Season Operating Plan
“Welcome to the NOCC”
Irrigation Season – 2018 / 2019

Table of Contents
2018-19 Season Operation Summary ............................................................................ 4
Customer focused ............................................................................................................. 5
Team structure .................................................................................................... 5
1.1.1.

Customer Support ............................................................................................ 5

1.1.2.

Customer Accounts Team................................................................................ 6

1.1.3.

Water Operations ............................................................................................. 7
How we will communicate ................................................................................... 8

1.2.1.

Talking Water................................................................................................... 8

1.2.2.

Customer Meetings .......................................................................................... 8

1.2.3.

SMS and email notifications ............................................................................. 8

1.2.3.1.

Automated messages................................................................................... 8

1.2.3.2.

Murray Irrigation generated SMS messages................................................. 9

1.2.3.3.

Casual usage notification via SMS message .............................................. 10

1.2.4.

Water availability announcements.................................................................. 10

1.2.5.

Sending messages to Murray Irrigation .......................................................... 10

Network Operation Control Centre (NOCC) implementation ........................................ 12
Managing our limited resources efficiently.................................................................... 12
Starting the irrigation season ............................................................................. 13
Ending the irrigation season .............................................................................. 14
Off allocation/ supplementary water................................................................... 15
Reliability and compliance ............................................................................................ 17
Water ordering and delivery............................................................................... 17
Outlet Service Level types ................................................................................. 19
4.2.1.

High Level of Service Outlets ......................................................................... 19

4.2.2.

Standard Level of Service Outlets .................................................................. 19

4.2.3.

Manually operated Outlets ............................................................................. 19
Support with your orders ................................................................................... 20
Emergencies after hours ................................................................................... 20
Emergency response......................................................................................... 20
Compliant meter credit ...................................................................................... 20
Restriction of supply .......................................................................................... 21
Customers not taking ordered flow .................................................................... 21
Stop Supply - out of water ................................................................................. 21
Stop Supply – non-financial ........................................................................... 22
Domestic Water Supply ................................................................................. 23

4.11.1. Domestic Only Water Supply Agreement ....................................................... 23
Page | 2
Season Operating Plan – ‘Welcome to the NOCC’

4.11.2. Unused domestic 2ML deemed usage credit ................................................. 23
Channel Maintenance .................................................................................... 24
4.12.1. Planned maintenance .................................................................................... 24
4.12.2. Reactive maintenance ................................................................................... 24
Wet weather .................................................................................................. 24
Water Quality ................................................................................................. 25
4.14.1. Blue-green algae ........................................................................................... 25
Environment Policy ........................................................................................ 25
4.15.1. Stormwater escapes & drains ........................................................................ 26

Page | 3
Season Operating Plan – ‘Welcome to the NOCC’

2018-19 Season Operation Summary
The 2018/19 irrigation season will see a first for Murray Irrigation. Following the
implementation of the new operating model through the successes of the PIIOP project, the
irrigation system will be controlled remotely from the office.
In developing a Network Operation Control Centre (NOCC) the system will be filled and
operated for the first time using remote control technology. The automated infrastructure will
allow Murray Irrigation to squeeze the system for efficiencies in what is expected to be a dry,
low allocation year.
With very low rainfall and expected low allocation, we are committed to supplying customers
with their valuable water with an emphasis on system efficiencies. The Season Operating Plan
has been developed around four key themes:

➢

Customer focused

➢

Network Operation Control Centre (NOCC)
implementation

➢

Manage our limited resources efficiently

➢

Reliability and compliance
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Customer focused
Team structure
The Water Delivery Team has been set-up to support our customers and
their farm businesses, as well as driving innovation and efficiency within
the irrigation network to ensure Murray Irrigation is delivering value and
supporting a thriving, viable irrigation region.
The team has established a structure to support and enable customers as
described below.

1.1.1.

Customer Support

The frontline Customer Support team has been set-up to support our customers at a
transactional level by providing an accessible, responsive and flexible service which facilitates
customers’ enquiries and issues in an efficient and timely manner delivering value for both the
customer and company.
The multi-skilled and professional Customer Support team will be the first point of contact for
a wide range of customer interactions and business transactions with the company including
assistance and support with customers’ water ordering needs, water account management,
annual transfers and Water Exchange activity.
This will enable customers to conduct necessary business with Murray Irrigation with ease in
a seamless manner allowing them to focus on their farm-business.

Services available include:
−

Water ordering and water account information

−

Water account management including assistance with amalgamations,
subdivisions, merges and consolidations

−

Internal and external transfers of annual allocation and delivery entitlements

−

Water Exchange activity including internal and external trade of annual
allocation and delivery entitlements

−

Assistance with understanding permanent trade processes

Customer Support staff are available at each of Murray Irrigation’s Customer Centres.
•

Deniliquin Customer Centre – Monday to Friday 8.30am-5.00pm

•

Finley Customer Centre – Monday to Friday 8.30am-5.00pm

Phone support is available from 7.00am to 7.00pm, during the irrigation season, on T. 1300
138 265.
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Customer Support utilises a company-wide platform to record all company interactions and
more specifically manage customer interactions. The system is called CIRAS (Customer
Information Recording & Action System)
CIRAS is built on a customer search function which allows live information about customers
to be drawn from Murray Irrigation systems providing a snapshot of the customer’s current
relationships with Murray Irrigation, thus enabling appropriate support to be provided to the
customer.
All interactions with customers will be recorded and monitored for follow up and resolution of
customer’s enquiry.

1.1.2.

Customer Accounts Team

The Customer Accounts team will support customers by engaging with them at a strategic
account level with a focus on delivering excellent customer service with timely and informed
responses to our customer’s needs.
This year the team will focus on six key objectives to align with our Company’s strategic
direction. These include:
1. Complex Enquiry Workflows: Develop workflows, guidelines and procedures for a
set of complex enquires. This is to ensure that both us and the customer have a clear
understanding of what is expected to ensure the activity occurs in a timely manner
when the action is triggered by a customer request.
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2. Customer Account Management: Build relationships with our key existing and new
customers to improve their business performance, increase investment and improve
our staff skills base to be more in-tune with our customers
3. Field Operations Supervision: Develop system operating procedures so that the
transition from a manual operating system to an automated system is undertaken to
deliver excellent service to customers and ensure a continuation of customer
interaction with our staff.
4. On-Farm Irrigation Efficiency: Implement Rounds 4 and 5 On-Farm Irrigation
Efficiency Programs in accordance with Funding Agreement obligations and
Landholder Infrastructure Works Contracts. Work with Landholders to assist them
complete their nominated activities in accordance with the contractual obligations.
5. PIIOP 2 Closure: Finalise the implementation of activities related to the PIIOP 2
program. Activities relating directly and indirectly to the PIIOP2 program involve
working with the construction team to resolve customer issues with remaining build
outlets, associated decommissioning of outlets to achieve infrastructure rationalisation
targets along with reviewing outlets to ensure compatibility with our systems.
6. Customer Consultation Projects: Consult with customers to implement company
projects so that works occur in a timely and a coordinated manner and customers are
satisfied with works and the way we have conducted our activities whilst on their
property.
Coordinating projects with these customers that will support their farm businesses and
facilitating more effective interactions between customers, water operation functions and the
company.
By engaging with our water users, the team will help facilitate operating plans, help ensure
adequate supply and better equip these customers with the knowledge and confidence to
maximise their irrigation schedules. On-farm efficiency projects and reconfigurations will allow
our customers to make their on farm infrastructure more efficient, and enable better control
and access to irrigation on their landholdings, while providing mutual financial benefit to
customer and company.
The Customer Account team will continue to work with customers following the implementation
of the PIIOP project. Remaining legacies, new outlet upgrades and decommission activities
will be a high priority.
Defining and mapping how customers enquiries are managed is an objective of the Customer
Accounts Team. Defining the difference between simple customer enquiries and more
complex enquiries will assist us to provide an increased level of service to customers.

1.1.3.

Water Operations

Water Operations are responsible for the management of supply channels under Network
Control.
Water Operations will be targeting system efficiency and customer service, with a renewed
focus on innovation and flexible season operating plans.
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Working in conjunction with the other functions within the Water Delivery team, Water
Operations will endeavour to provide our customers with a responsive, efficient, value for
money water delivery service.
This season will see significant change with the introduction of the NOCC. Channels and
outlets will be fully operated remotely with limited eyes in the field.

How we will communicate
The Water Delivery team will communicate with customers through a
range of mechanisms.

1.2.1.

Talking Water

Murray Irrigation issues a weekly customer newsletter called Talking Water. This is a single
page newsletter issued on Tuesday each week and includes up to the minute news and key
issues such as official company announcements, operational issues, water availability and
usage, trade data, channel flows, rainfall figures and up to date MDBA storage and river flow
information. You will also find upcoming events, and various other matters of interest to Murray
Irrigation customers.
Customers must register to receive Talking Water, with an option for either fax or email
delivery.

1.2.2.

Customer Meetings

Murray Irrigation is always looking at new and improved methods to engage with customers.
In 2018/2019. This year we will try a new format with meetings with less formal presentations
and more interaction with our staff, so our response can be tailored to individual customer
needs.

1.2.3.
1.2.3.1.

SMS and email notifications

Automated messages

Customers can register to receive various automated SMS/email notifications from the water
ordering system.
Notifications available include:
− Allocation and off allocation announcements
− Insufficient water - not enough water in the account to cover the order
− Order confirmation
− Order ending – four day alert (for orders longer than four days)
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− Order end alert
− Order starting – four day alert
− Order start alert
− Out of Water - allocation account is approaching a zero balance
Utilising these notifications can assist you in managing your water allocation account and
prevent delays and interruptions in your irrigation program.
The screen below shows the preferences for notification, these can be activated by selecting
‘User options’ then ‘Communication settings’ while logged in to Water Ordering System on the
internet.

Customers that do not have access to the internet can register to receive notifications by
contacting the Customer Support Team on 1300 138 265.

1.2.3.2.

Murray Irrigation generated SMS messages

Utilisation of new technology has allowed Murray Irrigation to send bespoke messages to
customers via an SMS service. Customer Support utilise this communication tool to
communicate key activities and notifications to customers over the season.
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1.2.3.3.

Casual usage notification via SMS message

The casual usage notification sent to customers that have exceeded their casual usage
threshold will be sent via the SMS message system described above.
Customer Support will generate a bespoke message, identifying the landholding exceeding
the casual usage threshold. This message will be sent on Wednesday AM, each week
through the irrigation season.
An example of the message will be “Your Murray Irrigation water account 1000000 (W999)
has exceeded 120% of your annual delivery entitlements. Trade in ‘X’ annual delivery
entitlements to avoid casual usage fees (this includes all your future orders) Further
information contact Customer Support on 1300 138 265”
Customers who do not have a mobile phone number linked their account will be notified of the
casual usage risk via a phone call prior to the time of invoicing.

1.2.4.

Water availability announcements

Allocation announcements are made by the relevant state authority, Department of Industry –
Water (DoI-Water), during the irrigation season. Following the announcement by DoI-Water,
Murray Irrigation distributes allocation announcements to all customers via Talking Water and
SMS message.
Murray Irrigation also makes customers aware of the availability of off-allocation water,
following advice received from the relevant state authority, or otherwise as made available by
Murray Irrigation.

1.2.5.

Sending messages to Murray Irrigation

Customers are also able to send messages through the Water Ordering system in regard to
their water ordering.
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While logged into the Water Ordering system select ‘User options’ then ‘New Message’, type
your message and click on send.

The Customer Support team will then review and respond to your message.
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Network Operation Control Centre
(NOCC) implementation
What is a NOCC?
A NOCC is a central location where network administrators manage, control and monitor one
or more networks. The overall function is to maintain optimal network operations across a
variety of platforms, mediums and communications channels. NOCCs include visual
representations of the networks being monitored and workstations where detailed network
statuses are monitored. Software is employed to help manage the networks.

What will it be used for?
The NOCC will be a centralised operations centre where we monitor, manage, control and
resolve business service issues to ensure we deliver a reliable, efficient and cost-effective
services to our customers.
The NOC is not just about water delivery - it will change the way we do business, by utilising
technology to ensure all our business processes are documented and dealt with in the most
efficient manner.
The NOCC and remote control of the network provides a platform that allows operators
flexibility to operate the system in a number of ways.
Levels and flows can be adjusted at any time and along with accurate measurement of the
amount of water in the system this gives operators the tools they need to operate an efficient
system. It also has the ability to improve customer service levels through reduced ordering
times and more consistent flow rates.
For our customers, remote control supports innovative farmers to leverage smarter on farm
irrigation systems and technology by delivering water when and where they need it.
For our communities and our region’s future this attracts people and businesses who can
invest because they’re reassured about the security of the water delivery network

Managing our limited resources
efficiently
With a focus on innovation and technology the company’s water
operations are aimed at maximising efficiency and minimising losses
whilst remaining flexible to react to customer’s irrigation requirements.
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Starting the irrigation season
Murray Irrigation intends commencing refilling of its supply channels through its bulk
supply offtakes as follows:
Mulwala Offtake: 23 July 2018
Wakool Offtake: 31 July 2018
Murray Irrigation will deliver water to customers by the 15 of August.
Murray Irrigation will monitor climatic conditions and seek input from customers on their
expected demand and subject to these may commence diversions earlier or later. Due to
significant construction works being undertaken as part of the PIIOP program the start
date is unlikely to be brought forward.
Channel refilling updates will continue to be provided to customers in Talking Water, as
required.
Channel filling will be monitored and controlled using the NOCC, located in the Deniliquin
office. This signals a significant point in Murray Irrigation’s history as the journey to utilise
the investment in our automation infrastructure begins.
Channels will be filled using the following five scenarios:
1.
2.
3.
4.
5.

Scenario 1 - Worst Case (Severe Drought)
Scenario 2 - Very Dry
Scenario 3 - Dry
Scenario 4 - Average
Scenario 5 - Wet

Each scenario contains a different operation model. These operating parameters will be
communicated with customers throughout the season. Murray Irrigation will also
communicate when moving from one scenario to another.
2018/19 season opening will be Scenario 2.
Refilling of the Mulwala and Wakool canal systems may be accelerated however, if there
is a Supplementary Water access period as announced by WaterNSW. Murray Irrigation
can make extensive savings to its conveyance licence by filling channels with
Supplementary Water and is able to return those efficiencies to customers through the
Resource Distribution.
By delaying channel filling where climatic conditions permit, Murray Irrigation can save
water from seepage and evaporation losses. Water savings achieved from delaying
channel refilling also provides greater opportunity for Murray Irrigation to announce
Resource Distribution. Murray Irrigation may delay filling sections of channel into the
season if there is no customer demand.
While channels are being refilled, water orders may not be deliverable within the normal
four-day notice period. Customers are advised to provide advanced warning of delivery
requirements to enable Murray Irrigation sufficient time to refill channels where necessary
to meet delivery requirements.
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Murray Irrigation will consider delivering customer orders on a case by case basis while
downstream channel filling is occurring, if there is no detrimental impact to previously
planned flows allocated for channel filling. (i.e. customers’ orders will be additional to
channel filling flows).

Ending the irrigation season
The timing of the closure of Murray Irrigation's offtakes and the ending of the irrigation season
will be determined in mid-April after an assessment is undertaken. It is likely that both the
Mulwala Canal and Wakool Canal offtakes will be closed sometime during the period 1 to 15
May 2019 inclusive with last orders delivered in early June.
Benefits associated with end of season channel draining include:
➢

Improved water delivery efficiency;

➢

Reduced seepage of water into the groundwater table;

➢

Weed control (e.g. frost kills);

➢

Ability to complete maintenance works;

➢

Ability to complete capital works;

➢

Ability to complete infrastructure inspections;

➢

Installation of infrastructure under PIIOP.

There are opportunities for sections of channel with minimal maintenance or construction
requirements to remain filled through the winter period. This will be determined in consultation
with customers if there is a possibility for this to occur. Managing the system this way can
return significant water savings.

The timing of the closure of Murray Irrigation's offtakes will be determined after an assessment
using the criteria listed below:
➢ Season commencement date
Did the irrigation season commence early/late, and is there an outstanding requirement
to commence the next season early/late?
➢ Off-season maintenance programs
Consideration of annual works program requirements.
Frost control period in channel beds – weeds.
➢ CAPEX and PIIOP construction activities and locations
Consideration of CAPEX and PIIOP 3 construction requirements.
➢ Weather conditions
Has there been excessive rainfall within the past month?
Has there been an extended dry spell?
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Above average temperatures within the past month?
➢ Licence volumes
Conveyance volume remaining.
Customer volume remaining.
Carryover capacity.
Potential to capitalise on Supplementary Water events.
➢ Customer demand
Have customers signalled their intent by placing orders?
What volume of water is currently being delivered/forecast?
➢ WaterNSW
Will levels remain high enough for diversions to continue at Mulwala and Wakool Canal
Offtakes?
Are there accredited escape requirements from WaterNSW?
➢ Miscellaneous
Price of water/exchange volumes.
Customer location.
Horticultural requirements.
Further details regarding end of season arrangements will be announced in Talking Water
later in the season.
Customers will also be notified via Talking Water of the end of season arrangements for
balancing water allocation accounts. This will allow customers the opportunity to manage the
potential forfeiture of any carryover water and balance their water usage to prevent incurring
casual usage fees.

Off allocation/ supplementary water
Off Allocation Water refers to the use of water without debit from your water allocation account
balance i.e. it is water that is made available in addition to both normal and resource
distribution announcements by the company
Usage fees still apply to Off Allocation Water deliveries which are also included within the 120
percent Delivery Entitlement trigger for the Casual Water Usage Fee.
During periods of Supplementary Water Access announced by Department of Industry- Water,
Murray Irrigation will usually announce internal periods of Off Allocation Water access.
Off Allocation Water access periods may be different for customers depending on if they are
supplied by either the Mulwala Canal or Wakool Canal offtakes.
If Murray Irrigation determines that internal On Allocation Water demands are close to or
exceed the rates of Supplementary Water Access announced by WaterNSW, no internal Off
Allocation Water access to customers will be announced; however the company will continue
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to divert water against its Supplementary Water Access Licence. In these cases, additional
water made available to Murray Irrigation through its Supplementary Water Access Licence
will be considered for re-allocation to customers in the form of Resource distribution.
In periods where Murray Irrigation does elect to announce internal periods of Off Allocation
Water access, the event will be managed with the view of maximising water availability to
Murray Irrigation customers. Key points to note regarding internal Off Allocation Water access
periods include:
➢ For the period 15 September to 31 December, net diversions of Supplementary Water
at the Mulwala Canal Offtake are likely to be limited to 5,000 ML/day (approximately
50 percent of channel capacity) in accordance with the terms of the partial
Supplementary Water Access Licence sale in March 2007.
➢ Large increases in daily demand may mean the need for Murray Irrigation to apply
restrictions to supply rates for operational reasons such as channel capacity
constraints.
➢ There are no opportunities internally within Murray Irrigation to concurrently divert
On Allocation Water during Off Allocation Water events, however this option has been
identified to investigate for adoption in future irrigation seasons.
➢ Where possible, Murray Irrigation will manage its bulk Water Access Licences to limit
either the likelihood and/or magnitude of restrictions required during Off Allocation
Water events.
➢ Although Murray Irrigation will attempt to maximise Off Allocation Water access
availability, there is no guarantee of supply during Off Allocation Water access periods.
Customers who hold private Supplementary Water Licences may annually transfer
supplementary water to Murray Irrigation for use in addition to any Murray Irrigation offallocation use. The following conditions will apply:
➢ Transfer must be done during a supplementary event.
➢ Murray Irrigation must have the ability during that event to divert the additional water.
Situations where this may occur include:
- Murray Irrigation’s daily order volume is not restricted during an off
allocation event;
- Murray Irrigation exhausts its own licence before an event concludes;
- Murray Irrigation’s off allocation is shorter or for less volume than the
supplementary event (e.g. the company finishes a day earlier because
our demand exceeds available supplementary water diversion limit).
➢ All transfers are subject to Water NSW’s approval of the annual transfer.
This process is subject to Water NSW and NSW Department of Industry - Water policies that
may be subject to change and are outside of Murray Irrigation’s policy.
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Reliability and compliance
Murray Irrigation is focused on ensuring our customers and the business has a strong,
confident and sustainable future. To achieve this, we aim to work with our customers
to ensure we provide a reliable and timely service to meet customer needs with
compliance requirements which are appropriate to the level of risk.

Water ordering and delivery
Murray Irrigation provides a seven-day water delivery service to customers. This means that
customers can make starts, finishes, increases and reductions to water deliveries on all days
including weekends and public holidays via the water ordering system.
Advance notice of four days for starts and/or increases to orders is required for guaranteed
availability.
The requirement for a four day advance order time is due to the fact that it takes four days
for water released from Hume Dam to arrive at Lake Mulwala where Murray Irrigation’s
Mulwala Canal Offtake is located.
Note: the four-day advance water order requirement also applies to the Wakool Canal
Offtake.
Depending on the season filling scenario and demand on the channel, orders will be
endeavoured to be delivered prior to the four day wait period. The customer support team will
communicate with the customer regarding earlier access to water. It is important to note; each
operating scenario is designed to maximise water efficiencies while not significantly effecting
the level of service to customers.
Water may be ordered via logging into the water ordering system or using the IVR telephone
system. Additional functionality is available when accessing the online system.
Telephone water ordering (IVR) is provided by calling T. 1300 781 431
A customer number and PIN is required to access these services.
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The water ordering system is available online or via mobile devices at
www.water.murrayirrigation.com.au
Customer Portal
https://www.murrayirrigation.com.au/

Water Ordering

After processing customer water orders, Murray Irrigation lodges both a daily (i.e. today) and
four-day advance order for its bulk offtakes with Water NSW (formerly State Water
Corporation) by about 8.00am each morning.
Murray Irrigation’s four-day advance order is then considered in conjunction with other river
demands to determine the daily release rate from Hume Dam. This means that Murray
Irrigation is often not permitted to divert more water than the volume specified in its four-day
advance water order lodged with Water NSW
When a water order is lodged, the volume of water required to complete that water order is
debited from the water available on a customer’s account. For more detailed information on
understanding your Water Allocation Report, please visit
https://www.murrayirrigation.com.au/wp-content/uploads/2018/05/Fact-Sheet-Waterallocation-report-orders.pdf
Alternatively, you can contact Murray Irrigation’s Customer Support team on T. 1300 138 265.
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Outlet Service Level types
4.2.1.

High Level of Service Outlets

High Level of Service (HLOS) outlets, installed as part of the PIIOP rollout, can be operated
with the following benefits:
➢ The ability to start/finish or change your water orders multiple times per day, subject
to channel constraints;
➢ Orders can be placed at any time with six hours’ notice required to start an order
and two hours’ notice to change an order. These time restrictions are
automatically managed by the water ordering system.

4.2.2.

Standard Level of Service Outlets

Standard Level of Service (SLOS) outlets, installed as part of the PIIOP rollout, can be
operated with the following benefits:
➢ The ability to start/finish or change your water orders twice during a 24-hour period,
subject to channel constraints
➢ Order duration can be in 12 hourly increments (rather than 24-hour increments)
➢ Orders/changes must be placed before 6:30am or 6:30pm for that order to be
considered for activation in the next 12-hour period. (These time restrictions are
automatically managed by the water ordering system.)

4.2.3.

Manually operated Outlets

Outlets not upgraded as part of the PIIOP program will be known as Manual Outlets and
require a different management regime under automated operations.
The following service level will be provided to manual outlets:
➢ Manual outlets will be operated by a Murray Irrigation employee at one (1) change per
day. However, the time it opens, or changes may vary each day due to demands of
the automated system.
➢ On the day of the order start, change or finish a Murray Irrigation employee will call the
customer with the expected time that they will be at the outlet to open/close or change
it.
➢ Requests for order start/changes are to be placed prior to 6.30am through the water
ordering system. Advance notice of four days is still required for guaranteed
availability.
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➢

From 2018/19 season requests for starts/changes on weekends will incur a fee (to be
determined) to cover the cost of sending a staff member to the site. This is because
under the automated system we will only have field staff working on business days.

Support with your orders
Customers should give as much notice as possible when ordering water to improve chances
of timely delivery.
Assistance with water ordering is available by phoning the Customer Support team on T.
1300 138 265 from 7.00am to 7.00pm
All orders are placed in ML per day in the water ordering system.

Emergencies after hours
For emergencies after hours (7.00pm and 7.00am) call T. 1300 657 313

Emergency response
Unforeseen circumstances may mean that Murray Irrigation’s Emergency Response Plan is
initiated. In the event this occurs, Murray Irrigation will attempt to contact all affected
customers and will aim to minimise the impact upon service delivery in the shortest time frame
possible.

Compliant meter credit
Murray Irrigation will retain the compliant meter credit of five percent credited against water
use in 2018/19 for automated outlets.
The compliant meter credit was originally adopted to address potential equity issues during
the outlet and meter upgrade construction phase.
Upgraded outlets are eligible to receive a five percent compliant meter credit which is
calculated on actual water use. The purpose of this credit is to align actual water use with
upgraded outlets to existing Dethridge outlets.
For example a customer may order 100ML of water through a Dethridge outlet and typically
receives 105ML on-farm. Through a compliant outlet, 100ML of water ordered will be 100ML
delivered on-farm. A credit of 5ML is then provided to the account of the customer that delivers
water through a compliant outlet so it is in-line with actual water delivered through the
Dethridge outlet.
The credited amount can be found under “compliant meter usage credit” on the water
allocation report from the water ordering system. The compliant meter credit is credited to the
customer’s account whenever the actual water use is recorded on our water ordering system.
The policy will be reviewed again next year once the meter upgrade program is complete
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to consider how the credit is applied in the future when it may be defined as a water users
credit to reward and encourage further water use in our footprint.

Restriction of supply
In some circumstances, it may be necessary for Murray Irrigation to apply restricted supply
rates to customer water orders as a result of operational constraints and/or needs such as
channel capacity limits.
Unless otherwise negotiated with customers (e.g. rescheduling), when Murray Irrigation needs
to apply restricted supply rates it will do so in accordance with its Distribution Rules Policy.
Key aspects of these arrangements include:
➢ The distribution of available water in proportion to flow shares
➢ The application of flow rate limits (for outlets).
Landholdings are generally entitled to one flow share, except in cases where subdivisions and
amalgamations have been carried out, or a reconfiguration has occurred
Further details can be found in Clause 8 of the Distribution Rules Policy available on the
Murray Irrigation website under Corporate/Company Policies.
For assistance in determining how many flow shares your landholding(s) has, contact
Customer Support on T. 1300 138 265.

Customers not taking ordered flow
An automated system relies on outlets taking the flow that has been ordered to operate
efficiently.
Under section 4.4. the Distribution Rules, a customer must take water at a rate of flow
specified in their water order by operating their works in a manner adequate to accept the
flow.
If an outlet fails to take their ordered flow the following steps are followed
1. Customer Support will contact the customer to ask that required flow be taken.
2. If a customer continues to order a flow and not take it, then our customer accounts
team will investigate, speak with the customer and attempt to find a solution to the
issue.
3. Continual overordering will result in the maximum ordered flow available on the outlet
being reduced and the company may debit the customer’s account as specified in
section 4.5 of the Distribution Rules.

Stop Supply - out of water
It is the responsibility of customers to monitor water usage and maintain a positive account
balance. When an account reaches a zero balance, all outlets will be finished by Murray
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Irrigation, and a four-day wait for start orders may apply once the account is returned to a
positive water balance.
Customer Support will attempt to contact customers whose allocation accounts are
approaching a zero water balance, advising them of their status.
Customers can also nominate to receive notification via SMS or email that their allocation
account is approaching a zero balance (see Section 3.3.1 SMS/email notifications).
Customers who have been sent a notification, or have been contacted previously, may find
that their outlets are switched off without notice when a zero balance is reached.
Once an outlet has been finished due to a zero allocation account balance, the landholding
will be placed on “Stop Supply” until water is allocated, purchased or transferred to the
account. Customers will need to contact a Customer Support Officer to have the “Stop Supply”
removed to enable them to order water.
Customers whose accounts are on “Stop Supply” for having a zero water balance are still
entitled to order water during a supplementary water event, however they will need to talk
directly to a Customer Support Officer to be able to manage this.

Stop Supply – non-financial
Customers who have outstanding accounts with Murray Irrigation will also be placed on stop
supply. Customers whose accounts are on “Stop Supply” for financial reasons are not entitled
to order water during a supplementary water event, nor are they entitled to receive any
Resource Distribution.
The company’s financial terms are provided in the table below.

As described above, the company will withhold certain benefits from customers who have
outstanding debts with the company. In line with the Entitlements Contract, Murray Irrigation
reserves the right to sell customers’ temporary water allocation to settle an outstanding debt,
a notice period of 14 days applies prior to this action being taken.
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This is to ensure that a customer who is out of terms, does not share these benefits equally
with customers who have complied with Murray Irrigations payment structure.

Domestic Water Supply
Murray Irrigation also provides access for customers to domestic water supply through its
infrastructure. This is usually provided via an unmetered pipe from the water supply system.
Customer with an unmetered pipe are assumed to have a 2 ML usage each year. This amount
is debited from the water allocation account at the commencement of each season.
Channels supplying domestic water only may be operated below full supply level but will
generally be raised to a height to enable the gravity supply of water via domestic pipe outlets
as required. However, there is no guarantee of a supply height in this scenario and pumping
may be required.
Arrangements for accessing domestic supply can be made through Customer Support on
1300 138 265

4.11.1.

Domestic Only Water Supply Agreement

This arrangement is available to customers whose only connection to Murray Irrigation’s water
supply system is an unmetered pipe, or via a ‘joint water supply scheme’. The water supplies
a house and possibly a dam, but does not supply commercial activities including irrigated
farming or commercial livestock enterprises. Customers with irrigation outlets (except joint
water supply schemes) are ineligible for this arrangement.
Under this agreement you will not have a water allocation account, receive allocation, or be
able to participate in the annual water trade market. Water supplied under this arrangement
will be sourced from allocation made available to the company’s conveyance water access
licence.
Customers wishing to convert from an irrigation water supply to this arrangement must also
apply to remove all irrigation outlets.

4.11.2.

Unused domestic 2ML deemed usage credit

Historically, all unmetered domestic pipe outlets were debited with a deemed (assumed)
usage of 2ML per outlet at the start of each season in accordance with the present Distribution
Rules Policy. This water allocation debit was applied irrespective of whether an unmetered
domestic pipe outlet was used during the season or not.
Murray Irrigation is again offering a 2ML water allocation credit provision for unused domestic
pipe outlets. Key points include:
➢ Applications must be made in writing on the prescribed form and received by
Murray Irrigation no later than Friday 21 September
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➢ Application forms (Form WM1) are available from the ‘Forms’ section of Murray
Irrigation’s website or by contacting Customer Support
➢ Applicants must clearly identify which pipe outlet(s) their written application applies
to. Outlet numbers are generally signposted at the site of each outlet
➢ Applicants must be able to demonstrate that their outlet has not been used for the
2018/19 season
➢ Outlet fees will still apply
Refer to Murray Irrigation’s schedule for Standard Service Fees for details regarding
application costs. Where practical, Murray Irrigation will temporarily disable domestic outlets
that have been approved for a deemed usage credit.
Customers may also wish to consider the permanent removal of unused domestic outlets.
Please contact Customer Support on T. 1300 138 265 for further details.

Channel Maintenance
Customers who have concerns regarding the condition of their channels and Murray
Irrigation’s ability to meet their 2018-19 irrigation supply requirements are encouraged to
contact Customer Support on T. 1300 138 265.

4.12.1.

Planned maintenance

Where Murray Irrigation is required to conduct any form of planned maintenance to its water
distribution system that may cause an interruption of service delivery to customers, Murray
Irrigation shall inform affected customers of the time and duration of any such planned service
delivery interruption at least seven (7) days in advance of the interruption.
The SMS/email notification service within the water ordering system may be used to
communicate these messages.

4.12.2.

Reactive maintenance

Where Murray Irrigation is required to conduct any form of reactive maintenance to its water
distribution system, that may cause an interruption of service delivery to customers, Murray
Irrigation shall aim to rectify the situation as soon as reasonably possible to ensure service
delivery interruption is minimised.

Wet weather
In some circumstances during periods of wet weather, it may not be possible for Murray
Irrigation to physically access some sections of channel to make requested changes to
water delivery requirements (as detailed by customers’ water orders).
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In cases such as this, Murray Irrigation will attempt to notify customers as soon as possible
and discuss potential contingency measures.
Customers are reminded that they are not permitted to adjust their outlets unless instructed
or authorised by Murray Irrigation to do so.

Water Quality
Murray Irrigation does not guarantee the quality of water delivered to customers through
the supply system. Water supplied by Murray Irrigation to customers is not potable. This
means that water supplied by Murray Irrigation is not suitable for humans to drink.
Murray Irrigation does not guarantee the quantity or quality water extracted from the
stormwater escape system.
Murray Irrigation notifies customers via Talking Water of any known water quality concerns
regarding water that is being delivered at the Mulwala Canal and/or Wakool Canal offtakes.
Customers are also advised that in some locations there might be temporary periods of
reduced water quality due to channel maintenance requirements. A typical example of this
is when Murray Irrigation needs to complete de-silting works during the season while the
channels are operating.

4.14.1.

Blue-green algae

Murray Irrigation is a member of the Murray Regional Algal Coordinating Committee
(MRACC). The MRACC provides regular updates on the level of the blue-green algae in
the Murray System suppling Murray Irrigation’s offtakes. In the event of high levels of bluegreen algae being present in the systems supplying Murray Irrigation, customers will be
notified and Murray Irrigation will undertake testing at the offtakes.
For further information regarding Blue-green algae see government website:
http://www.dpi.nsw.gov.au/content/agriculture/resources/water/quality/publications/bluegreen-algae

Environment Policy
The company Environment Policy aims to demonstrate our commitment to achieving a
balance between environmental responsibility and agricultural production.
Key compliance requirements of the Environment Policy include:
-

managing the discharge of drainage water into the stormwater escape or supply
system.

-

managing soil types and water usage for rice production

-

managing recharge of local water tables and potential soil salinity
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4.15.1.

Stormwater escapes & drains

Customers are reminded that in all circumstances they are required to contact Murray
Irrigation before discharging water into the stormwater escape or the supply system.
Customers need to comply with the Environment Policy prior to discharging water from their
property after rainfall events.
Stormwater can be discharged from landholdings by two methods:
➢ Landholdings with access to the stormwater escape system can discharge stormwater
into the stormwater escape system after approval has been granted.
This form is available via Murray Irrigation’s website by selecting ‘customers’ then
‘forms’ then ‘general’ – Application to discharge into drainage system
➢ Landholdings with no access to the stormwater escape system can discharge water
into the supply system after approval has been granted.
This form is available via Murray Irrigation’s website by selecting ‘customers’ then
‘forms’ then ‘general’ – Application to discharge into supply system
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