Reg Sch 
1 cl 16(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

The overall Site plan for Green Square were 
available on the Altogether Website990 

Altogether was found to have closed out the 
non-compliance. 

 
990 https://information.altogethergroup.com.au/askus/Green_Square/Green%20Square%20Town%20Centre.pdf 
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Description  Clause Ref.  Grade  Auditor to 
check  

Evidence 

12(a) and WIC Reg 
Sch1 Clause 16(a). The 
reason for the licence 
non-compliance was 
human error. The 
plans were available 
for the Flow Systems 
Group licensees’ land 
housing schemes, but 
were not available for 
the high rise schemes. 
The plans were made 
available on 6/08/2020 
at: 
https://askus.flowsyst
ems.com.au/hc/enus/
articles/208876906-
Reticulation-and-
StandardDrawings.  

Point of Supply (PoS) 
frequency of Clostridia 
and coliphage testing 
was at a lower 
frequency than it 
should have been. 
Sampling was being 
undertaken monthly 
not weekly as required 
by Flow’s Monitoring 
and Sampling 
Programme (M&S 
Prog) for Green 
Square, and as 
recommended by the 
Australian Guidelines 
for Water Recycling 
(AGWR).  

WIC Reg Sch 
1 cl 7(4)(a)  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

The Green Square Audit Report (Viridis 
October 2020) included the following 
recommendations: 

 GS-REC-2020-004 – Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented 
in accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples 

o that there is an effective 
process to review and record 
verification monitoring data 
to confirm the compliance 
and ensure immediate 
reporting of non-compliant 
results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of 
sampling, and that the results are compliant. 
The database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required 
samples are being taken at the correct 
frequencies. 
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Description  Clause Ref.  Grade  Auditor to 
check  

Evidence 

Altogether was found to have closed out the 
non-compliance. 

 

 

Point of Supply (PoS) 
frequency of Clostridia 
and coliphage testing 
was at a lower 
frequency than it 
should have been. 
Sampling was being 
undertaken monthly 
not weekly as required 
by Flow’s Monitoring 
and Sampling 
Programme (M&S 
Prog) for Green 
Square, and as 
recommended by the 
Australian Guidelines 
for Water Recycling 
(AGWR).  

NOL Sch B cl 
8.1  

Non-
compliant 
(Non-
material)  

Self reported – 
Annual reporting 
2020  

The Green Square Audit Report (Viridis 
October 2020) included the following 
recommendations: 

 GS-REC-2020-004 – Undertake a 
thorough review of all verification 
monitoring programs to ensure that: 

o the program is implemented 
in accordance with the 
documentation 

o that that there is a process to 
regularly check that samples 
are being taken at the correct 
frequency and to rapidly 
identify missed samples 

o that there is an effective 
process to review and record 
verification monitoring data 
to confirm the compliance 
and ensure immediate 
reporting of non-compliant 
results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of 
sampling, and that the results are compliant. 
The database extract was reviewed and the 
auditor confirmed that the MS Progs are 
being implemented and the required 
samples are being taken at the correct 
frequencies. 

Altogether was found to have closed out the 
non-compliance. 
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APPENDIX E SUMMARY OF FINDINGS CENTRAL PARK WATER 

7. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The Table below provides an overview of the level of compliance for Central Park Water. Central 
Park Water (Altogether) Is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 2 

 

Non-compliant 
(material) 

 
1 

 

No requirement 0 

Audit findings are summarised by obligation in the sections below. 

7.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan991 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
991 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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Element 1 of the AGWR indicates that a recycled water supplier should engage users of recycled water; 
ensure responsibilities are identified and understood. Section A1.3.2 of the RWQP992  states that Licence 
Plan audit reports are provided on the Altogether website as form of customer engagement. When 
reviewing the website993, it was found that the hyperlink to the audit report linked to a different document. 
The Central Park Water Licence Plan Audit Report for 2021 is listed as being available on the website994, but 
the site initially linked to the scheme’s Residential Price Fact Sheet. A subsequent search on 14/6/2021 
found that the links had been corrected during the audit, after the audit period had ended. It was noted that 
these links were affected when Altogether rebranded its website in January 2021. It is considered that during 
the audit period, Altogether did not make its audit report publicly available, as required by the RWQP. A 
recommendation has been made to ensure that the information identified in the RWQP is available on the 
website. 

 REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on 
the website, ensure that information is made available.  

The AGWR in Section 2.1.3 requires that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix995 identifies irrigation, water features, car washing and general washdown as 
authorised purposes for the Central Park Scheme. When reviewing the scheme specific list996, ‘Public 
Stakeholders’ are listed however the list is silent on how Altogether communicates with members of the 
public who are not residents and who access areas with recycled water in use to ensure responsibilities are 
understood by the public (for example signage in irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 

 
992 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
993 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
994 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 2021 
995 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
996 3360 Central Park - Stakeholders Emergency Contact List (Controlled COPY).pdf CP-WAT-NSW-RG-INC-3359 
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The Recycled Water Policy997 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure998), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water providers should identify and document hazards and hazardous 
events, and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services999 (the RAP) as the documented process for undertaking risk assessments. The 
RAP includes consequence and likelihood descriptors that should be applied when assessing risk. The 
RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are assessed 
using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was not 
consistent with the AGWR as the minor and negligible consequence descriptors in the RAP appear to 
exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 

 
997 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
998 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
999 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1000 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1001, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1002 1003 

 
1000 2480 Central Park Scheme Risk Register (Controlled COPY) CP-WAT-NSW-RG-OPS-2480.pdf CP-WAT-NSW-RG-OPS-2480 
1001 LIVE_Register_Consultation with NSW Health 
1002 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1003 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
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1004 1005. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR indicates that a recycled water supplier should document the critical 
control points (CCPs), critical limits and target criteria. To assess the CCPs and critical limits the 
following scheme specific documents were reviewed: 
 Central Park Scheme Management Plan1006  
 Central Park - Control Points1007  
 Central Park - Log Reduction Values1008  
 Central Park Monitoring and Sampling Program1009 (MS Prog) 

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Central Park CCP Table identifies the monitoring of CCPs, however when 
reviewing the Monitoring and Sampling Program, it was noted that some of the CCP parameters 
were not captured, for example Contact time which is a CCP. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 
 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 

include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water supplier should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Central Park risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1010 was provided and discussed at the audit. The document control properties indicate 
that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 

 
1004 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1005 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1006 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
1007 Central Park - Control Points (Controlled COPY) CP-WAT-NSW-PL-OPS-1208 Version 3 4 November 2019 
1008 Central Park - Log Reduction Values (Controlled COPY) CP-WAT-NSW-PL-OPS-2822 Version 2 19 November 2020 
1009 Central Park Monitoring and Sampling Program (Controlled COPY) CP-WAT-AUS-PL-OPS-2859 19 March 2021 
1010 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails1011 1012written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was no record of a cross connection audit undertaken at Central Park in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

 
1011 Cross connection workshop with [Consultant Name] 28/`11/2018 
1012 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
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Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1013 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1014 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1015 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1016 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 9 

 Refer to REC-RW-2021-007  

Element 10 

Document Control Policy and Procedure1017 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1018  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 
1013 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1014 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1015 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1016 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1017 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1018 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
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 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1019 that outlines the audit process. An Internal Audit Calendar1020 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1021 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

7.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting 
programs due to inconsistent implementation of the documented risk assessment methodology 
leading to an underestimation of health risks.  In addition, a number of minor inconsistencies in the 
implementation of the drinking water quality plan and the supporting documentation were 
identified.  

Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

 
1019 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1020 Internal Audit Calendar - Water 
1021 WQP Improvement Plan 
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A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance 
is considered non-material as the deficiency does not impact on the Altogether’s ability to assure 
controlled processes, public health or the environment. 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

Section 3.1.3 of the ADWG indicates that drinking water suppliers should: 

 Identify all stakeholders who could affect, or be affected by, decisions or activities of the drinking water 
supplier.  

 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement.  
 Regularly update the list of relevant agencies.  

Altogether states under DWQP Component A1.3.2 that it has a range of methods for engaging with users, 
developers, customers, and tenants, including scheme specific community websites1022, bills, customer 
contracts1023, SMS and email messages, Project Delivery Agreements, a Project Control, and a Homeowners 
Guide1024, this last document also being available on their website1025 

It is noted that the WIC (General) Reg cl 9(a) requires all network operators to have an internet website on 
which the most recent auditor’s report under clause 6 that applies to the Network Operator is available for 
inspection by members of the public. As detailed in the assessment of Element 1 for recycled water, there 
were times during the audit period that the website did not include the relevant audit report for public 
inspection. A recommendation has been made to ensure that the required information is maintained on the 
website. 

 REC-DW-2021-002 Where the water quality plans or legislation identify information to be included 
on the website, ensure that information is made available. 

Element 2 

Section 3.2.3 of the ADWG indicates that once potential hazards and their sources have been identified, the 
level of risk associated with each hazard or hazardous event should be estimated so that priorities for risk 
management can be established and documented. Although there are numerous contaminants that can 
compromise drinking water quality, not every potential hazard will require the same degree of attention.  

The level of risk for each hazard or hazardous event can be estimated by identifying the likelihood of 
occurrence (e.g. certain, possible, rare) and evaluating the severity of consequences if the hazard were to 
occur (e.g. insignificant, major, catastrophic). The aim should be to distinguish between very high and low 
risks. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services1026 (the 
RAP) as the documented process for undertaking risk assessments. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states that ‘Health risks on the drinking water risk registers are assessed using the ADWG 

 
1022 https://altogethergroup.com.au/about/communities/ accessed 28 May 2021 
1023 Small retail Customer Contract - Altogether Group Pty Ltd – Water REF ID 3534 12 January 2021 
1024 Homeowner’s Guide (Water) AG-WAT-AUS-UG-RET-1569 Revision: 3 9 March 2021 
1025 https://information.altogethergroup.com.au/governance/Homeowners%20Guide.pdf accessed 27 May 2021 
1026 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and 
negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
There are a number of instances in the risk assessment (August 2020) where health risks have been 
assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing 
health impacts for consumer and/or exceedance of ADWG health guideline value – given a minor 
residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence 
ranking of minor.  

 Recycled water cross-connection in customer/building plumbing leading to consumption of 
recycled water - given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water 
supply infrastructure leading to chemicals present in water supplied to consumers, causing acute 
or chronic health impacts for consumers and or exceedance of ADWG health guideline value 
water - given a residual consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning 
a minor grading is not considered consistent application of the RAP.  

It is noted that in the live consultation register1027, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ 
(Potential for short-term and longer-term public health impacts) to ‘minor (Possible aesthetic or 
amenity impact) also noting that Altogether does not have a network hygiene policy (or similar) 
or procedures for working on mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare 
frequency with a certainty of 1 (certain), however only 3 cross-connection audits have been 
undertaken across over 8000 connections and no audits in Central Park. The certainty ranking 
does not appear appropriate. The assessment appears contrary to industry knowledge and 

 
1027 LIVE_Register_Consultation with NSW Health 
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experience as documented in literature 1028 1029 1030 1031. This is considered a significant gap in 
understanding risk and taking responsibility for managing risk.  

The February Risk Assessment1032 includes new risks that have been assessed and the consequence 
values appear more appropriate than the August 2020 risk registers, however the risk of cross 
connections have not been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment 
process. A recommendation has been made to review the risk assessments or methodology to 
ensure it is consistently applied. 

 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 3.4 of the ADWG indicates that drinking water suppliers should establish process control 
programs to support preventive measures by detailing the specific operational factors that ensure 
that all processes and activities are carried out effectively and efficiently. This includes a description 
of all preventive measures and their functions, together with documentation of effective operational 
procedures, including identification of responsibilities and authorities. 

Additionally, the ADWG states (p 129) that ‘Good design, management and integrity of distribution 
systems are essential for maintaining water quality.’  

When discussing hygienic work practices when working on the drinking water network, Altogether 
stated that due to the design of the drinking water network, there is no need to undertake works on 
the drinking water network and there are no mains breaks. Additionally, if there was a need to work 
on the mains, Altogether uses a trusted contractor, however there do not appear to be any 
established procedures of policies for hygienic work practices for Altogether staff of contractors 
undertaking works on the mains. The Drinking Water Risk assessment1033 undertaken in February 
2021 has identified (Ref DW1.6) the need to ‘Formalise and document procedures around 
equipment use for various water products and services. This action item is noted on the Water 
Quality Improvement Plan1034, however there is no target date for completion. 
A recommendation has been made to establish procedures for ensuring the integrity of the drinking 
water network.  
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff 

and contractors undertaking works on Altogether’s drinking water networks and develop a process 
for ensuring all network operators and contractors have been made aware of the requirements and 
establish an ongoing audit process to ensure the practices are implemented. 

 
1028 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1029 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1030 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1031 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1032 Register of New Risks Feb2021 for Health Consultation  
1033 Register of New Risks Feb2021 for Health Consultation (1) 
1034 WQP Improvement Plan 
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Section 3.4.2 of the ADWG indicates that drinking water suppliers should develop monitoring 
protocols for operational performance of the water supply system, including the selection of 
operational parameters and criteria, and the routine analysis of results. 

The Central Park Scheme Management Plan1035 does not state if the drinking water supplied by 
Sydney Water is chlorinated or chloraminated.  The Central Park Monitoring and Sampling 
Program1036 identifies a Point of Use (PoU) target criteria of 0.2 g/L for Free Chlorine and 0.6 mg/L 
for total chlorine. When reviewing the PoS data, 6 out of 10 monthly samples failed with readings 
below the target limit of ≥0.2 mg/L. and no total chlorine reading were below 0.6 mg/L. When 
reviewing the PoU results, 8/49 total chlorine with readings below the target limit of ≥0.6 mg/L (84% 
pass) and 28 /49 samples 57%) with free chlorine readings below the target limit if ≥0.2 mg/L (43% 
pass). Most of the passes were only just above the target lower limit of ≥0.2 mg/L. 

A recommendation has been made to ensure that options for improving chlorine residual in the 
network have been identified and actions taken to ensure drinking water quality does not degrade in 
Altogether’s distribution network. 

 REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that 
a minimum target of 0.2mg/L of free chlorine should be maintained through reticulation networks, 
this is consistent with ADWG advice. Identify areas in reticulation where this cannot be met and raise 
an improvement item to improve the chlorine residual in these areas within an appropriate 
timeframe.  

Element 10 

Document Control Policy and Procedure1037 The Procedures states that all BMS documents are 
controlled using the BMS Library on SharePoint. During the site inspection at Pitt Town, the operator 
demonstrated the BMS system which included overarching licence plans, site-specific plans and 
procedures, forms and work instructions. In reviewing the documents provide in evidence, the 
following findings were noted: 

 The footer on the LWC Control System Change Management policy1038  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not 
have typographical and hyperlink errors. 

Element 11 

Section 3.11.2 o the ADWG indicates that periodic auditing of all aspects of the drinking water 
quality management system is needed to confirm that activities are being carried out in accordance 
with defined requirements and are producing the required outcomes.  

Altogether has an Audit Procedure1039 that outlines the audit process. An Internal Audit Calendar1040 
was shown that outlined the audits that should be undertaken. The audit procedure indicates that 
the outcomes of internal audits should go onto an action register. During the audit, Altogether 
explained that this is the Water Quality Improvement Plan, however the actions from internal audits 
had not been captured on the improvement plan, there was no evidence the actions had been 
allocated to a responsible person, progress tracked, or closed out. It is noted that some audit 

 
1035 2571 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY).pdf CP-WAT-NSW-PL-OPS-1344 
1036 2859 Central Park Monitoring and Sampling Program (Controlled COPY).pdf CP-WAT-AUS-PL-OPS-2859 
1037 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1038 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1039 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1040 Internal Audit Calendar - Water 
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findings were closed out on the day of the audit, however ones that were not closed out were not 
captured in an action register or on the Water Quality Improvement Plan. A recommendation has 
been made to ensure the audit process is implemented as documented. 

 REC-DW-2021-008 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required by 
the procedure. 

Element 12 
Section 3.12.2 of the ADWG indicates that drinking water suppliers should develop a drinking water 
quality management improvement plan and ensure that the plan is communicated and implemented, 
and that improvements are monitored for effectiveness.  

The Water Quality Improvement Plan1041 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates have been applied. 

7.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1042 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 

 
1041 WQP Improvement Plan 
1042 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1043, recycled water risk register1044 and updated sewage risk register1045.  
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1046, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  
There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Central Park risk 
register (SC1.4,) that include human contact with wastewater causing a public health impact, that is 
reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied 
 
A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 
 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 

consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

7.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 
1043 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1044 Updated risks_Recycled water risk register 
1045 Updated risks_Sewage risk register 
1046 LIVE_Register_Consultation with NSW Health 
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 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

7.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

7.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  
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b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

7.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  
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e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

7.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included in  
Table 11. 
 

Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

A number of minor 
deficiencies in the 
documentation. 
Deficiencies include 
the SMP and incident 
management 
documentation being 
out of date, 
inconsistent 
implementation of 
the QCPs and lack of 
evidence to 
demonstrate time 
delays have been 
implemented and the 
lack of process to 
confirm water quality 
compliance.  

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that 
Scheme MP 
and Incident 
management 
procedures 
are current, 
(refer to 
recommendat
ion in 
Operational 
Audit Viridis, 
October 2020)  

The Central Park Audit Report (Viridis October 
2020) includes the following 
recommendations: 

 CP-REC-2020-001 Review and confirm the 
hard-coded time delays for all CCPs and 
document the outcomes to ensure the 
implementation of the Critical Control Points 
(CCPs) is consistent and auditable. 

Altogether advised that it had reviewed time 
delays but did not keep records of the review. In 
addition, Altogether is in the process of updating 
permissions to limit access to the critical limits in 
SCADA. 

 CP -REC-2020-002 Review the 
implementation of quality control points, 
operational monitoring and corrective 
actions to ensure that Quality Control Points 
(QCPs) are implemented and operators are 
aware of conditions where operation 
deviates from the desired range and 
corrective actions are triggered. 

When reviewing the Quality Control Points 
(QCPs), some of the limits in SCADA were not 
consistent with the CCP tables, however it was 
discussed in the audit that the QCPs are more of 
an operational limit and operators need to be 
able to adjust them to optimise operation, for 
example at Box Hill, the QCP could not be 
implemented without affecting treatment due to 
the low flows coming into the plant. Altogether 
has reviewed the QCPS and proposed changes 
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with rationale detailed in the change notice 7 
documents1047 

 CP-REC-2020-003 – Review the verification 
monitoring programs to ensure that there is 
an effective internal process to review and 
record verification monitoring data, confirm 
the compliance and ensure  immediate 
reporting of non-compliant results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are being 
implemented and the required samples are 
being taken at the correct frequencies. 

 CP-REC-2020-004 Review and update the 
Incident Management Plan and the Water 
Quality Incident Management, Reporting 
and Investigation Procedure as required 
(annually and in response to an incident). 

The Incident Management Plan1048 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1049 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1050 was updated in February 2021.  

 CP-REC-2020-005 Ensure the incident 
response documentation provides guidance 
on relevant incidents including but not 
limited to protozoan water quality non-
compliances. 

The out-of-specification procedure1051 includes 
the process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-
of-specification parameter, and checking 
treatment processes. This is considered adequate 
to cover protozoan risk. 

 
1047 CCP review workshop summary outcomes March2021 
1048 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1049 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1050 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1051 Central Park Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf CP-WAT-NSW-WI-OPS-3472 
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 CP-REC-2020-006 Review and update the 
Scheme Management Plan in accordance 
with specified review cycles. 

The Central Park Scheme Management 
Plan1052 was updated in April 2020. 

Altogether was found to have closed out the 
recommendations other than the 
confirmation of the time delays (CP-REC-2020-
001). 

A plan showing the 
nature and general 
location of the 
infrastructure was not 
available on the 
website as required by 
WIC Reg Sch1 Clause 
12(a) and WIC Reg 
Sch1 Clause 16(a). The 
reason for the licence 
non-compliance was 
human error. The 
plans were available 
for the Flow Systems 
Group licensees’ land 
housing schemes, but 
were not available for 
the high rise schemes. 
The plans were made 
available on 
https://askus.flowsyst
ems.com.au/hc/enus/
articles/208876906-
Reticulation-and-
StandardDrawings.  

WIC Reg 
Sch 1 cl 
16(a)  

WIC Reg 
Sch 1 cl 12 
(a)  

Non-compliant 
(Non-material)  

Check plans 
are available 
on website  

The Central Park Overall Water Services Plan is 
available on the Altogether website1053. 

Altogether was found to have closed out the 
non-compliance. 

 

 
 
 

 
1052 Central Park Scheme Management Plan (Scheme MP) (Controlled COPY) CP-WAT-NSW-PL-OPS-1344 V7 16 April 2020 
1053 https://information.altogethergroup.com.au/askus/Central_Park/Central%20Park.pdf 
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APPENDIX F SUMMARY OF FINDINGS FLOW SYSTEMS SHEPHERDS BAY 

8. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The Table below provides an overview of the level of compliance for Flow System Shepherds Bay. 
Flow Systems Shepherds Bay (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 2 

 

Non-compliant 
(material) 

 
1 

 

No requirement 0 

Audit findings are summarised by obligation in the sections below. 

8.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan1054 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
1054 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix1055 identifies irrigation, water features, car washing and general washdown as 
authorised purposes for the Shepherds Bay Scheme. When reviewing the scheme specific list1056, ‘Public 
Stakeholders’ are listed however the list is silent on how Altogether communicates with members of the 
public who are not residents and who access areas with recycled water in use to ensure responsibilities are 
understood by the public (for example signage in irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 
The Recycled Water Policy1057 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure1058), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

 
1055 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
1056 3358 Shepherds Bay - Stakeholders Emergency Contact List (Controlled COPY).pdf SB-WAT-NSW-RG-INC-3357 
1057 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
1058 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that recycled water suppliers should identify and document hazards and 
hazardous events, and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment 
Protocol for Water Products and Services1059 (the RAP) as the documented process for undertaking 
risk assessments. The RAP includes consequence and likelihood descriptors that should be applied 
when assessing risk. The RAP states in Table 2 that ‘Health risks on the sewage and recycled water 
risk registers are assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was 
found that it was not consistent with the AGWR as the minor and negligible consequence descriptors 
in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 
grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1060 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1061, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 

 
1059 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1060 2656 Shepherds Bay Risk Register (Controlled COPY) SB-WAT-NSW-RG-OPS-2656.pdf SB-WAT-NSW-RG-OPS-2656 
1061 LIVE_Register_Consultation with NSW Health 
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many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1062 1063 
1064 1065. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 

 
1062 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1063 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1064 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1065 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
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use). To determine a suitable procedure for this audit, the Central Park risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1066 was provided and discussed at the audit. The document control properties indicate 
that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails1067 1068written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant Name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was no record of a cross connection audit undertaken at Central Park in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

 
1066 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
1067 Cross connection workshop with [Consultant Name] 28/`11/2018 
1068 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
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A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1069 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1070 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1071 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1072 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

No recycled water incidents were reported in relation to Shepherds Bay in the audit period, however there 
was an incident that occurred during the audit period, that was identified and reported1073 outside the audit 
period, where recycled water was connected to a rainwater tank, that ultimately fed an interactive water 
play park. The recycled water network was charged with drinking water at the time. 

 
1069 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1070 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1071 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1072 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1073 Form A sent 19May21 Incident Notification WICA_Shepherds Bay_Connection of interactive water feature to RW network 
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A recommendation has been made to ensure there is a process to regularly confirm that there are no 
unapproved connections to recycled water.  

 REC-RW-2021-012 Establish a program to regularly audit the recycled water network to ensure there 
are no connections to unapproved uses. 

Element 10 

Document Control Policy and Procedure1074 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1075  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1076 that outlines the audit process. An Internal Audit Calendar1077 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1078 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 

 
1074 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1075 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1076 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1077 Internal Audit Calendar - Water 
1078 WQP Improvement Plan 
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this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

8.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting 
programs due to inconsistent implementation of the documented risk assessment methodology 
leading to an underestimation of health risks.  In addition, a number of minor inconsistencies in the 
implementation of the drinking water quality plan and the supporting documentation were 
identified.  

Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance 
is considered non-material as the deficiency does not impact on the Altogether’s ability to assure 
controlled processes, public health or the environment. 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 2 

Section 3.2.3 of the ADWG indicates that once potential hazards and their sources have been identified, the 
level of risk associated with each hazard or hazardous event should be estimated so that priorities for risk 
management can be established and documented. Although there are numerous contaminants that can 
compromise drinking water quality, not every potential hazard will require the same degree of attention.  

The level of risk for each hazard or hazardous event can be estimated by identifying the likelihood of 
occurrence (e.g. certain, possible, rare) and evaluating the severity of consequences if the hazard were to 
occur (e.g. insignificant, major, catastrophic). The aim should be to distinguish between very high and low 
risks. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services1079 (the 
RAP) as the documented process for undertaking risk assessments. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states that ‘Health risks on the drinking water risk registers are assessed using the ADWG 
matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and 
negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 
1079 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
There are a number of instances in the risk assessment (August 2020) where health risks have been 
assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing 
health impacts for consumer and/or exceedance of ADWG health guideline value – given a minor 
residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence 
ranking of minor.  

 Recycled water cross-connection in customer/building plumbing leading to consumption of 
recycled water - given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water 
supply infrastructure leading to chemicals present in water supplied to consumers, causing acute 
or chronic health impacts for consumers and or exceedance of ADWG health guideline value 
water - given a residual consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning 
a minor grading is not considered consistent application of the RAP.  

It is noted that in the live consultation register1080, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ 
(Potential for short-term and longer-term public health impacts) to ‘minor (Possible aesthetic or 
amenity impact) also noting that Altogether does not have a network hygiene policy (or similar) 
or procedures for working on mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare 
frequency with a certainty of 1 (certain), however only 3 cross-connection audits have been 
undertaken across over 8000 connections and no audits in Central Park. The certainty ranking 
does not appear appropriate. The assessment appears contrary to industry knowledge and 
experience as documented in literature 1081 1082 1083 1084. This is considered a significant gap in 
understanding risk and taking responsibility for managing risk.  

 
1080 LIVE_Register_Consultation with NSW Health 
1081 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1082 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1083 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1084 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
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The February Risk Assessment1085 includes new risks that have been assessed and the consequence 
values appear more appropriate than the August 2020 risk registers, however the risk of cross 
connections have not been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment 
process. A recommendation has been made to review the risk assessments or methodology to 
ensure it is consistently applied. 

 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 3.4 of the ADWG indicates that drinking water suppliers should establish process control 
programs to support preventive measures by detailing the specific operational factors that ensure 
that all processes and activities are carried out effectively and efficiently. This includes a description 
of all preventive measures and their functions, together with documentation of effective operational 
procedures, including identification of responsibilities and authorities. 

Additionally, the ADWG states (p 129) that ‘Good design, management and integrity of distribution 
systems are essential for maintaining water quality.’  

When discussing hygienic work practices when working on the drinking water network, Altogether 
stated that due to the design of the drinking water network, there is no need to undertake works on 
the drinking water network and there are no mains breaks. Additionally, if there was a need to work 
on the mains, Altogether uses a trusted contractor, however there do not appear to be any 
established procedures of policies for hygienic work practices for Altogether staff of contractors 
undertaking works on the mains. The Drinking Water Risk assessment1086 undertaken in February 
2021 has identified (Ref DW1.6) the need to ‘Formalise and document procedures around 
equipment use for various water products and services. This action item is noted on the Water 
Quality Improvement Plan1087, however there is no target date for completion. 
A recommendation has been made to establish procedures for ensuring the integrity of the drinking 
water network.  
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff 

and contractors undertaking works on Altogether’s drinking water networks and develop a process 
for ensuring all network operators and contractors have been made aware of the requirements and 
establish an ongoing audit process to ensure the practices are implemented. 

Element 10 

Document Control Policy and Procedure1088 The Procedures states that all BMS documents are 
controlled using the BMS Library on SharePoint. During the site inspection at Pitt Town, the operator 
demonstrated the BMS system which included overarching licence plans, site-specific plans and 
procedures, forms and work instructions. In reviewing the documents provide in evidence, the 
following findings were noted: 

 The footer on the LWC Control System Change Management policy1089  is inconsistent with the 
document control properties. 

 
1085 Register of New Risks Feb2021 for Health Consultation  
1086 Register of New Risks Feb2021 for Health Consultation (1) 
1087 WQP Improvement Plan 
1088 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1089 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
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 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not 
have typographical and hyperlink errors. 

Element 11 

Section 3.11.2 o the ADWG states that periodic auditing of all aspects of the drinking water quality 
management system is needed to confirm that activities are being carried out in accordance with 
defined requirements and are producing the required outcomes.  

Altogether has an Audit Procedure1090 that outlines the audit process. An Internal Audit Calendar1091 
was shown that outlined the audits that should be undertaken. The audit procedure indicates that 
the outcomes of internal audits should go onto an action register. During the audit, Altogether 
explained that this is the Water Quality Improvement Plan, however the actions from internal audits 
had not been captured on the improvement plan, there was no evidence the actions had been 
allocated to a responsible person, progress tracked, or closed out. It is noted that some audit 
findings were closed out on the day of the audit, however ones that were not closed out were not 
captured in an action register or on the Water Quality Improvement Plan. A recommendation has 
been made to ensure the audit process is implemented as documented. 

 REC-DW-2021-008 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required by 
the procedure. 

Element 12 
Section 3.12.2 of the ADWG indicates that drinking water suppliers should develop a drinking water 
quality management improvement plan and ensure that the plan is communicated and implemented, 
and that improvements are monitored for effectiveness.  

The Water Quality Improvement Plan1092 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates have been applied. 

8.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 

 
1090 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1091 Internal Audit Calendar - Water 
1092 WQP Improvement Plan 
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Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1093 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1094, recycled water risk register1095 and updated sewage risk register1096.  
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1097, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  
There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Shepherds Bay risk 
register (SC1.4,) that include human contact with wastewater causing a public health impact, that is 
reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 

 
1093 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1094 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1095 Updated risks_Recycled water risk register 
1096 Updated risks_Sewage risk register 
1097 LIVE_Register_Consultation with NSW Health 
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health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied 
 
A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 
 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 

consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

8.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

8.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 
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Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

8.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 
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Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

8.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

8.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included in  
Table 11. 
 

Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

Due to a number of 
documents including 
the Sewage 
Management Plan, 
Scheme 
Management Plan 
being out-dated, the 
licensee has been 
found non-compliant 
(nonmaterial) as it 
did not keep its 

WIC Reg 
Sch 1 cl 
14(3)(a)  

Non-
compliant 
(Non-
material)  

Check that 
SMP is 
current (refer 
to 
recommendat
ion in 
Operational 
Audit Viridis, 
October 2020)  

The Shepherds Bay Scheme Management 
Plan1098 was updated in April 2021. The 
Sewage Management Plan1099 (Sewage MP) 
was reviewed and updated in January 2021 
and rebranded in March 2021. 

The non-compliance has been closed out. 

 

 
1098 2509 Shepherds Bay Scheme Management Plan (Scheme MP) (Controlled COPY).pdf SB-WAT-NSW-PL-OPS-1787 
1099 Sewage Management Plan (Sewage MP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1328 Revision 9 16 March 2021 
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Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

sewage management 
plan under regular 
review. A 
recommendation has 
been made to review 
and update the 
Sewage management 
plan and scheme 
management plan in 
line with the relevant 
review cycles.  

The licensee has 
been assessed as 
non-compliant non-
material for this 
licence clause due to 
a number of minor 
deficiencies in the 
documentation. 
Deficiencies include 
the SMP and incident 
management 
documentation being 
out of date and the 
lack of a process to 
confirm water quality 
compliance.  

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that 
Scheme MP 
and Incident 
management 
procedures 
are current, 
(refer to 
recommendat
ion in 
Operational 
Audit Viridis, 
October 2020)  

The Shepherds Bay Operational Audit (Viridis, 
October 2020) made the following 
recommendations: 

• SB-REC-2020-001 -Review the verification 
monitoring programs to ensure that 
there is an effective internal process to 
review and record verification monitoring 
data, confirm the compliance and ensure 
immediate reporting of non-compliant 
results. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are being 
implemented and the required samples are 
being taken at the correct frequencies. 

• SB-REC-2020-002 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident)  

The Incident Management Plan1100 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1101 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1102 was updated in February 2021.  

 
1100 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1101 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1102 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

• SB-REC-2020-003 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 
but not limited to protozoan water 
quality non-compliances. 

The out-of-specification procedure1103 includes 
the process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-
of-specification parameter, and checking 
treatment processes. This is considered adequate 
to cover protozoan risk. 

The non-compliance has been closed out. 

Note: additional findings on the risk 
assessment for this audit. 

A plan showing the 
nature and general 
location of the 
infrastructure was 
not available on the 
website as required 
by WIC Reg Sch1 
Clause 12(a) and WIC 
Reg Sch1 Clause 
16(a). The reason for 
the licence non-
compliance was 
human error. The 
plans were available 
for the Flow Systems 
Group licensees’ land 
housing schemes, but 
were not available 
for the high rise 
schemes. The plans 
were made available 
at 
https://askus.flowsys
tems.com.au/hc/enu
s/articles/208876906
-Reticulation-and-
StandardDrawings on 
6/08/2020  

WIC Reg 
Sch 1 cl 12 
(a)  

WIC Reg 
Sch 1 cl 
16(a)  

Non-
compliant 
(Non-
material)  

Check plan is 
on website [I 
think we can 
do this 
ourselves]  

A plan of the drainage services is available on 
the Altogether website1104. 

The non-compliance has been closed out. 

 

Sample taken on 
25th February 2020 
&amp; report 
received 28th July 
2020 (Flow Incident 
No. 168) The routine 
verification sample 

NOL Sch B 
cl 7.1  

Non-
compliant 
(Non-
material)  

Auditor to 
check that 
monitoring 
plan is being 
followed [no 
need for 
separate item. 

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 

 
1103 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
1104 https://information.altogethergroup.com.au/askus/Shepherds_Bay/Shepherds%20Bay.pdf 
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Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

taken from one of 
the Shepherds Bay 
drinking water 
sample points 
(SB3_RW_PoU) was 
not tested for total 
coliforms. Total 
coliform test was not 
undertaken as per 
monitoring and 
sampling plan, and as 
per Australian 
Guidelines for Water 
Recycling. No 
customer impact. 
Also occurred at 
Discovery Point 28th 
February and 5th 
May 2020. Due to a 
transcription error 
when the lab 
receipted the sample 
into their system the 
total coliforms test 
requested was not 
entered and so the 
test was not 
performed. This error 
was not identified by 
Eurofins’ personnel 
until the report was 
being finalized, at 
which point the 
sample was out of 
holding time (24 
hours)  

 

It's already in 
scope]  

database extract was reviewed and the 
auditor confirmed that the MS Progs are being 
implemented and the required samples are 
being taken at the correct frequencies. 

The non-compliance has been closed out. 

 

 

Sample taken on 
25th February 2020 
&amp; report 
received 28th July 
2020 (Flow Incident 
No. 168) The routine 
verification sample 
taken from one of 
the Shepherds Bay 
drinking water 
sample points 
(SB3_RW_PoU) was 
not tested for total 
coliforms. Total 
coliform test was not 
undertaken as per 
monitoring and 
sampling plan, and as 
per Australian 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures 
are current, 
and 
recommendat
ions from 
Operational 
Audit (Viridis, 
August 2020) 
are 
implemented  

During the audit interviews, Altogether 
demonstrated a new process for reviewing 
data and checking compliance with the 
monitoring program using a Power BI 
database that included checking the number 
of samples taken, the frequency of sampling, 
and that the results are compliant. The 
database extract was reviewed and the 
auditor confirmed that the MS Progs are being 
implemented and the required samples are 
being taken at the correct frequencies. 

The non-compliance has been closed out. 
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Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

Guidelines for Water 
Recycling. No 
customer impact. 
Also occurred at 
Discovery Point 28th 
February and 5th 
May 2020. Due to a 
transcription error 
when the lab 
receipted the sample 
into their system the 
total coliforms test 
requested was not 
entered and so the 
test was not 
performed. This error 
was not identified by 
Eurofins’ personnel 
until the report was 
being finalized, at 
which point the 
sample was out of 
holding time (24 
hours)  
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APPENDIX G SUMMARY OF FINDINGS FLOW SYSTEMS BOX HILL 

9. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The Table below provides an overview of the level of compliance for Flow System Box Hill. Flow 
Systems Box Hill (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 1 

 

Non-compliant 
(material) 

 
1 

 

No requirement 1 

Audit findings are summarised by obligation in the sections below. 

9.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan1105 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

Element 1 

 
1105 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The Recycled Water Quality Plan1106 (RWQP) states under Component A1.3 that Altogether will identify all 
agencies with responsibilities for water resources and use of recycled water and regularly update the list of 
relevant agencies.  Under RWQP Component A1.3.1 Altogether uses the scheme specific Stakeholder & 
Emergency Contact Lists as its means of documenting stakeholders. The lists contain water utilities, NSW 
and Local government regulators, client interface (property managers) and preferred suppliers for 
emergencies.  These lists are to be reviewed at 6 monthly intervals, however during the audit period, the 
stakeholder register had not been reviewed 6 monthly. Box Hill - Stakeholders Emergency Contact List1107 
exists and was last updated 08/10/2020.  The list should have been reviewed in April 2021. A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is 
up to date and is under regular review in accordance with documented processes. 

•REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix1108 identifies unrestricted irrigation, water features, car washing and general 
washdown as authorised purposes for the Box Hill Scheme. When reviewing the scheme specific list, ‘Public 
Stakeholders’ are not listed and the list is silent on how Altogether communicates with members of the 
public who are not residents and who access areas with recycled water in use to ensure responsibilities are 
understood by the public (for example signage in irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 

 
1106 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
1107 Box Hill - Stakeholders Emergency Contact List BH-WAT-NSW-RG-INC-3352 Revision 1 08 October 2020 
1108  
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The Recycled Water Policy1109 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure1110), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water suppliers should identify and document hazards and hazardous 
events, and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services1111 (the RAP) as the documented process for undertaking risk assessments. 
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 

 
1109 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
1110 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
1111 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1112 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1113, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1114 1115 

 
1112 2486 Box Hill Scheme Risk Register (Controlled COPY).pdf BH-WAT-NSW-RG-OPS-2486 
1113 LIVE_Register_Consultation with NSW Health 
1114 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1115 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
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1116 1117. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Box Hill CCP Table1118 identifies the monitoring of CCPs, however when 
reviewing the Monitoring and Sampling Program, it was noted that some of the CCP parameters 
were not captured,  for example Contact time UV Dose which are critical limits. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 

REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 
include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Central Park risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1119 was provided and discussed at the audit. The document control properties indicate 
that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-

 
1116 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1117 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1118 2702 Box Hill - Control Points (Controlled COPY).pdf BH-WAT-NSW-PL-OPS-2671 
1119 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails1120 1121written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant Name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was one record of one cross connection audit undertaken at Box Hill in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1122 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1123 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 

 
1120 Cross connection workshop with [Consultant Name] 28/`11/2018 
1121 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
1122 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1123 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
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requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1124 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1125 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 10 

Document Control Policy and Procedure1126 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1127  is inconsistent with the 
document control properties. 

 The  Box Hill - Stakeholders Emergency Contact List1128 was not reviewed and updated by the 
due date 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1129 that outlines the audit process. An Internal Audit Calendar1130 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 

 
1124 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1125 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1126 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1127 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1128 3353 Box Hill - Stakeholders Emergency Contact List (Controlled COPY).pdf BH-WAT-NSW-RG-INC-3352 
1129 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1130 Internal Audit Calendar - Water 
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audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1131 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

9.2. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1132 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 

 
1131 WQP Improvement Plan 
1132 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1133, recycled water risk register1134 and updated sewage risk register1135.  
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1136, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  
There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Box Hill risk 
register (SC1.4,) that include human contact with wastewater causing a public health impact, that is 
reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied. For example, Box Hill Scheme Risk Register1137 
was provided. Box Hill has had 4 uncontained sewer overflows that have occurred within the 
immediate local environment. SC1.1 Infiltration/inflow in private on-lot plumbing leading to 
overflow leading to contamination of immediate local environment and contamination of 
downstream water. SC1.2 and 1.3 also relate to overflows to the local environment. The frequency 
for the residual risk is assessed as unlikely (could occur within 20 year or in unusual circumstances). 
This is not consistent with the number of overflows that have occurred and have affected the 
immediate local environment. 
 
A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 

 
1133 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1134 Updated risks_Recycled water risk register 
1135 Updated risks_Sewage risk register 
1136 LIVE_Register_Consultation with NSW Health 
1137 Box Hill Scheme Risk Register BH-WAT-NSW-RG-OPS-2486 V3.3 20 October 2020 
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 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

9.3. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

9.4. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 
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 Recommendations 

No recommendations have been identified for this clause of the licence. 

9.5. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 
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 Recommendations 

No recommendations have been identified for this clause of the licence. 

9.6. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

9.7. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included below. 
 

Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  

• the risk assessment 
had not been 
reviewed by the due 
date and did not 
reflect current 
circumstances of the 
scheme  

• Incident 
Management 
Procedures do not 
provide corrective 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures 
are current, 
and 
recommendat
ions from 
Operational 
Audit (Viridis, 
August 2020) 
are 
implemented  

The Box Hill Operational Audit (Viridis, August 
2020) made the following recommendations: 

 BH-REC-2020-001 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current 
circumstances of the scheme and the risk 
methodology has been consistently 
applied. 

The Box Hill Scheme Risk Register1138 (drinking 
and recycled water) indicates that in July 
2020, an internal risk review workshop was 
undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. 
The document control properties identify the 
new risks that were added to the risk register, 

 
1138 Box Hill Scheme Risk Register (Controlled COPY).pdf BH-WAT-NSW-RG-OPS-2486 
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responses for 
protozoan risk, and  

• the Incident 
Management Plan 
and Water Quality 
Incident 
Management, 
Reporting and 
Investigation 
Procedure had not 
been reviewed and 
updated annually or 
in response to an 
incident, as required.  

 

and the risks that were deleted are shown as a 
strike through in the register. 

 BH-REC-2020-002 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident)  

The Incident Management Plan1139 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1140 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1141 was updated in February 2021.  

 BH-REC-2020-003 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 
but not limited to protozoan water 
quality non-compliances. 

The out-of-specification procedure1142 
includes the process for investigation when an 
out-of-specification parameter is detected. 
The process includes notifying stakeholders, 
retesting the out-of-specification parameter, 
and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

The non-compliance has been closed out. 

Note: additional findings on the risk 
assessment for this audit. 

 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  

• the risk assessment 
had not been 
reviewed by the due 
date and did not 
reflect the current 
circumstances of the 
scheme, and  

WIC Reg 
Sch 1 cl 
14(3)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures 
are current, 
and 
recommendat
ions  

from 
Operational 
Audit (Viridis, 
August 2020) 
are 
implemented  

The Box Hill Operational Audit (Viridis, August 
2020) made the following recommendations: 

 BH-REC-2020-001 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current 
circumstances of the scheme and the risk 
methodology has been consistently 
applied. 

The Box Hill Scheme Risk Register1143 (drinking 
and recycled water) indicates that in July 
2020, an internal risk review workshop was 
undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. 

 
1139 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1140 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1141 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1142 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
1143 Box Hill Scheme Risk Register (Controlled COPY).pdf BH-WAT-NSW-RG-OPS-2486 
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• the Incident 
Management 
Procedures (Incident 
Management Plan 
and Water Quality 
Incident 
Management, 
Reporting and 
Investigation 
Procedure) had not 
been reviewed and 
updated by the due 
date. The auditor 
made some 
recommendations.  

 

 The document control properties identify the 
new risks that were added to the risk register, 
and the risks that were deleted are shown as a 
strike through in the register. 

 BH-REC-2020-002 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident)  

The Incident Management Plan1144 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1145 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1146 was updated in February 2021.  

 BH-REC-2020-003 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 
but not limited to protozoan water 
quality non-compliances. 

The out-of-specification procedure1147 
includes the process for investigation when an 
out-of-specification parameter is detected. 
The process includes notifying stakeholders, 
retesting the out-of-specification parameter, 
and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

The non-compliance has been closed out. 

Note: additional findings on the risk 
assessment for this audit. 

 

 
 

 
1144 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1145 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1146 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1147 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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APPENDIX H SUMMARY OF FINDINGS PITT TOWN WATER 

10. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The table below provides an overview of the level of compliance for Pitt Town Water. Pitt Town 
Water (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 1 

 

Non-compliant 
(material) 

 
1 

 

No requirement 1 

Audit findings are summarised by obligation in the sections below. 

10.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan1148 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
1148 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix1149 identifies irrigation as an authorised purposes for the Pitt Town Scheme. 
When reviewing the scheme specific list, ‘Public Stakeholders’ are listed however the list is silent on how 
Altogether communicates with members of the public who are not residents and who access areas with 
recycled water in use to ensure responsibilities are understood by the public (for example signage in 
irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

When visiting the Pitt Town LWC, interpretive signage on the treated recycled water tanks referred to 
recycled water as ‘purified water’, which has the potential to confuse visitors to the LWC, including the 
public, about the type of water, the risks and responsibilities for reduce exposure. A recommendation has 
been made to identify and remove unsuitable signage. 

 REC-RW-2021-004 Undertake an internal audit of interpretive signage at all Altogether sites and 
remove any references to ‘purified’ water and ensure all relevant signage refers to recycled water. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 

The Recycled Water Policy1150 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure1151), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

 
1149 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
1150 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
1151 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water suppliers should identify and document hazards and hazardous 
events, and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services1152 (the RAP) as the documented process for undertaking risk assessments. 
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 
grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1153 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 
1152 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1153 2664 Pitt Town Scheme Risk Register (Controlled COPY) PT-WAT-NSW-RG-OPS-2664.pdf PT-WAT-NSW-RG-OPS-2664 
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 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1154, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 a and b relating to sewage overflows, leading to ‘Human contact with wastewater 
causing public health impact’. The maximum likelihood is almost certain and moderate 
consequence. Moderate is described as ‘Potential for some increase in disease burden’. The 
control measures include processes such as use of contractors, isolation of spills, complaints 
handling and communication. Whilst these control measures may reduce the frequency of a 
public health impact it is unclear how these reduce the consequence of a public health impact to 
minor, which is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1155 1156 
1157 1158. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 
1154 LIVE_Register_Consultation with NSW Health 
1155 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1156 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1157 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1158 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
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 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Pitt Town CCP Table1159 identifies the monitoring of CCPs, however when 
reviewing the Monitoring and Sampling Program, it was noted that some of the CCP parameters 
were not captured, for example Contact time which is a critical limit. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 

REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 
include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Central Park risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1160 was provided and discussed at the audit. The document control properties indicate 
that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 

 
1159 2898 Pitt Town - Control Points (CONTROLLED COPY).pdf PT-WAT-NSW-PL-OPS-1291 
1160 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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emails1161 1162written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was one record of one cross connection audit undertaken at Pitt Town in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1163 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1164 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1165 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1166 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 

 
1161 Cross connection workshop with [Consultant Name] 28/`11/2018 
1162 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
1163 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1164 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1165 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1166 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
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It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 10 

Document Control Policy and Procedure1167 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1168  is inconsistent with the 
document control properties. 

 Hyperlinks and fields in the Scheme Management Plan1169 contained errors. 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water suppliers should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1170 that outlines the audit process. An Internal Audit Calendar1171 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

 
1167 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1168 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1169 2494 Pitt Town Scheme Management Plan (Controlled COPY).pdf PT-WAT-NSW-PL-OPS-1410 
1170 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1171 Internal Audit Calendar - Water 
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Element 12 

Section 2.12.2 of the AGWR indicates that recycled water suppliers should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1172 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

10.2. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1173 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1174, recycled water risk register1175 and updated sewage risk register1176.  

 
1172 WQP Improvement Plan 
1173 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1174 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1175 Updated risks_Recycled water risk register 
1176 Updated risks_Sewage risk register 
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The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1177, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Pitt Town risk 
register (SC1.4,) that include human contact with wastewater causing a public health impact, that is 
reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied.  

A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 

 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

10.3. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 

 
1177 LIVE_Register_Consultation with NSW Health 
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 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

10.4. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.8.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.8.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.8.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.8.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.8.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.8.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

10.5. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 
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WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

10.6. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 
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 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

10.7. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included below. 
 

Description  Clause 
Ref.  

Grade  Auditor to 
check  

Evidence 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings: the risk 
assessment had not 
been reviewed by 
the due date and did 
not reflect the 
current 
circumstances of the 
scheme, in particular 
the likelihood of 
sewage overflows 
had been 
underestimated, 
which was not 
consistent with the 
frequency of 
overflows that had 
occurred at the 
scheme as recorded 
in the incident 
register. The auditor 
also made some 
recommendations.  

WIC Reg 
Sch 1 cl 
14(3)(a)  

Non-
compliant 
(Non-
material)  

Check that 
Risk 
Assessment 
(RA) and 
Incident 
management 
procedures 
are current, 
and 
recommendat
ions from 
Operational 
Audit (Viridis, 
August 2020) 
are 
implemented  

The Pitt Town Audit Report (Viridis August 
2020) includes the following 
recommendations: 
 PT-REC-2020-001 Review and update the 

risk assessment to ensure it 
comprehensively identifies hazardous 
events, reflects the current 
circumstances of the scheme and the risk 
methodology has been consistently 
applied. 

 PT-REC-2020-002 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident). 

 PT-REC-2020-003 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 
but not limited to protozoan water 
quality non-compliances. 

 
The Sewage Management Plan1178 (Sewage 
MP) was reviewed and updated in January 
2021 and rebranded in March 2021. The risk 
assessment includes the assessment of health 
and environmental risks in relation to sewage 
activities. In addition to the risk assessments, 
the Sewage MP states that ecological 
assessments will be undertaken as a part of 
development consent. The risk register 
indicates that in July 2020, an internal risk 
review workshop was undertaken, and a risk 
review workshop was undertaken with NSW 
Health in August 2020. Pitt Town Risk 
Register1179 was finalised on 26/4/2021. Pitt 
Town experienced 4 uncontained sewage 
overflows (grouped as one incident in the 

 
1178 Sewage Management Plan (Sewage MP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1328 Revision 9 16 March 2021 
1179 Pitt Town Risk Register PT-WAT-NSW-RG-OPS-2664 V7.5 26/4/21 
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briefing pack) in 2019 and a contained 
overflow in 2014. Altogether, as a whole, has 
experienced 7 uncontained sewage overflows 
and 2 contained sewage overflows since 2014. 
The risk assessment assessed the frequency as 
‘likely’, consistent with the number of 
overflows for this scheme. 
 

The Incident Management Plan1180 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan 
updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1181 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1182 was updated in February 2021. 

 

The audit found that Altogether has closed 
out the requirements of the non-compliance.  

 

Note: additional findings have been identified 
in this audit in relation to the updated risk 
assessment and incident procedures. 

 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  
• the risk assessment 
had not been 
reviewed and 
updated and did not 
reflect current 
circumstances. In 
particular the risk 
register does not 
include assessment 
of the risk associated 
with treated water 
tanks, which was a 
recent incident that 
occurred at Pitt 
Town.  
• the Incident 
Management Plan 
and Water Quality 
Incident 
Management, 
Reporting and 
Investigation 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that 
listed 
documents 
are current 
and 
recommendat
ions from 
Operational 
Audit (Viridis, 
August 2020) 
are 
implemented  

The Pitt Town Audit Report (Viridis August 
2020) includes the following 
recommendations: 
 PT-REC-2020-001 Review and update the 

risk assessment to ensure it 
comprehensively identifies hazardous 
events, reflects the current 
circumstances of the scheme and the risk 
methodology has been consistently 
applied. 

 PT-REC-2020-002 Review and update the 
Incident Management Plan and the 
Water Quality Incident Management, 
Reporting and Investigation Procedure as 
required (annually and in response to an 
incident). 

 PT-REC-2020-003 Ensure the incident 
response documentation provides 
guidance on relevant incidents including 
but not limited to protozoan water 
quality non-compliances. 

The risk register for Pitt Town (drinking and 
recycled water) indicates that in July 2020, an 
internal risk review workshop was 
undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. 
The document control properties identify the 

 
1180 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1181 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1182 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 



 
 
 

 

REC-21-098 - Operational Audit Report 
 Page 288 

 

Procedure had not 
been reviewed and 
updated annually or 
in response to an 
incident, as required, 
and did not 
adequately cover 
responses to 
protozoan risk. The 
auditor has made 
some 
recommendations.  
 

 

new risks that were added to the risk register, 
and the risks that were deleted are shown as a 
strike through in the register. Treated water 
tanks have been included in the risk 
assessment. 

The Incident Management Plan1183 (IMP) 
provides the overarching framework for 
Altogether’s incident management plan and 
was updated in January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1184 
provides flow diagrams that give an overview 
of incident management and was updated in 
March 2021.  

The Incident Notification Protocol with NSW 
Health1185 was updated in February 2021. The 
out-of-specification procedure1186 includes the 
process for investigation when an out-of-
specification parameter is detected. The 
process includes notifying stakeholders, 
retesting the out-of-specification parameter, 
and checking treatment processes. This is 
considered adequate to cover protozoan risk. 

 

The audit found that Altogether has closed 
out the requirements of the non-compliance.  

 

Note: additional findings have been identified 
in this audit in relation to the updated risk 
assessment and incident procedures. 

 

 

 

During the site visit 
we observed that 
although most new 
assets have been 
appropriately tagged, 
three isolation 
switches were 
observed without a 
unique identification 
label. These were the 
main switch on the 
dewatering unit and 
the isolating switches 
for the disposal 
container. To ensure 
correct identification 
for isolations and the 
associated isolating 
plans, all isolation 
switches should be 

WIC Reg 
Sch 1 cl 
3(c)  

Non-
compliant 
(Non-
material)  

Check that 
the main 
switch on the 
dewatering 
unit and the 
isolating 
switches for 
the disposal 
container are 
tagged (refer 
to 
recommendat
ion in 
Cardno's New 
Infrastructure 
Audit report, 
November 
2020)  

The isolation switches on the dewatering unit 
were observed during the audit site 
inspection.  

Altogether has closed out this audit 
recommendation.  

 
1183 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1184 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1185 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1186 Pitt Town Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf PT-WAT-NSW-WI-OPS-3558 
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uniquely labelled. 
This reduces the risk 
for isolation errors 
for maintenance and 
operational tasks  
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APPENDIX I SUMMARY OF FINDINGS HUNTLEE WATER 

11. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The Table below provides an overview of the level of compliance for Huntlee Water.  Huntlee Water 
(Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 2 

 

Non-compliant 
(material) 

 
1 

 

No requirement 0 

Audit findings are summarised by obligation in the sections below. 

11.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan1187 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
1187 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The Recycled Water Quality Plan1188 (RWQP) states under Component A1.3 that Altogether will identify all 
agencies with responsibilities for water resources and use of recycled water and regularly update the list of 
relevant agencies.  Under RWQP Component A1.3.1 Altogether uses the scheme specific Stakeholder & 
Emergency Contact Lists as its means of documenting stakeholders. The lists contain water utilities, NSW 
and Local government regulators, client interface (property managers) and preferred suppliers for 
emergencies.  These lists are to be reviewed at 6 monthly intervals, however during the audit period, the 
stakeholder register had not been reviewed 6 monthly. . Huntlee - Stakeholders Emergency Contact List1189 
exists, and was last updated 08/10/2020.  The list should have been reviewed in April 2021.  A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is 
up to date and is under regular review in accordance with documented processes. 

•REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

Element 1 of the AGWR indicates that a recycled water supplier should engage users of recycled water; 
ensure responsibilities are identified and understood. .Section A1.3.2 of the RWQP1190  states that Licence 
Plan audit reports are provided on the Altogether website as form of customer engagement. When 
reviewing the website1191, it was found that the hyperlink to the audit report linked to a different document.  

The ‘Huntlee Water Licence Plan Audit – Sludge Dewaterer 2020’ Report was listed as being available on the 
website1192, but the site instead listed a prior, 2017 audit. A subsequent search on 14/6/2021 indicated that 
the links had been corrected during the audit and the 2021 audit report prepared by Atom Consulting was 
available. 
Prior audits, such as the Huntlee Water Licence Plan Audit Report 20181193 and the Huntlee Licence Plan 
Audit – Drinking Water 20171194 were also available on the website, however these were replaced by the 
Licence Plan Audit reports undertaken in 2021 whilst this audit was underway. A recommendation has been 
made to ensure that the information identified in the RWQP is available on the website. 

 REC-RW-2021-002 Where the water quality plans or legislation identify information to be included on 
the website, ensure that information is made available.  

The AGWR in Section 2.1.3 indicates that recycled water suppliers should identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

 
1188 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
1189 Huntlee - Stakeholders Emergency Contact List HU-WAT-NSW-RG-INC-3350 Revision 1 08 October 2020 
1190 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
1191 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 
2021 
1192 https://askus.altogethergroup.com.au/hc/en-us/articles/900004983283-Community-audits-management-plans- accessed 28 May 
2021 
1193 https://information.altogethergroup.com.au/governance/Huntlee/Huntlee_Licence_Plan_Audit_Recycled_Water_2018.pdf accessed 
28 May 2021 
1194 https://information.altogethergroup.com.au/governance/Huntlee/Huntlee_Follow_Up_Licence_Plan_Audit_Drinking_Water_2017.pdf 
accessed 28 May 2021 
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Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix1195 identifies irrigation as an authorised purposes for the Huntlee Scheme. 
When reviewing the scheme specific list1196, ‘Public Stakeholders’ are not listed and the list is silent on how 
Altogether communicates with members of the public who are not residents and who access areas with 
recycled water in use to ensure responsibilities are understood by the public (for example signage in 
irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 
The Recycled Water Policy1197 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure1198), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

 
1195 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
1196 3351 Huntlee - Stakeholders Emergency Contact List (Controlled COPY).pdf HU-WAT-NSW-RG-INC-3350 
1197 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
1198 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water providers to Identify and document hazards and hazardous events, 
and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services1199 (the RAP) as the documented process for undertaking risk assessments. 
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 
grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1200 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1201, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 

 
1199 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1200 2657 Huntlee Risk Register (Controlled COPY) HU-WAT-NSW-RG-OPS-2657.pdf HU-WAT-NSW-RG-OPS-2657 
1201 LIVE_Register_Consultation with NSW Health 
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many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1202 1203 
1204 1205. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

 
1202 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1203 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1204 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1205 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
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Section 2.3.2 of the AGWR indicates that a water supplier should document the critical control 
points (CCPs), critical limits and target criteria. To assess the CCPs and critical limits the following 
scheme specific documents were reviewed: 
 Huntlee - Control Points1206  
 Huntlee - Log Reduction Values1207  
 Huntlee Water Scheme Management Plan1208  
 Huntlee Monitoring and Sampling Program1209 (MS Prog) 

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Huntlee CCP Table1210 identifies the monitoring of CCPs, however when 
reviewing the Monitoring and Sampling Program, it was noted that some of the CCP parameters 
were not captured, for example Contact time which is a critical limit. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 
 
 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 

include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that a recycled water supplier should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Discovery Point risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1211 was provided and discussed at the audit. The document control properties indicate 
that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

 
1206 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
1207 Huntlee - Log Reduction Values (Controlled COPY) HU-WAT-NSW-PL-OPS-2795 Revision 3 16 March 2021 
1208 Huntlee Water Scheme Management Plan (Controlled COPY) HU-WAT-NSW-PL-OPS-1275 Version 14 19 March 2021 
1209 Huntlee Monitoring and Sampling Program (Controlled COPY) HU-WAT-NSW-PL-OPS-3094 Version 2 19 March 2021 
1210 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
1211 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails1212 1213written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was one record of a cross connection audit undertaken at Huntlee in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 5 

The Huntlee Environmental monitoring program1214 (at the Creek Downstream location) returned 
high microbiological values including E. coli recorded values of 360 cfu/100mL and 2200 cfu/100mL, 
Clostridium perfringens recorded values of 700 cfu/100mL and 100 cfu/100mL, and Somatic 
Coliphage recorded values of 100 cfu/100mL and <1 cfu/100mL respectively for July 2020 and March 
2021 sampling. It was discussed that the results are reviewed upon receipt and the high 
concentrations of human sewage indicators may be due to the septic tanks on properties. When 
discussing the results, it was uncertain if there was an action limit or a value for the parameters that 
would trigger an investigation or reporting to an environmental regulator.  A recommendation has 
been made to establish criteria for action when environment monitoring results indicate potential 
environmental harm. 

 
1212 Cross connection workshop with [Consultant Name] 28/`11/2018 
1213 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
1214 Extract Altogether Group Eurofins Data 
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 REC-RW-2021-010 For surface water and other environmental monitoring processes, identify 
appropriate limits to trigger further investigation and reporting to determine the source of human 
sewage indicators and to implement actions to reduce environmental harm.  

 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1215 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1216 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1217 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1218 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 10 

Document Control Policy and Procedure1219 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1220  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

 
1215 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1216 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1217 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1218 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1219 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1220 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
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A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that recycled water supplier should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1221 that outlines the audit process. An Internal Audit Calendar1222 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that recycled water providers to develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1223 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

11.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting 
programs due to inconsistent implementation of the documented risk assessment methodology 
leading to an underestimation of health risks.  In addition, a number of minor inconsistencies in the 
implementation of the drinking water quality plan and the supporting documentation were 
identified.  

 
1221 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1222 Internal Audit Calendar - Water 
1223 WQP Improvement Plan 
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Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance 
is considered non-material as the deficiency does not impact on the Altogether’s ability to assure 
controlled processes, public health or the environment. 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

Section 3.1.3 of the ADWG indicates that drinking water suppliers should: 

 Identify all stakeholders who could affect, or be affected by, decisions or activities of the drinking water 
supplier.  

 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement.  
 Regularly update the list of relevant agencies.  

Altogether’s Drinking Water Quality Plan1224  (DWQP) states under Component A1.3.1 that it will identify all 
stakeholders who could affect, or be affected by, decisions or activities of the drinking water supplier. 
Altogether uses the scheme specific Stakeholder & Emergency Contact Lists as its means of documenting 
stakeholders. The lists contain water utilities, NSW and Local government regulators, client interface 
(property managers) and preferred suppliers for emergencies. These lists are to be reviewed at 6 monthly 
intervals, however during the audit period, the stakeholder register had not been reviewed 6 monthly. A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

 REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

Altogether states under DWQP Component A1.3.2 that it has a range of methods for engaging with users, 
developers, customers, and tenants, including scheme specific community websites1225, bills, customer 
contracts1226, SMS and email messages, Project Delivery Agreements, a Project Control Group, and a 
Homeowners Guide1227, this last document also being available on their website1228 

It is noted that the WIC (General) Reg cl 9(a) requires all network operators to have an internet website on 
which the most recent auditor’s report under clause 6 that applies to the Network Operator is available for 
inspection by members of the public. As detailed in the assessment of Element 1 for recycled water, there 
were times during the audit period that the website did not include the relevant audit report for public 
inspection. A recommendation has been made to ensure that the required information is maintained on the 
website. 

 REC-DW-2021-002 Where the water quality plans or legislation identify information to be included 
on the website, ensure that information is made available. 

Element 2 

 
1224 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
1225 https://altogethergroup.com.au/about/communities/ accessed 28 May 2021 
1226 Small retail Customer Contract - Altogether Group Pty Ltd – Water REF ID 3534 12 January 2021 
1227 Homeowner’s Guide (Water) AG-WAT-AUS-UG-RET-1569 Revision: 3 9 March 2021 
1228 https://information.altogethergroup.com.au/governance/Homeowners%20Guide.pdf accessed 27 May 2021 
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Section 3.2.3 of the ADWG indicates that once potential hazards and their sources have been identified, the 
level of risk associated with each hazard or hazardous event should be estimated so that priorities for risk 
management can be established and documented. Although there are numerous contaminants that can 
compromise drinking water quality, not every potential hazard will require the same degree of attention.  

The level of risk for each hazard or hazardous event can be estimated by identifying the likelihood of 
occurrence (e.g. certain, possible, rare) and evaluating the severity of consequences if the hazard were to 
occur (e.g. insignificant, major, catastrophic). The aim should be to distinguish between very high and low 
risks. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services1229 (the 
RAP) as the documented process for undertaking risk assessments. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states that ‘Health risks on the drinking water risk registers are assessed using the ADWG 
matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and 
negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
There are a number of instances in the risk assessment (August 2020) where health risks have been 
assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing 
health impacts for consumer and/or exceedance of ADWG health guideline value – given a minor 
residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence 
ranking of minor.  

 Recycled water cross-connection in customer/building plumbing leading to consumption of 
recycled water - given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water 
supply infrastructure leading to chemicals present in water supplied to consumers, causing acute 
or chronic health impacts for consumers and or exceedance of ADWG health guideline value 
water - given a residual consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning 
a minor grading is not considered consistent application of the RAP.  

It is noted that in the live consultation register1230, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

 
1229 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1230 LIVE_Register_Consultation with NSW Health 
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In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ 
(Potential for short-term and longer-term public health impacts) to ‘minor (Possible aesthetic or 
amenity impact) also noting that Altogether does not have a network hygiene policy (or similar) 
or procedures for working on mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare 
frequency with a certainty of 1 (certain), however only 3 cross-connection audits have been 
undertaken across over 8000 connections. The certainty ranking does not appear appropriate. 
The assessment appears contrary to industry knowledge and experience as documented in 
literature 1231 1232 1233 1234. This is considered a significant gap in understanding risk and taking 
responsibility for managing risk.  

The February Risk Assessment1235 includes new risks that have been assessed and the consequence 
values appear more appropriate than the August 2020 risk registers, however the risk of cross 
connections have not been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment 
process. A recommendation has been made to review the risk assessments or methodology to 
ensure it is consistently applied. 

 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 3.4 of the ADWG indicates that drinking water suppliers should establish process control 
programs to support preventive measures by detailing the specific operational factors that ensure 
that all processes and activities are carried out effectively and efficiently. This includes a description 
of all preventive measures and their functions, together with documentation of effective operational 
procedures, including identification of responsibilities and authorities. 

Additionally, the ADWG states (p 129) that ‘Good design, management and integrity of distribution 
systems are essential for maintaining water quality.’  

When discussing hygienic work practices when working on the drinking water network, Altogether 
stated that due to the design of the drinking water network, there is no need to undertake works on 
the drinking water network and there are no mains breaks. Additionally, if there was a need to work 
on the mains, Altogether uses a trusted contractor, however there do not appear to be any 
established procedures of policies for hygienic work practices for Altogether staff of contractors 
undertaking works on the mains. The Drinking Water Risk assessment1236 undertaken in February 
2021 has identified (Ref DW1.6) the need to ‘Formalise and document procedures around 

 
1231 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1232 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1233 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1234 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1235 Register of New Risks Feb2021 for Health Consultation  
1236 Register of New Risks Feb2021 for Health Consultation (1) 
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equipment use for various water products and services. This action item is noted on the Water 
Quality Improvement Plan1237, however there is no target date for completion. 
A recommendation has been made to establish procedures for ensuring the integrity of the drinking 
water network.  
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff 

and contractors undertaking works on Altogether’s drinking water networks and develop a process 
for ensuring all network operators and contractors have been made aware of the requirements and 
establish an ongoing audit process to ensure the practices are implemented. 

Section 3.4.2 of the ADWG indicates that drinking water suppliers should develop monitoring 
protocols for operational performance of the water supply system, including the selection of 
operational parameters and criteria, and the routine analysis of results. 

The Huntlee Monitoring and Sampling Program1238 identifies target criteria for disinfection residual 
in the network. When reviewing the results of chorine residuals in the network, it was noted that 10 
out of 15 monthly Total Chlorine samples failed with readings below the target limit of ≥0.6 mg/L. 
and 8 out of 16 free chlorine monthly samples failed with readings below the target limit of ≥0.2 
mg/L. The PoU sampling locations 53/61 to total chlorine and 45/61 Free Chlorine readings failed to 
meet the minimum target. A recommendation has been made to ensure that options for improving 
chlorine residual in the network have been identified and actions taken to ensure drinking water 
quality does not degrade in Altogether’s distribution network  

A recommendation has been made to ensure that options for improving chlorine residual in the 
network have been identified and actions taken to ensure drinking water quality does not degrade in 
Altogether’s distribution network. 

 REC-DW-2021-005 The Monitoring and Sampling Programs for drinking water schemes identify that 
a minimum target of 0.2mg/L of free chlorine should be maintained through reticulation networks, 
this is consistent with ADWG advice. Identify areas in reticulation where this cannot be met and raise 
an improvement item to improve the chlorine residual in these areas within an appropriate 
timeframe.  

The Huntlee CCP Table1239 shows a QCP for Free Chlorine, with grab sample taken from the chlorine meter 
point at the Potable Water Tanks Outlet, the frequency is not specified. The Weekly Control Points 
Checklist1240 1241 includes QCPs and CCPs for recycled water but not for drinking water. It is unclear where 
the results of the grab sample are captured and there was no evidence of that monitoring provided for the 
audit period. A recommendation has been made to record the result of operational monitoring of the 
drinking water service. 

REC-DW-2021-006 Include recording the operational monitoring of the drinking water system on the 
weekly control points checklist or equivalent. 

Element 10 

Document Control Policy and Procedure1242 The Procedures states that all BMS documents are 
controlled using the BMS Library on SharePoint. During the site inspection at Pitt Town, the operator 
demonstrated the BMS system which included overarching licence plans, site-specific plans and 

 
1237 WQP Improvement Plan 
1238 3094 Huntlee Monitoring and Sampling Program (Controlled COPY).pdf HU-WAT-NSW-PL-OPS-3094 
1239 2758 Huntlee - Control Points (Controlled COPY).pdf HU-WAT-NSW-PL-OPS-2581 
1240 Work_Order 031896 Weekly Control Points Check HT 
1241 Work_Order 037065 Weekly Control Points Check HT 
1242 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
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procedures, forms and work instructions. In reviewing the documents provide in evidence, the 
following findings were noted: 

 The footer on the LWC Control System Change Management policy1243  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do not 
have typographical and hyperlink errors. 

Element 11 

Section 3.11.2 o the ADWG states that periodic auditing of all aspects of the drinking water quality 
management system is needed to confirm that activities are being carried out in accordance with 
defined requirements and are producing the required outcomes.  

Altogether has an Audit Procedure1244 that outlines the audit process. An Internal Audit Calendar1245 
was shown that outlined the audits that should be undertaken. The audit procedure indicates that 
the outcomes of internal audits should go onto an action register. During the audit, Altogether 
explained that this is the Water Quality Improvement Plan, however the actions from internal audits 
had not been captured on the improvement plan, there was no evidence the actions had been 
allocated to a responsible person, progress tracked, or closed out. It is noted that some audit 
findings were closed out on the day of the audit, however ones that were not closed out were not 
captured in an action register or on the Water Quality Improvement Plan. A recommendation has 
been made to ensure the audit process is implemented as documented. 

 REC-DW-2021-008 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required by 
the procedure. 

Element 12 
Section 3.12.2 of the ADWG indicates that drinking water suppliers should develop a drinking water 
quality management improvement plan and ensure that the plan is communicated and implemented, 
and that improvements are monitored for effectiveness.  

The Water Quality Improvement Plan1246 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates have been applied. 

11.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 
1243 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1244 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1245 Internal Audit Calendar - Water 
1246 WQP Improvement Plan 
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 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1247 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1248, recycled water risk register1249 and updated sewage risk register1250.  
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1251, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

 
1247 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1248 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1249 Updated risks_Recycled water risk register 
1250 Updated risks_Sewage risk register 
1251 LIVE_Register_Consultation with NSW Health 
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There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Discovery Point 
Risk register (SC1.4,) that include human contact with wastewater causing a public health impact, 
that is reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied 
 
A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 
 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 

consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

11.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 
 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

11.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.8.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.8.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.8.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 
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 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.8.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.8.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.8.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

11.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  
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 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

11.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 

 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

11.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included in  
Table 11. 
 

Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

This clause was 
found to be non-
compliant (non-
material) based on 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures are 
current, Flow 
diagram updated 

The Huntlee Operational Audit Report (Viridis, 
August 2020) identified the following 
recommendations: 

 HU-REC-2020-001 Review and update the 
Process Flow Diagram Recycled Water & 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

the auditor’s 
findings:  

• examination of 
the flow diagram of 
the recycled water 
scheme revealed 
that the “off-spec 
return” from the UV 
system was not 
shown  

• the risk 
assessment had not 
been reviewed and 
updated and did not 
reflect current 
circumstances. In 
particular the risk 
register does not 
include assessment 
of the risk 
associated with 
treated water 
tanks, which was a 
recent incident that 
occurred at Pitt 
Town  

• the Incident 
Management Plan 
and Water Quality 
Incident 
Management, 
Reporting and 
Investigation 
Procedure had not 
been reviewed and 
updated annually or 
in response to an 
incident, as 
required, and did 
not adequately 
cover responses to 
protozoan risk, and  

• the assessment of 
the drinking water 
service for the 
identification CCPs 
and QCPs had not 
been documented. 
This resulted in 

and 
recommendations 
from Operational 
Audit (Viridis, 
August 2020) are 
implemented  

Sewerage to ensure it is accurate and shows 
all scheme components 

The flow diagram1252 identifies the off-spec 
return from the UV System 

 HU-REC-2020-002 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current circumstances of 
the scheme and the risk methodology has 
been consistently applied. 

 HU-REC-2020-003 Review and update the 
Incident Management Plan and the Water 
Quality Incident Management, Reporting 
and Investigation Procedure as required 
(annually and in response to an incident) 

The Incident Management Plan1253 (IMP) provides 
the overarching framework for Altogether’s 
incident management plan and was updated in 
January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1254 
provides flow diagrams that give an overview of 
incident management and was updated in March 
2021.  

The Incident Notification Protocol with NSW 
Health1255 was updated in February 2021.  

 HU-REC-2020-004 Ensure the incident 
response documentation provides guidance 
on relevant incidents including but not 
limited to protozoan water quality non-
compliances. 

The out-of-specification procedure1256 includes the 
process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment 
processes. This is considered adequate to cover 
protozoan risk. 

 HU-REC-2020-005 Record the critical control 
point assessment for the drinking water 
system, ensuring that all components of the 
system have been assessed and critical 
controls points have been properly 
identified using the nominated process. 
Ensure CCPs and QCPs are implemented in 
accordance with the documentation. 

 
1252 2688 Huntlee Process Flow Diagram - Recycled Water & Sewerage (CONTROLLED COPY).pdf HU-WAT-NSW-DR-OPS-2613 
1253 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1254 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1255 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1256 3512 Discovery Point Recycled Water Out of Specification Work Instruction (Controlled COPY).pdf DP-WAT-NSW-WI-OPS-3474 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

questions around 
whether the 
chlorine dosing 
should be included 
as a CCP. The 
auditor also 
identified a lack of 
clarity around 
operation of QCPs.  

 

CCPs have been reviewed and the results are 
detailed in Change Notice 31257  and Change 
Notice 71258. The audit found that the CCPs are 
implemented.  

 HU-REC-2020-006 Review the risk associated 
with the use of the fire tanks to determine if 
additional preventive measures are required 
and include the storages in the verification 
program to ensure that when supply is taken 
from the tanks, that the water quality has 
not deteriorated. 

The Huntlee Risk Register includes a risk 
‘Contamination of drinking water in drinking 
water storage tank’ and the inclusion of storages 
as a CCP is detailed in Change Notice 71259 

 

Altogether was found to have closed out the non-
compliance. 

Note: additional findings have been identified in 
this audit in relation to the updated risk 
assessment and incident procedures. 

 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  
• the risk 
assessment had 
not been reviewed 
by the due date 
and did not reflect 
the current 
circumstances of 
the scheme, in 
particular the 
likelihood of 
sewage overflows 
had been 
underestimated, 
which was not 
consistent with the 
frequency of 
overflows that had 
occurred at the 
scheme as 

WIC Reg 
Sch 1 cl 
14(3)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures are 
current, and 
recommendations 
from Operational 
Audit (Viridis, 
August 2020) are 
implemented  

The Huntlee Operational Audit Report (Viridis, 
August 2020) identified the following 
recommendations: 

 HU-REC-2020-002 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current circumstances of 
the scheme and the risk methodology has 
been consistently applied. 

The risk register1260 for Huntlee (drinking and 
recycled water) indicates that in July 2020, an 
internal risk review workshop was undertaken, 
and a risk review workshop was undertaken with 
NSW Health in August 2020. The document 
control properties identify the new risks that 
were added to the risk register, and the risks that 
were deleted are shown as a strike through in the 
register.  

Altogether was found to have closed out the non-
compliance. 

Note: additional findings have been identified in 
this audit in relation to the updated risk 
assessment and incident procedures. 

 
1257 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
1258 CCP review workshop summary outcomes March2021 
1259 CCP review workshop summary outcomes March2021 
1260 Huntlee Risk Register (Controlled COPY) HU-WAT-NSW-RG-OPS-2657.pdf HU-WAT-NSW-RG-OPS-2657 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

recorded in the 
incident register.  

 

 

Based on the review 
of Flow Systems 
documentation, site 
observations and 
discussions with key 
Licensee personnel, 
we consider that the 
Licensee has 
substantially 
demonstrated that 
the sludge 
dewatering 
infrastructure that 
has been included in 
the scope of this 
audit has been  

properly designed 
and constructed 
with regard to any 
publicly available 
standards or codes 
relating to its 
design, construction, 
operation and 
maintenance. 
However, during the 
site visit we 
observed that new 
assets have been 
appropriately 
tagged, with the 
exception of the 
main switch on the 
dewatering system, 
which does not have 
a unique number 
(refer to Figure 2-
11). To ensure 
correct 
identification for 
isolations and the 
associated isolating 
plans, all isolation 
switches should be 
uniquely labelled. 
This reduces the risk 
for isolation errors 
for maintenance and 
operational tasks. As 
a result, we have 

NOL Sch 
B cl 4.1  

Non-
compliant 
(Non-
material)  

Check that 
dewatering 
system main 
switch has been 
tagged (refer to 
recommendation 
in Cardno's New 
Infrastructure 
Audit report, 
November 2020)  

Altogether provided evidence that the isolation 
switch has been included, via a Photograph1261 of 
the tagged isolation switch. 

Altogether was found to have closed out the non-
compliance. 

 

 
1261 Huntlee Isolation Switch Photo 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

graded this clause as 
Non-compliant (non-
material) and 
included a 
recommendation to 
address this 
deficiency. Although 
the clause has been 
graded as Non-
compliant (non-
material), this non-
compliance does not 
affect the 
infrastructure’s 
ability to operate 
safely and in 
accordance with its 
licence plans.  
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APPENDIX J SUMMARY OF FINDINGS COORANBONG WATER 

12. OVERALL SUMMARY 

This section provides a summary of the findings, detailed findings and discussions are in Appendix A. 
The table below provides an overview of the level of compliance for Cooranbong Water.  
Cooranbong Water (Altogether) is the licensee. 

Compliance Grades Number of Findings 

 

Compliant 9 

 

Non-compliant (non-
material) 2 

 

Non-compliant 
(material) 

 
1 

 

No requirement 0 

Audit findings are summarised by obligation in the sections below. 

12.1. Water Quality Plans - Recycled Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its recycled water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the Recycled Water Quality 
Plan1262 (RWQP) and its supporting programs due to inconsistent implementation the documented 
risk assessment methodology leading to an underestimation of health risks, inadequacy of the 
current cross-connection audit program, and failure to implement the current program for cross-
connection auditing. In addition, a number of minor inconsistencies in the implementation of the 
recycled water quality plan and the supporting documentation were identified.  

Altogether did not provide sufficient verifiable evidence that it’s RWQP is fully implemented, and it is 
the auditor’s finding that the deficiency adversely affects Altogether’s ability to assure controlled 
processes, products and outcomes and protect public health. 

A grading of non-compliant material is awarded to WIC Reg Sch 1 cl. 7(4). 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

 
1262 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
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The Recycled Water Quality Plan1263 (RWQP) states under Component A1.3 that Altogether will identify all 
agencies with responsibilities for water resources and use of recycled water and regularly update the list of 
relevant agencies.  Under RWQP Component A1.3.1 Altogether uses the scheme specific Stakeholder & 
Emergency Contact Lists as its means of documenting stakeholders. The lists contain water utilities, NSW 
and Local government regulators, client interface (property managers) and preferred suppliers for 
emergencies.  These lists are to be reviewed at 6 monthly intervals, however during the audit period, the 
stakeholder register had not been reviewed 6 monthly. Cooranbong - Stakeholders Emergency Contact 
List1264 exists, and was last updated 08/10/2020.  The list should have been reviewed in April 2021.  A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

A recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is 
up to date and is under regular review in accordance with documented processes. 

•REC-RW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

The AGWR in Section 2.1.3 requires that recycled water suppliersshould identify all stakeholders (including 
the public) affecting, or affected by, decisions or activities related to the use of recycled water and engage 
users of recycled water; ensure responsibilities are identified and understood.  

Section A1.3.3 of the RWQP states that the Stakeholder and Emergency contact list includes the public.  
Section A1.3.4 of the RWQP identifies scheme specific community website, bills, customer contract, SMS 
and email messages, project delivery Agreements, Project Control Group and Homeowners Guide as 
methods for engaging with developers, customers and tenants. The Altogether Flow WICA Licences - 
Authorised Purposes Matrix1265 identifies irrigation as an authorised purposes for the Huntlee Scheme. 
When reviewing the scheme specific list1266, ‘Public Stakeholders’ are not listed and the list is silent on how 
Altogether communicates with members of the public who are not residents and who access areas with 
recycled water in use to ensure responsibilities are understood by the public (for example signage in 
irrigation areas warning that recycled water is in use).  

A recommendation has been made to establish a process to identify all potential recycled water users and 
ensure there is a process for communicating responsibilities to all identified recycled water users. It is 
considered that appropriate mechanisms have not been developed and effectively employed for members 
of the public (end users) accessing areas where they may be exposed to recycled water. It is noted that the 
Stakeholder and Emergency Contact list may not be the most appropriate mechanism for identifying and 
engaging with the public. 

 REC-RW-2021-003 Review and update stakeholder lists or equivalent to reflect all potential 
stakeholders and the methods for engagement, including engaging with the public. 

The AGWR (Section 2.1.4) recommends that the recycled water policy should provide a basis for developing 
more detailed guiding principles and implementation strategies. AGWR includes the broad issues that the 
recycled water policy should address including for example, intention to adopt best-practice management 
and a multiple-barrier approach. 

 
1263 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021  
1264 3293 Cooranbong - Stakeholders Emergency Contact List (Controlled COPY).pdf CO-WAT-NWS-RG-INC-3292 
1265 2919 Altogether WICA Licences - authorised purposes matrix (Controlled COPY).pdf AG-WAT-NSW-RG-OPS-2918 
1266 3293 Cooranbong - Stakeholders Emergency Contact List (Controlled COPY).pdf CO-WAT-NWS-RG-INC-3292 
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The Recycled Water Policy1267 states that Altogether will implement and maintain recycled water 
management system consistent with the AGWR and all managers and personnel are responsible for 
implementing, maintain and continuously improving the recycled water management system. 

During the audit, Altogether team members (Water Operations Manager 31 May 2021) responsible for 
implementing the preventive measures in the risk assessment indicated that there have been insufficient 
resources to implement some processes (for example when discussing the implementation of the 
Minimising the Risk of Cross-Connection Checks Policy and Procedure1268), and the agreed compliance 
program (Executive Manager – Risk & Compliance 15 June 221) with IPART has affected Altogether’s ability 
to allocate sufficient resources to RWQP implementation.  

Additionally, when gaps in implementation (for example the implementation of the risk assessment 
methodology) were identified during the audit, Altogether representatives (Water Quality Systems Manager 
31 May 2021) indicated in some instances that external consultants had undertaken the works and could 
not explain how the process was implemented. 

Additionally, it was indicated that in cases where recycled water is used in public spaces, that the public 
should have the ‘common sense’ to know that recycled water is in use, without signage being installed 
(Technical Operations Lead 9 June 2021). This approach does not appear to adequately cover protecting the 
most vulnerable members of the community.  It is the auditor’s finding that Altogether has not fully 
implemented its recycled water policy due to gaps in risk management, failure to implement procedures in 
relation to cross-connection auditing, failure to take ownership for managing risk and by not allocating 
adequate resources for the implementation of the RWQP and supporting programs  

A recommendation has been made to improve implementation of the recycled water policy and to ensure 
recycled water risk is well understood.  

 REC-RW-2021-005 Implement a program to increase staff awareness of recycled water risks, improve 
ownership for managing risk and allocation of adequate resources to implement licence plans and 
meet regulatory requirements. 

Element 2 

The AGWR indicates that water suppliers should identify and document hazards and hazardous 
events, and estimate risk. Section 2.4 of the RWQP identifies the Risk Assessment Protocol for Water 
Products and Services1269 (the RAP) as the documented process for undertaking risk assessments. 
The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents. Furthermore, there are a 
number of health impacts identified in the risk assessment that have been assigned ‘insignificant’ 

 
1267 Recycled Water Policy AG-WAT-AUS-PO-OPS-1310 Revision: 3 21 July 2020 
1268 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
1269 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
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grading, which describes a health impact as ‘negligible’, and ‘undetectable’ and ‘normal operations’. 
It is difficult to justify how a health impact from exposure to recycled water is part of ‘normal 
operations’. 

There are a number of instances in the risk assessment1270 where health risks have been assessed as 
insignificant for example: 

 RL1.6 Human health impacts ‘Pathogens present in recycled water supplied to customers, 
causing health impacts for customers’ ‘Exceedance of AGWR health guideline value’ 

 RD1.4 Human health impacts from on lot and network cross connections’ ‘Recycled water 
entering potable water plumbing in home’ ‘Pathogens present in water supplied to consumers, 
causing health impacts for consumers’ ‘Exceedance of ADWG health guideline value’ 

It is noted that in the live consultation register1271, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Risk SC1.4 relating to sewage overflows, leading to ‘Human contact with wastewater causing 
public health impact’. The maximum likelihood is almost certain and moderate consequence. 
Moderate is described as ‘Potential for some increase in disease burden’. The control measures 
include processes such as use of contractors, isolation of spills, complaints handling and 
communication. Whilst these control measures may reduce the frequency of a public health 
impact it is unclear how these reduce the consequence of a public health impact to minor, which 
is ‘Possible aesthetic or amenity impact’. 

 EU1.15 Risk of inadvertent connections between recycled water and potable water (e.g. public 
bubblers?) leading to ‘Illness from ingestion of recycled water’. Preventive measures are 
education, communication protocols and the emergency procedures resulting in a residual risk 
rated minor, which is ‘Minor, Possible aesthetic or amenity impact’.  

 RD1.4 On-lot cross-connections residual risk is assessed as ‘insignificant’ which is described as an 
‘undetectable impact (normal operations). It is unclear how an on-lot cross-connection is part of 
normal operation. This risk certainty is 1 which means ‘certain’ however Altogether have only 
undertaken 3 cross-connection audits across 8 schemes with approximately 8146 recycled water 
customer connections in the audit period, therefore the risk level is unknown and uncertain. 
During the audit interviews numerous Altogether team members (Water Operations Manager 31 
May 2021, Executive Manager – Sustainable Utility Services 15 June 2021) stated that cross-
connections do not occur in the Altogether schemes because the houses and development are 
‘new’. This is contrary to industry knowledge and experience as documented in literature1272 1273 

 
1270 2472 Cooranbong Scheme Risk Register (Controlled COPY) CO-WAT-NSW-RG-OPS-2472.pdf CO-WAT-NSW-RG-OPS-2472 
1271 LIVE_Register_Consultation with NSW Health 
1272 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1273 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
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1274 1275. This is considered a significant gap in understanding risk and taking responsibility for 
managing risk.  

Based on the review of the scheme specific risk registers against the requirements of the RAP, it was 
found that the RAP was not consistently implemented in the audit period, resulting in an 
underestimation of health risk and there was ambiguity about the health impacts captured in the 
consequence descriptors. A recommendation has been made to ensure the risk assessment 
consistently assesses risks. 

 REC-RW-2021-006 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor of insignificant, aesthetic or negligible cannot be attributed to a risk that has an acute 
health impact. Frequencies should also be applied taking into consideration historical performance 
and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 3 

Section 2.3.2 of the AGWR indicates that a water supplier should document the critical control 
points (CCPs), critical limits and target criteria. To assess the CCPs and critical limits the following 
scheme specific documents were reviewed: 
 Cooranbong Water Scheme Management Plan1276  
 Cooranbong - Control Points1277  
 Cooranbong Log Reduction Values Table1278  
 Cooranbong Monitoring and Sampling Program1279  

Section 2.3.2 of the AGWR includes requirements for monitoring CCPs and establishing mechanisms 
for operational control. The Huntlee CCP Table1280 identifies the monitoring of CCPs, however when 
reviewing the Monitoring and Sampling Program, it was noted that some of the CCP parameters 
were not captured, for example Contact time which is a critical limit. 

A recommendation has been made to ensure that the operational monitoring program is correctly 
documented on the MS Prog, or relevant alternative. 
 
 REC-RW-2021-008 Review the scheme specific monitoring and sampling programs to ensure they 

include all operational parameters or develop a separate comprehensive operational monitoring 
program. 

Element 4 

Section 2.4.1 of the AGWR indicates that recycled water suppliers should identify procedures 
required for all processes and activities applied within the whole recycled water system (source to 
use). To determine a suitable procedure for this audit, the Discovery Point risk assessment was 
reviewed and a relevant hazard, cross connections between the recycled and drinking water 
network, was selected and the procedure for minimising cross-connections was chosen as a sample 
procedure for a more detailed audit. The Minimising the Risk of Cross-Connection Checks Policy and 
Procedure1281 was provided and discussed at the audit. The document control properties indicate 

 
1274 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1275 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1276Cooranbong Water Scheme Management Plan (Scheme MP)(Controlled COPY) CO-WAT-NSW-PL-OPS-1720 Version 10 16 April 2021 
1277 Cooranbong - Control Points (Controlled COPY) CO-WAT-NSW-PL-OPS-2832 Version 1 14 August 2020 
1278 Cooranbong Log Reduction Values Table (Controlled COPY) CO-WAT-NSW-PL-OPS-2749 Version 1 17 September 2020 
1279 Cooranbong Monitoring and Sampling Program (Controlled COPY)CO-WAT-NSW-PL-OPS-3093 19 March 2021 
1280 Huntlee - Control Points (Controlled COPY) HU-WAT-NSW-PL-OPS-2581 Version 2 18 March 2021 
1281 Minimising the risk of cross-connection checks policy and procedure (Controlled COPY).pdf FS-ALL-AUS-PO-OPS-2544 
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that the procedure was established in December 2018 and updated in June 2019.  The procedure in 
Section 8.4.2 states that ‘The risk of cross-connections and unauthorised tap-ins increases with time 
as plumbing and network changes are made and the number of connections increases.’ Section 8.4.3 
of the policy states that: 

‘Flow has received advice that the water industry has determined that conducting cross-connection 
checks of 20% of all connections annually is not effective and is moving towards a risk-based 
approach. Flow is committed to implementing a risk-based, prioritised, statistically significant 
ongoing inspection program.’ 

‘Flow will conduct a statistically significant set of one of the following types of tests on three streets 
in a scheme or three units in a high rise building annually, to confirm that there are no cross-
connections between potable and recycled water systems or tap-ins of potable to recycled water 
fittings:  

1. flow tests  
2. electrical conductivity (EC) tests and/or  
3. chlorine/chloramine tests, or similar.’  

When reviewing the requirements of the procedure, it was noted that the water industry advice 
(referenced in the policy) that Altogether has received was not documented and it was not possible 
to verify the if the advice was documented or from where in the industry it was sourced from, for 
example an accepted industry standard or peer reviewed document. Altogether provided a range of 
emails1282 1283written by Altogether staff, summarising what appears to be verbal advice from a 
consultant, however there does not appear to be verifiable evidence of the advice. It is noted that an 
email states ‘[Consultant name] has advised us that based on his conversations with Health the 
“magic number is 3 – i.e. 3 streets in a scheme, 3 units in a building)” and not 20% of all connections 
annually as we previously targeted.’ NSW Health acceptance of this advice could not be verified. 

When reviewing the implementation of the Minimising the Risk of Cross-Connection Checks Policy 
and Procedure it was unclear what a ‘statistically significant’ number of tests would equate to and 
how this will relate to three streets or three units in a high rise. The AGWR in Table 2.8 provides 
examples of potential operational criteria and monitoring, suggesting an ongoing cross-connection 
program, rolling 6-monthly audits with all properties audited at least every 5 years. Whilst the AGWR 
provides an example of an acceptable cross connection program, this audit has found that the 
existing Minimising the Risk of Cross-Connection Checks Policy and Procedure is not clear on the 
number of audits that need to be taken for each scheme and how the properties to be audited are 
to be chosen to ensure they are representative.  

There was one record of a cross connection audit undertaken at Cooranbong in the audit period. The 
Minimising the Risk of Cross-Connection Checks Policy and Procedure has not been implemented as 
documented. Additionally, during the audit interviews Altogether staff advised (Water Operations 
Manager 31 May 2021) that there are insufficient staff resources to undertake a planned cross-
connection program. 

A recommendation has been made to implement an ongoing cross-connection audit program that is 
adequate to control the risk of on-lot cross connections. 

 
1282 Cross connection workshop with [Consultant Name] 28/`11/2018 
1283 Proposed "Minimising the risk of cross-connection and tap-ins policy and procedure" 11/12/2018 
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 REC-RW-2021-009 Review the Minimising the Risk of Cross-Connection Checks Policy and Procedure 
to ensure that it clearly identifies the number of connections to be audited, audit procedure and the 
record keeping requirements. Ensure that the ongoing cross-connection audit program is adequate 
to control the risk of on-lot cross connections noting that the AGWR suggests a rolling 6-monthly 
audits with all properties audited at least every 5 years as an example of appropriate cross connection 
monitoring. 

Element 6 

Section 2.6.2 of the AGWR indicates that a recycled water supplier should define potential incidents 
and emergencies, and document procedures and response plans. The Recycled Water Quality 
Plan1284 provides a diagram in Section 6 which depicts the framework for managing recycled water 
incidents and emergencies. The Incident Management Plan1285 (IMP) provides the overarching 
framework for Altogether’s incident management. The IMP in Section 5.1.3 identifies the 
requirements of the reporting manual and includes immediate notification to IPART, NSW Health, 
Department of Planning and Environment and other licenses and public water utilities. 
The Water Operations Incident Management, Reporting and Investigation Procedure1286 provides 
flow diagrams that give an overview of incident management. This includes the requirement for the 
incident manager to assess, declare and classify the incident, make notifications, investigate, debrief 
and close out the incident. The flow diagram also includes responsibilities for notifying regulators. 
The Incident Notification Protocol with NSW Health1287 was updated in February 2021 and includes 
the contact details of the relevant Public Health Units to be notified for each scheme. 
It was noted in both documents above, that there is a recycled water event identified as ‘recycled 
water delivered to customers below the AGWR values measured at the point of supply or point of 
use’. This appears to be an error and the event should be defined as recycled water delivered to 
customers that does not comply with the documented water quality criteria. It is noted that AGWR 
does not identify specific water quality criteria for recycled water and the water quality criteria are 
documented on the MS Progs for each scheme.  A recommendation has been made to review the 
Water Operations Incident Management, Reporting and Investigation Procedure and Incident 
Notification Protocol with NSW Health to clearly define the recycled water event with reference to 
the documented water quality criteria.  

 REC-RW-2021-011 Review and update the Water Operations Incident Management, Reporting and 
Investigation Procedure and Incident Notification Protocol with NSW Health to ensure that the 
definition of a recycled water event refers to the documented water quality criteria for recycled water 
in the Water Quality Plan rather than referring to the Australian Guidelines for Water Recycling. 

Element 10 

Document Control Policy and Procedure1288 states that all BMS documents are controlled using the 
BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated the 
BMS system which included overarching licence plans, site-specific plans and procedures, forms and 
work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1289  is inconsistent with the 
document control properties. 

 
1284 Recycled Water Quality Plan AG-WAT-AUS-PL-OPS-1311 Revision: 17 27 April 2021 
1285 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1286 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1287 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1288 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1289 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
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 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-RW-2021-013 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors.  

Element 11  

Section 2.11.2 of the AGWR indicates that a recycled water supplier should establish processes for 
internal and external audits and Document and communicate audit results. Altogether has an Audit 
Procedure1290 that outlines the audit process. An Internal Audit Calendar1291 was shown that outlined 
the audits that should be undertaken. The audit procedure indicates that the outcomes of internal 
audits should go onto an action register. During the audit, Altogether explained that this is the Water 
Quality Improvement Plan, however the actions from internal audits had not been captured on the 
improvement plan, there was no evidence the actions had been allocated to a responsible person, 
progress tracked, or closed out. It is noted that some audit findings were closed out on the day of 
the audit, however ones that were not closed out were not captured in an action register or on the 
Water Quality Improvement Plan. A recommendation has been made to ensure the audit process is 
implemented as documented. 

 REC-RW-2021-014 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

Element 12 

Section 2.12.2 of the AGWR indicates that a recycled water supplier should develop a recycled water 
quality management improvement plan and ensure the plan is communicated and implemented, 
and improvements are monitored. 

The Water Quality Improvement Plan1292 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-RW-2021-015 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates for completion have been applied. 

12.2. Water Quality Plans - Drinking Water  

WIC Reg Sch 1 cl. 7(4) The network operator must ensure that its drinking water quality plan is fully 
implemented and kept under regular review and the network operator’s activities are carried out in 
accordance with that plan. 

 Summary of Findings 

The audit has identified a number of gaps in the implementation of the DWQP and its supporting 
programs due to inconsistent implementation of the documented risk assessment methodology 
leading to an underestimation of health risks.  In addition, a number of minor inconsistencies in the 

 
1290 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1291 Internal Audit Calendar - Water 
1292 WQP Improvement Plan 
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implementation of the drinking water quality plan and the supporting documentation were 
identified.  

Altogether did not provide sufficient verifiable evidence that it’s DWQP is fully implemented. 

A grading of non-compliant non-material is awarded to WIC Reg Sch 1 cl. 7(4). The non-compliance 
is considered non-material as the deficiency does not impact on the Altogether’s ability to assure 
controlled processes, public health or the environment. 

Recommendations have been identified below. Opportunities for improvement have been identified 
in the combined audit summary and detailed findings in Appendix A. 

 Recommendations 

The following recommendations have been identified to address the areas of non-compliance: 

Element 1 

Section 3.1.3 of the ADWG indicates that drinking water suppliers should: 

 Identify all stakeholders who could affect, or be affected by, decisions or activities of the drinking water 
supplier.  

 Develop appropriate mechanisms and documentation for stakeholder commitment and involvement.  
 Regularly update the list of relevant agencies.  

Altogether’s Drinking Water Quality Plan1293  (DWQP) states under Component A1.3.1 that it will identify all 
stakeholders who could affect, or be affected by, decisions or activities of the drinking water supplier. 
Altogether uses the scheme specific Stakeholder & Emergency Contact Lists as its means of documenting 
stakeholders. The lists contain water utilities, NSW and Local government regulators, client interface 
(property managers) and preferred suppliers for emergencies. These lists are to be reviewed at 6 monthly 
intervals, however during the audit period, the stakeholder register had not been reviewed 6 monthly. A 
recommendation has been identified to ensure that the Stakeholder and Emergency Contact list is up to 
date and is under regular review in accordance with documented processes.  

 REC-DW-2021-001 Implement a process to ensure the Stakeholders Emergency Contact List is 
reviewed by the due date to ensure it remains current. 

Element 2 

Section 3.2.3 of the ADWG indicates that once potential hazards and their sources have been identified, the 
level of risk associated with each hazard or hazardous event should be estimated so that priorities for risk 
management can be established and documented. Although there are numerous contaminants that can 
compromise drinking water quality, not every potential hazard will require the same degree of attention.  

The level of risk for each hazard or hazardous event can be estimated by identifying the likelihood of 
occurrence (e.g. certain, possible, rare) and evaluating the severity of consequences if the hazard were to 
occur (e.g. insignificant, major, catastrophic). The aim should be to distinguish between very high and low 
risks. 

Section 2.3 of the DWQP identifies the Risk Assessment Protocol for Water Products and Services1294 (the 
RAP) as the documented process for undertaking risk assessments. 

The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states that ‘Health risks on the drinking water risk registers are assessed using the ADWG 

 
1293 Drinking Water Quality Plan (DWQP) (Controlled COPY) AG-WAT-AUS-PL-OPS-1241 Revision: 13 15 March 2021 
1294 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 



 
 
 

 

REC-21-098 - Operational Audit Report 
 Page 321 

 

matrix’. When reviewing the matrix, in the RAP, it is not consistent with the ADWG as the minor and 
negligible consequence descriptors in the RAP appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
There are a number of instances in the risk assessment (August 2020) where health risks have been 
assessed as minor or insignificant including: 

 Low chlorine residual leading to pathogens present in water supplied to consumers, causing 
health impacts for consumer and/or exceedance of ADWG health guideline value – given a minor 
residual consequence ranking. 

 Mains Break leading to contamination of drinking water quality - given a residual consequence 
ranking of minor.  

 Recycled water cross-connection in customer/building plumbing leading to consumption of 
recycled water - given a residual consequence ranking of minor. 

 Chemical leaching into distribution system e.g. volatiles, lead, cadmium, copper from water 
supply infrastructure leading to chemicals present in water supplied to consumers, causing acute 
or chronic health impacts for consumers and or exceedance of ADWG health guideline value 
water - given a residual consequence ranking of minor. 

The examples above have the potential to impact on a whole scheme or building, there for assigning 
a minor grading is not considered consistent application of the RAP.  

It is noted that in the live consultation register1295, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  

In reviewing the risk assessments for all schemes, the auditor identified the following inconsistencies 
in the application of the RAP when assessing risk: 

 Mains break leading to contamination of drinking water, the consequence reduced from ‘major’ 
(Potential for short-term and longer-term public health impacts) to ‘minor (Possible aesthetic or 
amenity impact) also noting that Altogether does not have a network hygiene policy (or similar) 
or procedures for working on mains and repairing main breaks. 

 Residual risk for hazardous event of cross connections in network and on-lot given a rare 
frequency with a certainty of 1 (certain), however only 3 cross-connection audits have been 
undertaken across over 8000 connections. The certainty ranking does not appear appropriate. 
The assessment appears contrary to industry knowledge and experience as documented in 

 
1295 LIVE_Register_Consultation with NSW Health 
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literature 1296 1297 1298 1299. This is considered a significant gap in understanding risk and taking 
responsibility for managing risk.  

The February Risk Assessment1300 includes new risks that have been assessed and the consequence 
values appear more appropriate than the August 2020 risk registers, however the risk of cross 
connections have not been reassessed.   

The audit found that Altogether did not consistently implement the documented risk assessment 
process. A recommendation has been made to review the risk assessments or methodology to 
ensure it is consistently applied. 

 REC-DW-2021-003 Review the risk assessments or risk assessment methodology to ensure that 
consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

Element 4 

Section 3.4 of the ADWG indicates that drinking water suppliers should establish process control 
programs to support preventive measures by detailing the specific operational factors that ensure 
that all processes and activities are carried out effectively and efficiently. This includes a description 
of all preventive measures and their functions, together with documentation of effective operational 
procedures, including identification of responsibilities and authorities. 

Additionally, the ADWG states (p 129) that ‘Good design, management and integrity of distribution 
systems are essential for maintaining water quality.’  

When discussing hygienic work practices when working on the drinking water network, Altogether 
stated that due to the design of the drinking water network, there is no need to undertake works on 
the drinking water network and there are no mains breaks. Additionally, if there was a need to work 
on the mains, Altogether uses a trusted contractor, however there do not appear to be any 
established procedures of policies for hygienic work practices for Altogether staff of contractors 
undertaking works on the mains. The Drinking Water Risk assessment1301 undertaken in February 
2021 has identified (Ref DW1.6) the need to ‘Formalise and document procedures around 
equipment use for various water products and services. This action item is noted on the Water 
Quality Improvement Plan1302, however there is no target date for completion. 
A recommendation has been made to establish procedures for ensuring the integrity of the drinking 
water network.  
 REC-DW-2021-004 Establish a policy and procedure for hygienic work practices for Altogether staff 

and contractors undertaking works on Altogether’s drinking water networks and develop a process 
for ensuring all network operators and contractors have been made aware of the requirements and 
establish an ongoing audit process to ensure the practices are implemented. 

 
1296 A. C. Hambly , R. K. Henderson , A. Baker , R. M. Stuetz & S. J. Khan (2012) Cross-connection detection in Australian dual reticulation 
systems by monitoring inherent fluorescent organic matter, Environmental Technology Reviews, 1:1, 67-80, DOI: 
10.1080/09593330.2012.696724 
1297 Water Source https://watersource.awa.asn.au/publications/technical-papers/third-pipe-water-recycling/ 
1298 Risks to the long-term viability of residential non-potable water schemes: a review https://watersensitivecities.org.au/wp-
content/uploads/2016/05/TMR_C3-1_RisksViabilityNonPotableWater.pdf 
1299 Muston, M. H. (2012). Changing of the water recycling paradigm in Australia. Water Science and Technology: Water Supply, 12(5), 
611–618. doi:10.2166/ws.2012.034  
1300 Register of New Risks Feb2021 for Health Consultation  
1301 Register of New Risks Feb2021 for Health Consultation (1) 
1302 WQP Improvement Plan 
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The Cooranbong CCP Table1303  shows a QCP for Free Chlorine, with grab sample taken from the chlorine 
meter point at the Potable Water Tanks Outlet, the frequency is not specified. The Weekly Control Points 
Checklist 13041305 includes QCPs and CCPs for recycled water but not for drinking water. It is unclear where 
the results of the grab sample are captured and there was no evidence of that monitoring provided for the 
audit period. A recommendation has been made to record the result of operational monitoring of the 
drinking water service. 

REC-DW-2021-006 Include recording the operational monitoring of the drinking water system on the 
weekly control points checklist or equivalent. 

Element 10 

The Document Control Policy and Procedure1306 states that all BMS documents are controlled using 
the BMS Library on SharePoint. During the site inspection at Pitt Town, the operator demonstrated 
the BMS system which included overarching licence plans, site-specific plans and procedures, forms 
and work instructions. In reviewing the documents provide in evidence, the following findings were 
noted: 

 The footer on the LWC Control System Change Management policy1307  is inconsistent with the 
document control properties. 

 The scheme management plan has errors in the fields and captions. 

A recommendation has been made to improve documentation.  

 REC-DW-2021-007 Establish review processes to ensure all documents are reviewed on time and do 
not have typographical and hyperlink errors. 

Element 11 

Section 3.11.2 o the ADWG indicates that periodic auditing of all aspects of the drinking water 
quality management system is needed to confirm that activities are being carried out in accordance 
with defined requirements and are producing the required outcomes.  

Altogether has an Audit Procedure1308 that outlines the audit process. An Internal Audit Calendar1309 
was shown that outlined the audits that should be undertaken. The audit procedure indicates that 
the outcomes of internal audits should go onto an action register. During the audit, Altogether 
explained that this is the Water Quality Improvement Plan, however the actions from internal audits 
had not been captured on the improvement plan, there was no evidence the actions had been 
allocated to a responsible person, progress tracked, or closed out. It is noted that some audit 
findings were closed out on the day of the audit, however ones that were not closed out were not 
captured in an action register or on the Water Quality Improvement Plan. A recommendation has 
been made to ensure the audit process is implemented as documented. 

 REC-DW-2021-008 Develop a process to capture and track the progress in implementing 
recommendations from internal audits on an action register or improvement program, as required 
by the procedure. 

 
 
 

 
1303 Cooranbong - Control Points (Controlled COPY) CO-WAT-NSW-PL-OPS-2832 Version 1 14 August 2020 
1304 Work_Order 034475 Weekly Control Points Check CB 
1305 Work_Order 037708 Weekly Control Points Check CB 
1306 Document Control Policy and Procedure (Controlled COPY AG-ALL-AUS-PO-HSEQ-1234 revision 6 19/1/2021 
1307 LWC Control System Management of Change Policy (CONTROLLED COPY) Revision 3 27 April 20120 
1308 2352 Audit Procedure (Controlled COPY).pdf AG-ALL-AUS-PR-R&C-1364 
1309 Internal Audit Calendar - Water 
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Element 12 
Section 3.12.2 of the ADWG indicates that drinking water suppliers should develop a drinking water 
quality management improvement plan and ensure that the plan is communicated and implemented, 
and that improvements are monitored for effectiveness.  

The Water Quality Improvement Plan1310 was provided and discussed in the audit. Inputs to the plan 
are documented on the ‘Lists Ops’ tab and include activities such as the risk register, Licence plan 
review and audit.  There were many items on the register that do not have a completion date, and 
this makes is difficult to audit its implementation. A recommendation has been made to improve the 
documentation of the improvement plan to ensure that it is implemented.  

 REC-DW-2021-009 Ensure all items on the Improvement Plan have been allocated to a responsible 
party, communicated, and due dates have been applied. 

12.3. Water Quality Plans - Sewage  

WIC Reg Sch 1 cl. 14(3) A network operator must ensure its sewage management plan is fully 
implemented and kept under regular review and all its activities are carried out in accordance with 
the plan. 

 Summary of Findings 

The audit has found that Altogether has generally implemented its Sewage Management Plan, 
however, the risk assessment methodology, which forms the basis of the Sewage Management Plan 
has not been implemented consistently, resulting in an under estimation of human health risk. 
Preventive measures for managing risk from the sewage services are identified, implemented and 
considered adequate. 

The non-compliance is considered non-material as the deficiency does not impact on the 
Altogether’s ability to assure controlled processes, public health or the environment. 

 Recommendations 

The following recommendation has been identified to address the areas of non-compliance: 

The Sewage MP identifies the AGWR as the reference for the risk assessments, and the approach 
identified in the RWQP. The RWQP identifies the Risk Assessment Protocol for Water Products and 
Services1311 (the RAP) as the documented process for undertaking risk assessments. The RAP states 
that internal risk reviews will be undertaken annually, and external risk reviews will be undertaken 
biennially. 
The risk assessment includes the assessment of health and environmental risks in relation to sewage 
activities. In addition to the risk assessments, the Sewage MP states that ecological assessments will 
be undertaken as a part of development consent. The risk register for each scheme indicates that in 
July 2020, an internal risk review workshop was undertaken, and a risk review workshop was 
undertaken with NSW Health in August 2020. The document control properties identify the new 
risks that were added to the risk register, and the risks that were deleted are shown as a strike 
through in the register. In April 2021, a recycled water and sewage risk assessment covering the 
eight schemes was undertaken to address new risks and audit findings. Evidence includes the 
briefing pack1312, recycled water risk register1313 and updated sewage risk register1314.  

 
1310 WQP Improvement Plan 
1311 Risk Assessment Protocol for Water Products and Services FS-WAT-NSW-PR-OPS-2466 Revision: 3 16 August 2020 
1312 Recycled Water & Sewage Risk Workshop Briefing Pack Apr2021 
1313 Updated risks_Recycled water risk register 
1314 Updated risks_Sewage risk register 
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The RAP includes consequence and likelihood descriptors that should be applied when assessing risk. 
The RAP states in Table 2 that ‘Health risks on the sewage and recycled water risk registers are 
assessed using the AGWR matrix’. When reviewing the matrix, in the RAP, it was found that it was 
not consistent with the AGWR as the minor and negligible consequence descriptors in the RAP 
appear to exclude health impacts as detailed below: 

 Minor ranking – Health impact minor - possible aesthetic or amenity impact, population impact 
small, isolated part of the scheme (zone or street) 

 Insignificant ranking – Health impact negligible - undetectable impact (normal operations) 
population impact small, isolated part of the scheme (zone or street) 

Altogether has advised verbally and in emails that these consequence categories do not exclude 
health impacts, however this is not clear from reading the documents.  
It is noted that in the live consultation register1315, NSW Health provided comments on the risk 
assessment that do not appear to have been taken into consideration. NSW Health indicated 
‘Generally it is not appropriate to change the consequence in assessing risk. Controls address the 
likelihood; i.e. the likelihood is reduced but the consequence remains the same’ however there are 
many instances in the risk register where this advice has not been followed and the control 
measures do not appear to reduce the consequence but the residual consequence has been reduced 
(refer to findings of the risk assessment below).  
There are instances where health consequences have been reduced, when it is unclear how the 
control measures reduce the health impact, for example, there is one risks in the Huntlee Risk 
register (SC1.4,) that include human contact with wastewater causing a public health impact, that is 
reduced from possible/ moderate to rare/minor. It is noted that the controls may reduce the 
instance of this occurring, but it is not clear how the controls reduce the consequence of a public 
health impact due to wastewater contact. Additionally, as noted in the recycled water audit findings, 
frequency descriptors were not consistently applied 
 
A recommendation has been made to ensure the documented risk assessment methodology has 
been consistently implemented. 
 REC-Sewage-2021-001 Review the risk assessments or risk assessment methodology to ensure that 

consequence values align with the risk being assessed, for example, where the consequence 
descriptor is limited to aesthetic or undetectable, these cannot be attributed to a risk that has an 
acute health impact. Frequencies should also be applied taking into consideration historical 
performance and the occurrence of incidents. Any reduction in consequence should be justified. 

12.4. Water Quality Plans - Operational Procedures  

NOL Sch A cl 2.2 The Licensee must: a) fully implement the Operational Procedures (as noted in NOL 
Sch A, cl 2.1); b) ensure that all of its activities are carried out in accordance with the Operational 
Procedures; and c) keep records to demonstrate the extent to which the Operational Procedures 
have been implemented and complied with. 

 Summary of Findings 

Altogether provided evidence that the Operational Procedures required under the relevant clause of 
the NOL for each scheme have been implemented for the following activities: 

 monitoring protocols 
 corrective actions 
 rapid communication 

 
1315 LIVE_Register_Consultation with NSW Health 
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 inspection and maintenance. 

Altogether was found to have implemented the procedures required under the relevant licence 
clauses and was found to be compliant with this requirement. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

12.5. Water Quality Plans – Monitoring and Analysis  

 NOL Sch B cl.7.1 The Licensee must undertake any monitoring that is required for the purposes of this 
Licence, any Plan, the Act or the Regulation in accordance with this clause 7.  

 NOL Sch B cl.7.2 The Licensee must keep the following records of any samples taken for monitoring 
purposes specified in the Water Quality Plan: a) the date on which the sample was taken; b) the time at 
which the sample was collected; c) the point or location at which the sample was taken; and d) the chain 
of custody of the sample (if applicable).  

 NOL Sch B cl.7.3 The Licensee must ensure that analyses of all samples taken for the purposes of 
Verification Monitoring are carried out by a laboratory accredited for the specified tests by an 
independent body that is acceptable to NSW Health, such as the National Association of Testing 
Authorities or an equivalent body. 

 Summary of Findings 

Altogether was found to have implemented the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.1 

Altogether was found to have kept the records of the monitoring required under the relevant licence 
clauses and was found to be compliant with NOL Sch B cl.7.2. 

Altogether was found to have water quality analysis undertaken by a NATA accredited laboratory 
required under the relevant licence clauses and was found to be compliant with NOL Sch B cl.7.3. 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

12.6. Infrastructure Operating Plan 

WIC Reg Sch 1 cl. 6(1) – Water: Before commencing to operate water infrastructure commercially, 
the licensed network operator for the infrastructure must prepare, and forward to IPART, an 
infrastructure operating plan that indicates the arrangements that the licensee has made, or 
proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of water supply, and  

d) alternative water supplies when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 
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WIC Reg Sch 1 cl. 6(2) – Water: The network operator must ensure that the infrastructure operating 
plan is fully implemented and kept under regular review and all of the network operator’s activities 
are carried out in accordance with that plan. 

WIC Reg Sch 1 cl. 13(1) – Sewerage: Before commencing to operate sewerage infrastructure 
commercially, the licensed network operator for the infrastructure must prepare, and forward to 
IPART, an infrastructure operating plan that indicates the arrangements that the licensee has made, 
or proposes to make, in relation to:  

a) the design, construction, operation and maintenance of the infrastructure, including 
particulars as to the lifespan of the infrastructure, the system redundancy built into the 
infrastructure and the arrangements for the renewal of the infrastructure, and  

b) the continued safe and reliable performance of the infrastructure, and  

c) the continuity of sewerage services, and  

d) alternative sewerage services when the infrastructure is inoperable, and  

e) the maintenance, monitoring and reporting of standards of service. 

WIC Reg Sch 1 cl. 13(2) – Sewerage: The infrastructure operating plan is fully implemented and kept 
under regular review and all of the network operator’s activities are carried out in accordance with 
that plan.  

 Summary of Findings 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 6(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 6(2). 

Altogether was found to have prepared an IOP that meets the requirements of the licence clause 
and was found to be compliant with WIC Reg Sch 1 cl. 13(1). 

Altogether was found to have implemented the IOP and was found to be compliant with WIC Reg 
Sch 1 cl. 13(2). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

12.7. Incident Notification 

WIC Reg Sch 1 cl. 1(2)(a) A network operator must immediately notify  

a) IPART, and  

b) The Minister administering the Public Health Act 2010, and  

c) the Minister administering Part 2 of the Water Industry Competition Act 2006 (NSW), and  

d) NA, and  

e) any licensed network operator or public water utility whose infrastructure is connected to the 
licensed network operator’s infrastructure, of any incident in the conduct of its activities that 
threatens, or could threaten, water quality, public health or safety. 
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 Summary of findings 

Based on the records identified in Table 10 it was found that Altogether complied with its 
requirements to notify the identified stakeholders in accordance with the requirements of WIC Reg 
Sch 1 cl. 1(2)(a). 

 Recommendations 

No recommendations have been identified for this clause of the licence. 

12.8. Compliance findings to be checked 

Altogether has largely closed out the previous compliance findings, the details of each non-
compliance are included in  
Table 11. 
 

Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  

• the risk 
assessment had not 
been reviewed by 
the due date and did 
not reflect the 
current 
circumstances of the 
scheme, and  

• the Incident 
Management 
Procedures had not 
been reviewed and 
updated by the due 
date.  

 

WIC Reg 
Sch 1 cl 
14(3)(a)  

Non-
compliant 
(Non-
material)  

Check that RA 
and Incident 
management 
procedures are 
current, and 
recommendations 
from Operational 
Audit (Viridis, 
August 2020) are 
implemented  

The Cooranbong Operational Audit (Viridis, 
August 2020 made the following 
recommendations: 

 CO-REC-2020-001 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current circumstances of 
the scheme and the risk methodology has 
been consistently applied. 

The risk register1316 for Cooranbong (drinking and 
recycled water) indicates that in July 2020, an 
internal risk review workshop was undertaken, 
and a risk review workshop was undertaken with 
NSW Health in August 2020. The document 
control properties identify the new risks that 
were added to the risk register, and the risks that 
were deleted are shown as a strike through in the 
register.  

 CO-REC-2020-002 Review and update the 
Incident Management Plan and the Water 
Quality Incident Management, Reporting 
and Investigation Procedure as required 
(annually and in response to an incident) 

The Incident Management Plan1317 (IMP) provides 
the overarching framework for Altogether’s 
incident management plan and was updated in 
January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1318 
provides flow diagrams that give an overview of 
incident management and was updated in March 
2021.  

 
1316 Cooranbong Scheme Risk Register (Controlled COPY) CO-WAT-NSW-RG-OPS-2472.pdf CO-WAT-NSW-RG-OPS-2472 
1317 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1318 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

The Incident Notification Protocol with NSW 
Health1319 was updated in February 2021.  

 CO-REC-2020-003 Ensure the incident 
response documentation provides guidance 
on relevant incidents including but not 
limited to protozoan water quality non-
compliances. 

The out-of-specification procedure1320 includes the 
process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment 
processes. This is considered adequate to cover 
protozoan risk. 

 CO-REC-2020-004 Record the critical control 
point assessment, ensuring that all 
components of the system have been 
assessed and critical controls points have 
been properly identified using the 
nominated process. Ensure CCPs and QCPs 
are implemented in accordance with the 
documentation. 

CCPs have been reviewed and the results are 
detailed in Change Notice 31321  and Change 
Notice 71322.  

Altogether was found to have closed out the non-
compliance. 

Note: additional findings have been identified in 
this audit in relation to the updated risk 
assessment and incident procedures. 

This clause was 
found to be non-
compliant (non-
material) based on 
the auditor’s 
findings:  

• the risk 
assessment had not 
been reviewed by 
the due date and did 
not reflect current 
circumstances of the 
scheme  

• the risk 
assessment did not 

WIC Reg 
Sch 1 cl 
7(4)(a)  

Non-
compliant 
(Non-
material)  

Check that listed 
documents are 
current and 
recommendations 
from Operational 
Audit (Viridis, 
August 2020) are 
implemented  

The Cooranbong Operational Audit (Viridis, 
August 2020 made the following 
recommendations: 

 CO-REC-2020-001 Review and update the 
risk assessment to ensure it 
comprehensively identified hazardous 
events, reflects the current circumstances of 
the scheme and the risk methodology has 
been consistently applied. 

The risk register1323 for Cooranbong (drinking and 
recycled water) indicates that in July 2020, an 
internal risk review workshop was undertaken, 
and a risk review workshop was undertaken with 
NSW Health in August 2020. The document 
control properties identify the new risks that 
were added to the risk register, and the risks that 

 
1319 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1320 3343 Recycled water out of specification work instruction_Cooranbong (Controlled COPY).pdf CO-WAT-NSW-WI-OPS-3321 
1321 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
1322 CCP review workshop summary outcomes March2021 
1323 Cooranbong Scheme Risk Register (Controlled COPY) CO-WAT-NSW-RG-OPS-2472.pdf CO-WAT-NSW-RG-OPS-2472 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

address overdosing 
of chlorine  

• the drinking water 
quality control point 
was not 
implemented, and  

• the Incident 
Management Plan 
and Water Quality 
Incident 
Management, 
Reporting and 
Investigation 
Procedure had not 
been reviewed and 
updated annually or 
in response to an 
incident, as 
required, and did 
not adequately 
cover responses to 
protozoan risks.  

 

were deleted are shown as a strike through in the 
register.  

DS1.7 of the updated drinking water risk 
assessment1324 includes overdosing of chlorine. 

 CO-REC-2020-002 Review and update the 
Incident Management Plan and the Water 
Quality Incident Management, Reporting 
and Investigation Procedure as required 
(annually and in response to an incident) 

The Incident Management Plan1325 (IMP) provides 
the overarching framework for Altogether’s 
incident management plan and was updated in 
January 2021.  

The Water Operations Incident Management, 
Reporting and Investigation Procedure1326 
provides flow diagrams that give an overview of 
incident management and was updated in March 
2021.  

The Incident Notification Protocol with NSW 
Health1327 was updated in February 2021.  

 CO-REC-2020-003 Ensure the incident 
response documentation provides guidance 
on relevant incidents including but not 
limited to protozoan water quality non-
compliances. 

The out-of-specification procedure1328 includes the 
process for investigation when an out-of-
specification parameter is detected. The process 
includes notifying stakeholders, retesting the out-of-
specification parameter, and checking treatment 
processes. This is considered adequate to cover 
protozoan risk. 

 CO-REC-2020-004 Record the critical control 
point assessment, ensuring that all 
components of the system have been 
assessed and critical controls points have 
been properly identified using the 
nominated process. Ensure CCPs and QCPs 
are implemented in accordance with the 
documentation. 

CCPs have been reviewed and the results are 
detailed in Change Notice 31329  and Change 
Notice 71330.  

 

 
1324 Register of New Risks Feb2021 for Health Consultation 
1325 Incident Management Plan (IMP) (Controlled COPY) AG-ALL-AUS-PL-INC-1266 Revision 9 25 January 2021 
1326 Water Operations Incident Management, Reporting and Investigation Procedure (Controlled COPY) AG-WAT-NSW-PR-OPS-2561 
Version 3 22 March 2021 
1327 Incident Notification Protocol with NSW Health (Controlled COPY) AG-ALL-NSW-PR-INC-1277 Revision 9 26 February 2021 
1328 3343 Recycled water out of specification work instruction_Cooranbong (Controlled COPY).pdf CO-WAT-NSW-WI-OPS-3321 
1329 210413 Change Notice - Control Point and Log Reduction Review for BH, CB, HL, PT 
1330 CCP review workshop summary outcomes March2021 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

Altogether was found to have closed out the non-
compliance. 

Note: additional findings have been identified in 
this audit in relation to the updated risk 
assessment and incident procedures. 

 

The Licence Plans as 
a whole is 
considered 
adequate, with a 
few deficiencies: 
Element 5 - 
deficiency noted in 
process for 
identifying 
additional sample 
and monitoring 
locations following 
the scheme 
expansion Element 
10 (Reporting) - A 
gap was noted 
against the ADWG 
which states that an 
annual report 
should be made 
available to 
consumers, 
regulatory 
authorities and 
stakeholders. The 
DWQP is silent on 
annual reporting to 
consumers. Element 
11 - The process for 
the long-term 
evaluation of results 
as described in 
Section 11.1 of the 
DWQP is not 
adequate to ADWG 
requirements for 
this component, as 
the DWQP is silent 
on the assessment 
of water quality 
performance as part 
of an annual review 
reporting process. 
Recommended that 
these be assessed as 
part of the next 
scheduled RWQP 

WIC Reg 
Sch 1 cl 
7(1)  

Non-
compliant 
(Non-
material)  

Check that 
recommendations 
from Licence plan 
Audit (Atom 
Consulting, 
November 2020) 
are implemented  

The DWQP1331 was updated in March 2021. 
During the audit, Altogether demonstrated the 
process for reviewing the monitoring locations 
based on the network and the development of 
new areas which included a servicing map that 
showed the different stages of the Cooranbong 
development and the locations of monitoring 
points. 

Section 10.2.2 of the DWQP1332 includes a 
requirement to make annual reports available to 
the public on the Altogether website. 

Section 11.1.1 of the DWQP details the long-term 
evaluation of the water quality performance. 

Altogether was found to have closed out the non-
compliance. 

 

 
1331 2461 Drinking Water Quality Plan (DWQP) (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1241 
1332 2461 Drinking Water Quality Plan (DWQP) (Controlled COPY).pdf AG-WAT-AUS-PL-OPS-1241 
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Description  Clause 
Ref.  

Grade  Auditor to check  Evidence 

licence plan audit 
(noting that this is 
scheduled for 2021).  

 
 
 
 


