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NWS

POSITION DESCRIPTION

Position Title Chief Executive Officer (CEO) Wayne Williamson
Reporting to Board of Directors

Functional Team Executive

Location Gold Coast, QLD

The primary purpose of this role is to manage the NWS business senior executive staff, and key business
relationships to implement the strategies required to achieve the corporate objectives as set out in the
Business Plan.

Purpose of Role

Internal External

— NWS Executive team — Clients/Developers
— Board Members — Government Departments
Relationships ~ Leda Holdings Executive - Regulatory Authorities

— Public Water Utilities

— Regulators (IPART, EPA)
— Key contractors & suppliers
— Media & Marketing

Accountabilities

— Executing a duty of care that ensures the health, wellbeing and safety to staff and others at all times,
— As a member of the Executive, demonstrating leadership in safe workplace practices consistent with WHS
Policy and Management procedures,

Main Responsibilities

— Ensure ongoing appraisals and updating of the NWS Business Plan and annual budgets,

— Provide leadership and direction to the Executive management team to meet the Business direction,

— Follow that the key planned targets and objectives are being met,

— Review existing corporate policy and develop new policies in conjunction with the Board, legal counsel and
major stakeholders,

— Manage the key strategic requirements in relation to the water utility schemes and the retail regulatory
requirements,

— Oversee the preparation and delivery of reports, guidelines and decisions on matters relating to project
delivery, network operations and the retail business,

NWS Position Description
Chief Executive Officer



NWS

Implement strategic processes involving key stakeholders such as developers, customers, other
regulators, government departments and ministers, and other interested parties,

Provide assistance and input into the planning of the work programs undertaken by NWS,

Oversee to the Executive team in budgeting, resource planning and management requirements to meet
current and future targets,

Oversee the NWS business is conducted in accordance with all relevant laws, regulations, and ethical
standards in line with the market best practice,

Represent NWS at meetings with Councils, State and Federal regulators when required,

Responsible for organising media and attending political forums for the efficient use of drinking water,
recycled water and pressure sewer applications, and the help the development of the private water utilities
in Australia,

Increase the profile of NWS products by monitoring any opportunities to promote NWS in the market
place,

Ensure company working capital budgets are met to a return nominated by the board,

Immediately report to the board any abnormal variance or unbudgeted activity occurring,

Immediately report to the board any increase in the company’s financial risk profile,

Immediately report to the board any threatened or pending litigation,

Present a pleasant professional attitude at all times,

Ensure role model behaviours are adhered to at all times by6 company staff and management,

Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

Ensure expectations are clearly understood with current position descriptions and staff performance plans,
Ensure management has an effective recruitment system in place,

General duties as required to assist colleagues and company performance,

Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

Personal Skills:

Minimum of 25 years’ experience in the Water industry,
At least 10 years’ experience as an company operating CEO,
Advanced Management Degrees,

Skills and Experience

Understanding of water and sewerage Private Water industry,

Understanding of the retail market place for Private Water utilities operating under the WIC Act,
Experience in building community relationships which drive business model,

Statutory & regulatory knowledge of the water industry and associated frameworks,

The ability to work independently in an corporate enterprise environment,

Improve the business performance through the change in management from time to time or when
required,

Skills in troubleshooting, problem-solving, and addressing conflicts when they arise in a timely manner,

Being straight forward, confident and high self-awareness from day to day,

NWS Position Description
Chief Executive Officer
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Experience:
- Must have at least 10 years’ experience reporting to Company Boards,
- Managing staff in a medium size operation,

- Must have at least 15 years in the water industry or similar type utility service Industry as a CEO,

NWS Position Description
Chief Executive Officer
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POSITION DESCRIPTION

Position Title Design Manager; Andrew Wells
Reporting to CEO

Functional Team Executive

Location Gold Coast, QLD

The primary purpose of this role is to manage the NWS business senior executive staff, and key business
relationships to implement the strategies required to achieve the corporate objectives as set out in the
Business Plan.

Purpose of Role

Internal External

- CEO — Clients/Developers

— NWS Executive team — Government Departments
Relationships — Board Members — Regulatory Authorities

—  Project Manager — Public Water Utilities

— Operations Manager - Regulators (IPART, EPA)

— Key contractors & suppliers

Accountabilities

— Executing a duty of care that ensures the health, wellbeing and safety to staff and others at all times,
— As a member of the Executive team, demonstrating leadership in safe workplace practices consistent with
WHS Policy and Management procedures,

Main Responsibilities

— Ensure that detailed design parameters are being met in the NWS Business Plan,

— Design and annual budgets are being met,

— Provide leadership and direction to the Executive management team to meet the Business direction,

— Follow that the key planned targets and objectives are being met,

— Review existing corporate policy and develop new policies in conjunction with the Board, legal counsel and
major stakeholders where design criteria is required,

— Oversee the design requirements to key strategic requirements in relation to the water utility schemes and
the regulatory requirements are being met,

— Oversee the preparation and design reports, guidelines and decisions on matters relating to project design
delivery and network operations,

NWS Position Description
Design Manager
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— Implement strategic design processes involving key stakeholders such as developers, Councils, other
regulators and other interested parties,

— Provide assistance and input into the planning of the work programs undertaken by NWS,

— Oversee to the Executive team in budgeting, resource planning and management requirements to meet
current and future targets,

— Oversee the NWS design business is conducted in accordance with all relevant laws, regulations, and
ethical standards in line with the market best practice,

— Represent NWS at meetings with Councils, State and Federal regulators when required,

— Immediately report to the board any abnormal variance or unbudgeted activity occurring,

— Immediately report to the board any increase in the company’s financial risk profile,

— Immediately report to the board any threatened or pending litigation,

— Present a pleasant professional attitude at all times,

— Ensure role model behaviours are adhered to at all times by company staff and management,

— Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

— Ensure expectations are clearly understood with current position descriptions and staff performance plans,

— Ensure management has an effective recruitment system in place,

— General duties as required to assist colleagues and company performance,

— Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

Personal Skills:

¢ Minimum of 15 years’ experience in the Water industry,
e Atleast 10 years’ experience as a design engineer,

e Engineering Degree,

e Advanced Management Degrees,

NWS Position Description
Design Manager
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POSITION DESCRIPTION

Position Title Environmental/Planning Manager
Reporting to CEO

Functional Team Executive

Location Gold Coast, QLD

The primary purpose of this role is to manage the NWS Planning and Environmental responsibilities and
implement the reports, management plans, assessments and strategies required to achieve the objectives as
set out in the Business Plan.

Purpose of Role

Internal External

- CEO — Clients/Developers

— NWS Executive team — Government Departments
Relationships — Board Members — Regulatory Authorities

- Project Manager — Public Water Utilities

— Regulators (IPART, EPA)

Accountabilities

— Executing a duty of care that ensures the health, wellbeing and safety to staff and others at all times,
— As a member of the Executive, demonstrating leadership in safe workplace practices consistent with WHS
Policy and Management procedures,

Main Responsibilities

— Ensure ongoing appraisals and updating of the NWS Environmental and Planning requirements,

— Provide reports and assessments for license applications,

— Making the necessary planning modifications where required,

— Provide leadership and direction to the Executive management team,

— Follow that the key planned targets and objectives are being met,

— Review existing environmental and planning policy and develop new policies in conjunction with the Board,
legal counsel and major stakeholders,

— Manage the key strategic requirements in relation to the water utility schemes and the retail regulatory
requirements,

NWS Position Description
Environmental Planning Manager
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— Oversee the preparation and delivery of reports, guidelines and decisions on matters relating to project
delivery, network operations and the retail business,

— Implement strategic processes involving key stakeholders such as developers, customers, other
regulators, government departments and ministers, and other interested parties,

— Provide assistance and input into the planning of the work programs undertaken by NWS,

— Oversee the NWS business is conducted in accordance with all relevant laws, regulations, and ethical
standards in line with the market best practice,

— Represent NWS at meetings with Councils, State and Federal regulators when required,

— Assist organising media and attending political forums for the efficient use of drinking water, recycled
water and pressure sewer applications,

— Immediately report to the board any threatened or pending litigation,

— Present a pleasant professional attitude at all times,

— Ensure role model behaviours are adhered to at all times by company staff and management,

— Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

— Ensure expectations are clearly understood with current position descriptions and staff performance plans,

— Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

Personal Skills:

¢ Minimum of 15 years’ experience in the planning Industry,
e Atleast 10 years’ experience as an company Environmental Manager,
e Advanced Management Degrees,

NWS Position Description
Environmental Planning Manager
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POSITION DESCRIPTION

Position Title Environmental/Planning Manager
Reporting to CEO

Functional Team Executive

Location Gold Coast, QLD

The primary purpose of this role is to manage the NWS Planning and Environmental responsibilities and
implement the reports, management plans, assessments and strategies required to achieve the objectives as
set out in the Business Plan.

Purpose of Role

Internal External

- CEO — Clients/Developers

— NWS Executive team — Government Departments
Relationships — Board Members — Regulatory Authorities

- Project Manager — Public Water Utilities

— Regulators (IPART, EPA)

Accountabilities

— Executing a duty of care that ensures the health, wellbeing and safety to staff and others at all times,
— As a member of the Executive, demonstrating leadership in safe workplace practices consistent with WHS
Policy and Management procedures,

Main Responsibilities

— Ensure ongoing appraisals and updating of the NWS Environmental and Planning requirements,

— Provide reports and assessments for license applications,

— Making the necessary planning modifications where required,

— Provide leadership and direction to the Executive management team,

— Follow that the key planned targets and objectives are being met,

— Review existing environmental and planning policy and develop new policies in conjunction with the Board,
legal counsel and major stakeholders,

— Manage the key strategic requirements in relation to the water utility schemes and the retail regulatory
requirements,

NWS Position Description
Environmental Planning Manager
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— Oversee the preparation and delivery of reports, guidelines and decisions on matters relating to project
delivery, network operations and the retail business,

— Implement strategic processes involving key stakeholders such as developers, customers, other
regulators, government departments and ministers, and other interested parties,

— Provide assistance and input into the planning of the work programs undertaken by NWS,

— Oversee the NWS business is conducted in accordance with all relevant laws, regulations, and ethical
standards in line with the market best practice,

— Represent NWS at meetings with Councils, State and Federal regulators when required,

— Assist organising media and attending political forums for the efficient use of drinking water, recycled
water and pressure sewer applications,

— Immediately report to the board any threatened or pending litigation,

— Present a pleasant professional attitude at all times,

— Ensure role model behaviours are adhered to at all times by company staff and management,

— Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

— Ensure expectations are clearly understood with current position descriptions and staff performance plans,

— Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

Personal Skills:

¢ Minimum of 15 years’ experience in the planning Industry,
e Atleast 10 years’ experience as an company Environmental Manager,
e Advanced Management Degrees,

NWS Position Description
Environmental Planning Manager
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POSITION DESCRIPTION

Position Title Finance Officer; Shane Corbell
Reporting to Chief Executive Officer (CEO)

Functional Team Executive

Location Gold Coast, QLD

Primary Purpose of Position

Responsible and accountable for the complete financial and reporting standards of NWS. The reporting standards will
maximise the business transparency through robust systems supporting the implementation of the total private water
utility solution. This position will identify and assist with the elimination if risk and enhance the profit producing
opportunities and set a clear guidance path for the NWS team.

The level of experience required to hold this position, the role will require a large degree of accountability, autonomy
combined with shareholder and board support to achieve the defined quality and financial company objectives. It is a
position that reflects a message of fair but strong leadership with unconditional necessity to implement successful

management strategies and disciplines.

Internal External

- CEO — The Clients

— Board — Legal Counsel
Key Relationships — Office & Administration Staff - Accguntants
- Project Manager — Auditors
— Operations Manager — Regulators (IPART, EPA)
- Retail Manager — Insurance Brokers
—  Executive Management team — Sub-Contractors & Suppliers

Key Measurable

— Report to the board on approved budget sales and EBIT plans,

— Report to the board on approved budgeted returns on Capital Investment,

— Report on NWS performance and achievements of financial guidelines,

— Providing a high level of customer satisfaction through delivery and processes that are in place,
— Provide accounting records and reporting to no less than company nominated standards,

— Provide accounting records and reporting to no less than Australian Tax Office standards,

— Producing live accurate reports providing a clear guidance to NWS management,

— Maintain an internal accounting system that provides full transparency to the board,

— Providing financial modelling with accurate projections and outcomes,

— Providing elimination of financial risk in all aspects of NWS company day to day operations,

Position Description
NWS Chief Finance Officer
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Key Responsibilities

— Ensure all company operations are within the board approved budget guidelines,

— Ensure company working capital targets are met to return as nominated by the board,

— To ensure all periodical reporting is supplied to the board accurate and final when due,

— To ensure all ATO compliance is met and any report, tax return is lodged on time,

— Maintain an internal accounting systems that has adequate entry and allowance for succession planning
and authorised third party visibility,

— To develop and maintain systems to allow the prompt transfer of records,

— To ensure that all finance associated staff have a clear understanding of company policy and a complete
understanding of all required ATO or legal accounting compliance,

— Immediately report to the CEO any increase in the company’s financial risk profile,

— Report to the CEO any threatened or pending litigation,

— Setting up new projects and establishing capital requirements and potential returns,

— To continue to improve the process of the company financial planning and specific project modelling,

— Ensure all entities and individual projects have the correct legal structure in place as nominated by the
company prior to any risk exposure,

— Ensure all entities and individual projects have the correct insurance cover in place prior to any risk
exposure,

— Internally audit individual entities and projects to guarantee all legal and insurance guidelines are in place,

— Immediately report any increase in the risk profile as a result of any potential noncompliance under an
insurance policy or obligation,

— Ensure adequate polices are in place at all times,

— Complete regular audits of the work place to ensure compliance,

— Ensure all current staff are adequately trained in all areas of workplace health and safety,

— Maintain a clean safe work environment at all times,

Skills and Experience

— Entrepreneurial with ability to assist CEO in a dynamic growth environment,
— Minimum of 15 years’ experience in senior management,

— Relevant Bachelor Degree,

— A member of a professionally recognised accounting body,

— Memberships with CPA/CA; ACID

Position Description
NWS Chief Finance Officer



POSITION DESCRIPTION

Position Title Legal Counsel;
Reporting to CEO & Board of Directors

Functional Team Executive

Location Gold Coast, QLD

The primary purpose of this role is to manage the NWS business legal advice on regulatory rules and
regulations, Contracts and implement the strategies required to achieve the corporate objectives as set out in
the Business Plan.

Purpose of Role

Internal External

- CEO — Clients/Developers
— NWS Executive team — Government Departments
Relationships — Board Members - Regulatory Authorities

— Public Water Utilities
— Regulators (IPART, EPA)
— Key contractors & suppliers

Accountabilities

— Providing legal advice to the NWS business as a whole when required,

— Executing a duty of care that ensures the health, wellbeing and safety to staff and others at all times,

— As a member of the Executive, demonstrating leadership in safe workplace practices consistent with WHS
Policy and Management procedures,

Main Responsibilities

— Providing legal advice on regulatory issues, contracts and any litigation when required,

— Review existing corporate policy and develop new policies in conjunction with the Board and major
stakeholders,

— Manage the key strategic requirements in relation to the water utility schemes and the retail regulatory
requirements,

— Provide assistance and input into the planning of the future works undertaken by NWS,

— Oversee the NWS business is conducted in accordance with all relevant laws, regulations, and ethical
standards in line with the market best practice,

— Represent NWS at meetings with Councils, State and Federal regulators when required,

NWS Position Description
Legal Counsel Officer
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— Responsible for organising media and attending political forums for the efficient use of drinking water,
recycled water and pressure sewer applications, and the help the development of the private water utilities
in Australia,

— Immediately report to the board any abnormal variance or unbudgeted activity occurring,

— Immediately report to the board any increase in the company’s financial risk profile,

— Immediately report to the board any threatened or pending litigation,

— Present a pleasant professional attitude at all times,

— Ensure role model behaviours are adhered to at all times,

— Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

— Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

Personal Skills:

¢ Minimum of 15 years’ experience in the Legal Profession,

e Atleast 10 years’ experience in the development and or water Industry ,
e Legal degrees,

e Advanced Management Degrees,

NWS Position Description
Legal Counsel Officer



POSITION DESCRIPTION

Position Title Risk & Compliance Officer
Reporting to Chief Executive Officer (CEO)

Functional Team Construction Delivery

Location Gold Coast, QLD

The primary purpose of this role is to manage NWS Risks Assessments and meeting compliance
requirements during the Project Construction Delivery of the NWS business operations, Procurement,
Contract Management, Construction, and operations management of all new Water Utility Schemes and
network infrastructure delivered by NWS and meeting all future risks and compliance issues with operating
the networks in the future.

Role Description

Internal External

-  NWS Executive Team - Property Developers
. , - CEO — Other clients (e.g. Councils)
Relationships - Project Manager, — Contractors & Suppliers
— Operations Manager — Public Utilities
- Retail Manager — Regulators (IPART, EPA)

Key Accountabilities

— Ensuring the health, wellbeing and safety of self and others at all times,

— As a member of the Executive team , demonstrating leadership in safe workplace practices consistent with
NWS WHS Policy and Management System policies,

— ldentifying unsafe workplace conditions and/or practices and taking preventive and corrective actions,

— Ensuring workplace safety, particularly in relation to infrastructure design, construction and commissioning
procedures,

Key Responsibilities

— Overseeing the risk and compliance and project delivery and input to business development and being
involved in day to day operations,

— Determine the resources needed to achieve meeting project time lines and deliverables,

— Effectively communicate the risk and compliance expectations to team members and other stakeholders,

— Prepare and present assessments to management that concisely and accurately provide relevant
information concerning the risk and compliance requirements,

NWS Position Description
Risks and Compliance Officer
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— Maintain a close relationship with Operations Manager and Retail Manager and their teams to provide
advice during to project construction phase and advise any issues that may occur after handover to
Operations & Retail by the Project team. This is an ongoing requirement,

— Develop the systems, standards, policies and procedures required to enable and support industry best
practice in all Project Construction procedures,

— Provide education courses to all onsite staff and contractors to ensure implementation of NWS standard
systems, policies and procedures to meet WHS, HSE and QA requirements,

— Coordination of all regulatory compliance monitoring and reporting associated with the design and
construction of NWS WWTP facilities and network infrastructure,

Skills and Experience

— Experience in risk analysis and compliance management of large contracts,

— Experience in identify and mitigating risks associated with the delivery of Water Utility infrastructure,

— Have a general understanding of activities and sequencing associated with the design and construction of
water industry schemes in meeting regulatory and contract requirements in validation of processes necessary
to meet industry and the regulator required standards,

— Experience and ability to work independently in an corporate environment,

— Have skills in troubleshooting, problem-solving, and conflict resolution associated with the construction
industry,

— Must have a straight forward attitude and be self-confident and have a high self-awareness of oneself,

Qualifications

— A strong background and understanding of the risk and compliance in the private water industry,

— Have an advanced knowledge of statutory and regulatory requirements for the design and construction of
water industry infrastructure,

— Atleast 10 years’ experience in providing risk analysis and compliance requirements on infrastructure
projects,

— Atleast 5 years’ experience in the role of compliance officer,

— Relevant tertiary qualifications and experience,

NWS Position Description 2
Risks and Compliance Officer



Appendix 6.1.5




Contents

€] Lo YT VAo A =Y o o o TP PP 3
EXECUTIVE SUMIMIAIY ittt ettt e e e ettt e e e e e s ettt e e e e e s e bbbt e e e eeeeesaasbsbaeeeeesesannnsnaaaeeessnnan 3
N [ 01 o o [¥ ot i o] TR T PP U SO PPTOTOUPRI 4
0 Tol o [o TV Lo RS 4
LICEIICE ...ttt s a s s a e s b e e e s arae e 4
B Y 1SN 5
QLo L =2e [o T=R o] N X SRR 7
ACEION PION ...ttt ettt b e bttt et e bt e bt e bt e sat e st e e bt e bt e beeeneeeateeanean 8
3. Enterprise Asset Management SyStem (EAMS) ........ooiioiiiri ittt e e erte e e e e e e 8
TYPES Of SYSTOIMS ..ottt ettt e ettt e e e e et e e e e et e e e e ebteeeeeabeeeeeesbeeeeeaabaaeeesbaeeeeanbaaeeeanbaneeeansteesennsenas 9
INEEGIALION Wit ESRI ......eveeeeeeee ettt ettt ettt ettt e e e e e et e e e st e e e e bae e e sasbaeeesasbeeeeeabeeesesseeeeennseens 10
ISSUBS .ottt e e e e e e e et e e e e s r et e e e e e s a e e e e e s e 10
4. Customer Management System (CMS)/Customer Relationship Management (CRM)............c......... 11
TYPES Of SYSTEIMIS ..ottt ectte e e ettt e e e et e e e e e ebte e e e e ebteeeeebteeeeabteeeeasseaasastasaesstasaesstanasaastanassnnes 11
LT = Y1111 TSSO P PP PSPTURPOPRTRPNS 12
TYPCS Of SYSLOIMIS ..ottt ettt ettt e et e e et e e e ettt e e s s abte e e e s bteeeeabtaeeeasteeasssteeeeastaeessstaeessnsseeessnes 12
ACEION PION ...ttt st sttt et et et r e ns 12
ST Y, [o 1A T oY - ST VY- T o SR UURRRN 12
T CONCIUSION ..ttt ettt b e bt s he e et e e bt ekt eebeesheesabesabe e b e e bt e bt e saeeeaeeenbeebeenbeesbeesanena 12



APPENDIX 6.2.1(a)

LEGEND

EXECUTIVE TEAM

NWS STAFF

IN HOUSE
CONSULTING TEAM

BOARD

CEO

NWS

NWS ORGANISATION CHART

SECRETARY
OFFICEMAN CFo
DEVELOPMENT PROJECT OPERATIONS | RETAIL
MANAGER MANAGER MANAGER MANAGER ACCOUNTANT
RISK
CgﬁﬁgEL COMPLIANCE
OFFICER
SITE

MANAGER [ \ \

CUSTOMER
STORES ooy RELATIONS BOOK ACCOUNTS
SUPERVISOR KEEPER PAYABLE
PLANNNG & DESIGN TEAM |
LICENSING PLANIT
PLANIT SCHEME
OPERATORS CUSTOMER
COMPLAINTS
| OFFICER
EQUIPMENT
SUPPLIER
CONTRACTORS
\
CONTRACTORS

SUPPLIERS




POSITION DESCRIPTION

Position Title Customer Complaints Manager

Reporting to Customer Relations Manager & Retail Manager

Functional Team Retail Team

Location

Purpose of Role

The purpose of this role is to support and assist in the development of the customer model, ensuring that
the customer experience runs smoothly on a day to day basis.

Key Relationships

Internal External

Retail Manager, Customers
Retail & Operations, Developers
Executive Management team Local Councils

Other businesses

Accountabilities

To manage all day to day customer complaints and queries requirements and the interactions
between NWS and the customer,

To perform the daily, weekly, monthly analysis and reporting of customer queries and complaints,

Track and monitor all network and service requests and feedback any issues to network
operations,

Work with Network Operations and Communications in the event of any unplanned fault or
emergency. Enact NWS response procedures and manage customer experience the correct
standards throughout the event.

Manage customer ongoing credit control requirements. Working closely with the finance team to
report on any outstanding payments and the issue of notices to customers as required.
To provide support to the Custom Relations Supervisor when required.

Handle retail operations of the outsourced partner to ensure that the NWS customers standards
are maintained when a complaint is received and follow up,

Create and maintain an ongoing feedback process to ensure the outsource partnership is kept
updated on complaints in regards to the service they proving on behalf of NWS,

Position Description 1
NWS Customer Complaints Manager



NWS

— Manage all EWON Investigations and continuously look to improve customer interactions.

— To assist with ensuring Work Health & Safety policies are followed in this area.

Skills and Experience

— Understanding of water and sewerage Private Water industry,

— Understanding of the retail market place for Private Water utilities operating under the WIC Act,
— Experience in building community relationships which drive business model,

— Statutory & regulatory knowledge of the water industry and associated frameworks,

— The ability to work independently in an corporate enterprise environment,

— Improve the business performance through the change in management from time to time or when
required,

— Skills in troubleshooting, problem-solving, and addressing conflicts when they arise in a timely mann

— Being straight forward, confident and high self-awareness from day to day,

Experience:
- Must have at least 10 years’ experience servicing and handling customer relations,

- Managing staff in a medium size operation,

Position Description 2
NWS Customer Complaints Manager



POSITION DESCRIPTION

Position Title Customer Relations Manager

Reporting to Retail Manager

Functional Team Retail Team, Operations and Marketing

Location

Purpose of Role

The purpose of this role is to support and assist in the development of the customer model, ensuring that
the customer experience runs smoothly on a day to day basis.

Key Relationships

Internal External

Retail Manager, Customers

Retail, Operations & Marketing Developers

Executive Management team Local Councils
Other businesses

Service Contractors

Accountabilities

To manage all day to day customer requirements and interaction between developer and council,
To perform the daily, weekly, monthly analysis and reporting of customer queries and complaints,

Track and monitor all network and service requests and feedback any issues to network
operations,

Working with Network Operations and Marketing Media Manager to ensure that any known
Network outages or planned maintenance is notified to customers via the websites, print media
and via proactive customer communications letter drops etc,

Work with Network Operations and Media Communications in the event of any unplanned fault or
emergency. Enact NWS response procedures and manage customer experience standards
throughout the event.

Manage customer billing runs and all ongoing credit control requirements. Working closely with
the finance team to report on any outstanding payments and the issue of notices to Network
Operations as required.

Create and manage staff rosters,

Develop training material and produce training modules to continuously update and train staff,

Position Description 1
NWS Customers Relations Manager
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— To provide support to the Executive Management and Retail Operations when required.

— Handle operations of the outsourced partners to ensure that the NWS customer standards are
maintained,

— Create and maintain an ongoing feedback process to ensure the outsource partnership is kept
updated,

— Manage all EWON Investigations and continuously look to improve customer interactions.

— To assist with ensuring Work Health & Safety policies are followed in this area.

Skills and Experience

— Understanding of water and sewerage Private Water industry,

— Understanding of the services and responsibilities to customers that a Private Water Utility operating
under the WIC Act must provide,

— Experience in building community and customer relationships which drive business model,
— Statutory & regulatory knowledge of the water industry and associated frameworks,
— The ability to work independently in an corporate enterprise environment,

— Improve the business performance through the change in management from time to time or when
required,

— Skills in troubleshooting, problem-solving, and addressing conflicts when they arise in a timely manner,

— Being straight forward, confident and high self-awareness from day to day,

Experience:
- Must have at least 10 years’ experience servicing and handling customer relations,

- Managing staff in a medium size operation,

Position Description 2
NWS Customers Relations Manager
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POSITION DESCRIPTION

Position Title Marketing and Media Manager (Peter Chapman)
Reporting to CEO
Functional Team Executive

Location NWS

The primary purpose of this role is to manage the NWS business Marketing and Media requirements to
customers, general public, regulators, key business relationships to provide information to all forms of Media
outlets to help implement the strategies required to achieve the corporate objectives as set out in the
Business Plan.

Purpose of Role

Internal External

—  NWS Executive team - Clients/Developers

- CEO — Government Departments
Relationships —  Retail Manager — Regulatory Authorities
— Operations Manager — Public Water Utilities
— Regulators (IPART, EPA)
— Customers

— Media Outlets

Accountabilities

— To provide communications both external and internal on the NWS business products,
— To support both the retail and project team in marketing the NWS services to its customers and community
at large,

Main Responsibilities

— Ensure responsible information is being provided to the customers, general public,

— Provide Media & Marketing direction to the Executive management team when required,

— Follow that the key marketing objectives are being met,

— Review any media and marketing developed meets with the Board, legal counsel and major stakeholders
requirements before being issued,

— Review the strategic requirements of the water utility schemes and the retail regulatory requirements are
being met with any Media Releases or Advertising,

— Oversee the preparation of any release on matters relating to project delivery, network operations and the
retail business issues,

NWS Position Description
Media & Marketing Manager
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— Advise key stakeholders such as developers, customers, other regulators, government departments and
ministers, and other interested parties,

— Provide assistance and input into the planning of Media and Marketing material undertaken by NWS,

— Represent NWS at meetings with Councils, State and Federal regulators when required,

— Responsible for organising media and attending political forums for the use of drinking water, recycled
water and pressure sewer applications, and the help the development of the private water utilities in
Australia,

— Increase the profile of NWS products by monitoring any opportunities to promote NWS in the market
place,

— Immediately report to the board any threatened or pending litigation,

— Present a pleasant professional attitude at all times,

— Ensure you and the teams adherence to legal and policy requirements , workplace health and safety
policies, harassment and discrimination laws,

— Any other tasks that may be assigned from time to time which contributes to the overall success of the
company.

— Understanding of water and sewerage Private Water industry,

— Understanding of the retail market place for Private Water utilities operating under the WIC Act,

— Experience in building community relationships,

— The ability to work independently in an corporate enterprise environment,

—  Skills in troubleshooting, problem-solving, and addressing conflicts when they arise in a timely manner,

— Being straight forward, confident and high self-awareness from day to day,

Experience:
- Must have at least 10 years’ experience in the Media and Marketing Industry,

- Managing staff in a medium size operation,

NWS Position Description
Media & Marketing Manager



POSITION DESCRIPTION

Position Title Retail Manager
Reporting to CEO and Operations Manager
Functional Team Retalil

Location Head Office

Purpose of Role

The purpose of this role is to develop the NWS retail model and strategy. With overall accountability for
Customer management from the start to end retail model.

Internal External

CEO

Customers

Relationships Executive Management team Local Councils
Retail Staff Regulatory Bodies
Marketing and Media Manager Businesses

Key Accountabilities

— Executing a duty of care that ensures the health, wellbeing and safety of self and others at all times

— As a member of the Executive team, demonstrating leadership in safe workplace practices and
procedures.

— Customer Relations promoting fair play and maintaining the company image in the marketing place.

Key Responsibilities

— To develop strong customer relationship,

— To manage the NWS model and focus to improve customer service,

— Manage the customer experience that it meets the aims and objectives of the NWS product,

— Ensure the NWS customer experience is a better overall package to our competitors in the market,
— Manage the systems and processes including third party arrangements for service, billing, CRM, etc

— Help formulate business development growth,

Position Description 1
NWS Retail Manager
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Be involved in the ongoing development of on-going relationships with the regulatory and legislative
bodies as required,

Oversee marketing requirements and media releases to inform its customers andothers,

Educate staff and contractors to ensure NWS corporate systems, standards, policies and procedures are
implemented to meet HSE and QA requirements,

Coordination of regulatory compliance monitoring and reporting associated with the Retail Supply License
under the WIC Act (2006) NSW,

Maintaining and improving the NWS brand to all stakeholders including staff, clients, customers, suppliers,
contractors and regulators,

Skills and Experience

Understanding of water and sewerage Private Water industry,

Understanding of the retail market place for Private Water utilities operating under the WIC Act,
Experience in building community relationships which drive business model,

Statutory & regulatory knowledge of the water industry and associated frameworks,

The ability to work independently in an corporate enterprise environment,

Improve the business performance through the change in management from time to time or when
required,

Skills in troubleshooting, problem-solving, and addressing conflicts when they arise in a timely manner,

Being straight forward, confident and high self-awareness from day to day,

Experience:

- Must have at least 10 years’ experience servicing and handling customer relations,
- Managing staff in a medium size operation,

- Must have at least 15 years in the water industry or similar type utility service as a retail manager,

Position Description 2
NWS Retail Manager
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