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Time  Agenda Item Responsibility Materials 

6.00pm-6.03pm 

(3 mins) 

Facilitator Introduction 

- Welcome to the session 

- Introduce H&P as facilitators assisting EW and give 
a brief outline of structure of the session (i.e. they will 
be given information and asked to discuss their 
views on particular issues) 

- Guidelines 

- ‘Topics to engage on next time’ noticeboard 

- Housekeeping – toilets and emergency protocol 

- Photo permission forms 

- Introduce first speaker 

H&P Flipchart with 
heading 
‘Topics to 
engage on next 
time’ plus post 
it notes 

6.03pm-6.13pm  

(10 mins) 

EW Introduction 

- Acknowledge of Country 

- Explain what Essential Water does – what services 
are provided and its role in relation to water supply 
and wastewater (incl. what water supply and 
wastewater means) 

- Why EW needs to do a pricing proposal and ICWM, 
how the business is engaging with customers and 
how their feedback will be used (inform them about 
the whole engagement program) 

- Explain the background and reason that the EWCP 
has been set up for these proposals, what the 
purpose of the Panel is, what EW are hoping for from 
the group  

- Outline objectives for this first meeting – to find out 
their priorities so we can ensure EW is investing in 
what is important to customers 

EW – Ross 
Berry 

PPT 
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6.13-6.23pm  

(10 mins) 

Table Discussion: Current experiences  

- Introductions – first name, where live, whether they 
are a small business owner, small/medium/large 
water user in household/business. 

- From your experience, and what you have heard in 
the community, what do you think the water and 
wastewater supplier is doing well currently?   

- From your experience, and what you have heard in 
the community, what is not working as well 
currently? 

H&P  
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currently? 

H&P  

6.23pm-6.30pm 

(7 mins) 

EW Presentation – Build knowledge on Essential 
Water’s services, water supply and EW’s role 

So now we are going to give you a bit more detail about 
what services we provide as part of your bill, how the 
water cycle works 

- Explain what makes up a water bill (services 
provided – water supply and wastewater services) 

- Water cycle - educate about where water comes 
from and how it is treated and delivered to 
customers, how it is taken away and EW’s role within 
that 

EW PPT 

 



6.30pm-6.50pm 

(20 mins) 

Table Discussion: Long-Term Vision 

We want to find out what is most important to you and 
how we can help make BH a great place to live now and 
in the future. 

During this visualisation exercise I want you to think 
about all of the uses for water – personal, household, 
garden, broader community e.g. recreation, industry etc. 
I also want you to think about customer interaction with 
EW as well as the services it provides. 

Long term vision - 25 years’ time  

- How important do you think water is to the liveability 
of a town? 

- Besides at the household level, in what ways does 
water impact the liveability of a town? E.g. Water 
makes sure that we have… 

- In what ways does water make BH and surrounds 
more pleasant, more productive, or more enjoyable 
to live in? 

- So thinking far into the future, say 25 years’ time –
How do you picture BH then? What would make BH 
a really great place to live in terms of how water is 
used then? What would you hope for from your water 
supplier? Think about the interaction with the 
supplier as well as the services it provides. 

- Encourage the group to use stimulus images and 
create a vision on the board. Ask them to explain 
why they chose the images and what they are 
hoping for in the future. They can draw if they want 
to too. 

- Prompt for how they want water to be used in the 
future for personal, household, garden, broader 
community uses, e.g. recreation, industry.  

- Also prompt for how they want to interact with the 
water supplier. 

Ask a spokesperson to present back in the next session (1-2 
mins max) 

H&P  

 

 

 

 

 

 

 

 

 

Use images 
and create a 
vision for the 
future board 

Blutack 

Glue 

 

Can also draw 
on the board 

 

 

 

 

 

6.50pm-6.55pm 

(5 mins) 

Tables present their vision for the future  H&P Flipcharts 

6.55pm-7.10pm 

(15 mins) 

Dinner Break   PPT slide 

7.10pm-7.40pm 

(30 mins) 

Table discussion: Customer Priorities Short Term 

5 years’ time (30 mins) 

- Having discussed what you think is working well and 
not so well currently from your water supplier, and 
your thoughts on the long-term future, what do you 

 Handout 1 

Cards 

Post its  

Flipchart 

Blutack 

6.55pm-7.10pm 

(15 mins) 

Dinner Break   PPT slide 

7.10pm-7.40pm 

(30 mins) 

Table discussion: Customer Priorities Short Term 

5 years’ time (30 mins) 

- Having discussed what you think is working well and 
not so well currently from your water supplier, and 
your thoughts on the long-term future, what do you 
think Essential Water should focus on for the 
next 5 years? What goals should it have?  

- Think about water supply and wastewater and the 
way that EW provides the service, i.e. how 
customers interact with EW. What would you value 
Essential Water doing the most in the next 5 years?  

CARD SORT: Give out Handout 1 to help with 
conversation – example from energy. 

- We’d like you to work as a group to develop a list of 
what is important to you. We are going to write each 
thing (goal/outcome) on a card. Then we are going to 
sort them into categories and create a name for each 
one (overarching priority). Write name of priority on a 
post it note and stick to the piles of cards. 

- Do the exercise for water and wastewater as a 
whole (i.e. you could have outcomes for water and 
wastewater under the same overarching priority 
heading) and also including customer interaction 

 

If they come to a halt then give out the personas to help 
the conversation so they are thinking more broadly than 
just themselves, e.g. family, small business etc,  

At the end of the discussion ask a spokesperson to write 
overarching priorities (i.e. what is on the post its) on a 
flipchart ready for the next session. 

 Handout 1 

Cards 

Post its  

Flipchart 

Blutack 

 

 



7.40pm-7.45pm 

(5 mins) 

Tables report back on their priorities for the next 5 
years from the flipchart 

H&P Flipcharts 

7.45-7.55pm 

(10 mins) 

Quick break – H&P to compile list of priorities to put on 
screen 

  

7.55pm-8.00pm 

(5 mins) 

Individual Exercise 

- Each participant ranks the priorities   

H&P Ranking 
sheet 

8.00-8.15pm 

(15 mins) 

Table discussion: Challenges facing EW 

 

Give out handout 2 

- Do these challenges facing EW influence your 
priorities in anyway?   

 

Spokesperson to write any changes to the priorities due to 
challenges on a flipchart 

H&P Handout 2 

8.15pm-8.20pm 

(5 mins) 

Tables report back 

- Any different priorities due to challenges faced by 
EW? 

H&P Flipcharts 

8.20pm-8.30pm Recap of what we heard and next steps EW  
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