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• Dual mission: indicates that the WSB 
has two areas of activity. In most 
instances within the Australian water 
sector, this mission breadth occurs 
within utilities that provide water 
and power services.

• Single mission: indicates that the 
WSB has just one area of activity.

For example, a local government 
in Queensland has a number of respon-
sibilities and objectives ranging from
the old cliche of ‘roads, rates, and
rubbish’ to provision of childcare,
supplementary health services, and so
on.By contrast, a rural water authority
in Victoria has really only one 
business – water.

Assessing the content of 
management reports
The next stage of the research was to
submit the top management reports of
identified WSBs to content analysis to
identify agenda priorities.Content
analysis is a well known technique and
has been applied to the annual reports
of arts organisations in Australia
(Rentshcler and Guersen,1999).
Content analysis is a way of determin-
ing management emphasis, priorities,
or changes in corporate objectives.

The underlying assumption is that

senior management will express what
they perceive to be positive,
compelling and laudable in the reports
that are written for their businesses’
stakeholders and shareholders.As such,
it is possible to determine what their
priorities are in their management of
their company.Content analysis is
carried out manually by measuring (in
centimetres) the amount of space
dedicated to specified subjects. After
using content analysis, the researchers
are able to present an assessment of the
document in terms of the percentage
of document pertaining to a specified
topic.For example:‘1.3% of this
document concerned non-water
related infrastructure maintenance’.

A total of 62 distinct subjects were
defined,with these falling into 10 main
categories.These categories are used
within the research to provide 
‘generalised’ snapshots of a WSBs
attitudes and focus.The 10 categories
used are:
• water content (including ESD)
• headings
• acknowledgements and photos 

of CEO
• non-water
• current drought
• ESD

• staff
• governance
• customers
• elections/profits
• mission/vision

To carry out content analysis on the
selected WSBs, annual reports were
obtained and the introductions,
highlights,mayoral report,CEO’s
report and managing director’s reports
from within the annual reports were
examined.The TMRs were printed on
A4 paper which measures 21.0cm by
29.7cm.This means that each page has 

a total area of 623.7cm2.All graphics 
and text were measured to find the area 
of their ‘footprint’.Measurement was
carried out by hand with a transparent
grid overlay with each square being
0.5cm by 0.5cm.

A tally of the total space for each of
the 62 subjects was then kept as the
document was assessed.After the
assessment was completed, the total for
each category was determined.The
data was entered into an Excel 
spreadsheet and percentages of TMR
were calculated.

Results
As the research is still in progress,
it would be too soon to draw 
conclusions at this time.Nevertheless,
the preliminary results are intriguing 
(see graphic).

As one would expect, it does appear
that WSBs with a single mission or
dual missions are more likely to address
ESD and water than multi-mission
WSBs.There may also be a correlation
between the level of fragmentation of
the water industry within a given state
and the likelihood of ESD attention
and adherence to the NWI.

The research is progressing well. It is
anticipated that with the data gathered
the CCWP&L will be able to examine
whether issues of business size,
customer base, customer type (rural,
urban, irrigator, residential, and so on),
staffing levels, region, type of owner-
ship and even water source have any
impact on a WSB’s tendency to adhere
to ESD and the NWI.●

Table 1 - Australian water supply businesses and governance types.

State Population       Area WSBs Governance types Mission breadth
Australian Capital Territory 314,171 2,358 1 1 Dual mission
New South Wales 6,532,459 800,628 145 16 Multiple mission
Northern Territory 197,590 1,335,742 1 1 Dual mission
Queensland 3,627,816 1,723,936 133 16 Multiple mission
South Australia 1,502,397 978,810 7 5 Single mission
Tasmania 470,272 64,519 14 5 Multiple & Single
Victoria 4,828,968 227,010 24 4 Single mission
Western Australia 1,909,751 2,526,786 8 6 Single mission
Australia 19,383,424 7,659,861 333 20
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‘It is not enough to do your best; you must
know what to do and then do your best.’
W Edwards Deming

What gets measured gets 
done, especially when we

know what to do.When human
beings are involved,measuring
performance is a proven method
of improving outcomes.Most
forward-thinking utility managers
recognise the value of implement-
ing a sound performance 
measurement programme.The
difficult part is determining what
exactly to measure.

To provide some answers, a joint
Water Environment Research
Foundation/AWWA Research
Foundation (WERF/AwwaRF)
research project,‘Developing and
implementing a performance 
measurement system’,was conducted
and published in 2005.Utilities across
North America participated in the
research, sharing their own experi-

ences with performance measurement
systems, and developing new frame-
works that would serve as the standard
for water and wastewater utilities.
Primary participants included the City
of Phoenix Water Services (Arizona),
Union Sanitary District (California),
Seattle Public Utilities (Washington)
and Central Contra Costa Sanitary
District (California).

The purpose of this research was to
provide methods and tools that would
enable a water or wastewater utility to
develop and implement a proven
performance measurement system
approach.The project included core
research,demonstration pilots, and
application of the pilot results and
lessons learned to the final 
published process.

The end result is a seven-step
methodology,based on a Balanced
Scorecard (BSC) approach, to design
and implement performance measures
at both the enterprise (utility-wide)
level and the team level.The means 
to align and coordinate measures
throughout the organisation were
defined for both levels, and 
recommendations were made for
involvement, education,
communication and commitment of
utility participants for successful
performance measurement.

This feature explores how utilities
can develop an effective performance
measurement system. It also examines
the case of a mid-sized US utility that
has implemented performance 
measurement as an integral part of its
strategic planning.These lessons
learned, in both research and practical
use, can be applied anywhere in the
world where utilities desire to 
improve performance.

Columbus Water Works
Columbus Water Works (CWW),
170km south west of Atlanta,Georgia,
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What gets measured
gets done: applying a 
seven-step methodology in
Columbus, Georgia

PERFORMANCE MEASUREMENT

The Columbus Water Works is using a new seven-step
performance measurement methodology to set and
achieve strategic goals. TERRANCE BRUECK and BILLIE G TURNER

look at the approach and how it has been applied.
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Fig 1 The strategic framework


