
Wellington Water Status Update Report on Recommendations List to Commerce Commission to meet requirements of Wellington Water Foundational Information Disclosure Item 2.4

Group Report Short 
Name

Section in Report Theme Recommendation Rationale Status update on Group 2 and 3 
recommendations as at 30 June 2026

2 FieldForce 4 Improve Contract Management 
Capability and Processes

Management Services 
Agreement

Clarify roles, responsibilities, and reporting requirements to enhance service 
delivery, commercial outcomes, contract performance, and issue resolution.
Redefine roles and responsibilities of key functional support functions.

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai

2 FieldForce 4 Improve Contract Management 
Capability and Processes

Management Services 
Agreement

Clarify roles, responsibilities, and reporting requirements to enhance service 
delivery, commercial outcomes, contract performance, and issue resolution.
Re-establish the contract relationship through the development of a contract 
charter.

Change to the operating 
model

MSA is obsolete with the formation of Tiaki 
Wai

2 FieldForce 4 Improve Contract Management 
Capability and Processes

Management Services 
Agreement

Clarify roles, responsibilities, and reporting requirements to enhance service 
delivery, commercial outcomes, contract performance, and issue resolution.
Revise/develop and agreed the contract reporting requirements.

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai

2 FieldForce 4 Improve Contract Management 
Capability and Processes

Management Services 
Agreement

Clarify roles, responsibilities, and reporting requirements to enhance service 
delivery, commercial outcomes, contract performance, and issue resolution.
Revise/re-establish the monthly contract management performance meetings to 
include the appropriate operational representatives as required.

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai

2 FieldForce 4 Review End to End Works 
Delivery

End to End Works 
delivery model and 
processes - First Point 
of Contact with 
customer to job 
complete

Explore options for relocating the first point of contact, consolidate 
planning/scheduling and dispatch functions, and identify process gaps for 
potential delivery improvements. Proposed actions to support the 
recommendation include:
Consider the relocation of the first point of contact (call centre function) from 
WCC to WWL including the Call Centre setup and supporting processes – this will 
eliminate double handling, reduce cost and support the field operations to meet 
key required performance targets.

Change to the operating 
model

Passed onto Tiaki Wai. 
Tiaki Wai is intending to take on the first 
point of contact from councils. Punaha 
Tautoko Pukenga will deliver the required 
systems in due course

2 FieldForce 4 Revise Contract Documents Management Services 
Agreement

Reframe the MSA contract to include specific details such as reporting 
requirements, key performance measures, AWP (Annual Works Programme) 
delivery/risk, and budgets.
Key Performance Indicators – Develop a suite of KPIs for the MSA.

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai

2 FieldForce 4 Revise Contract Documents Reframe the MSA contract to include specific details such as reporting 
requirements, key performance measures, AWP (Annual Works Programme) 
delivery/risk, and budgets.
Performance Incentive – Performance incentive mechanism. To be agreed 
between parties to reward attainment of the agreed KRAs and KPIs. 

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai

2 Cost Estimation 
Error Review

Rebuild trust and confidence 
of shareholding councils in 
Wellington Water 

(blank) Review the 2022 Service Level Agreement with Councils – section 11 of the three-
Year Plan – to ensure that it is still current, especially the delivery date for the 
three-Year plan to councils. (1.4.5) 

Requires revision of MSA MSA is obsolete with the formation of Tiaki 
Wai
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3 FieldForce 4 Conduct a review of the 
effectiveness of Asset 
Management function and 
further develop the technical 
capability 

Effectiveness of Asset 
Management function 
and technical 
capability

Ensure all inputs, including augmentation, customer-initiated, and reactive 
works, are considered for the AWP and stabilize the physical delivery program.
Consider the development of internal resources re reliability centered 
maintenance analysis techniques etc
Note: It is recognised that a significant amount of effort and progress has been 
made since the inception of the MSA.  What was not evident, was how effective 
the technical capability or how the principles of an effective asset management 
approach were actually being applied. 

This doesn't reflect the 
current situation of the 
state of the network and 
resourcing

Passed onto Tiaki Wai.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 FieldForce 4 Conduct a review of the 
effectiveness of Asset 
Management function and 
further develop the technical 
capability 

Effectiveness of Asset 
Management function 
and technical 
capability

Ensure all inputs, including augmentation, customer-initiated, and reactive 
works, are considered for the AWP and stabilize the physical delivery program.
Review the current processes, cost justifications and timing required to support 
the development of the AWP
Note: It is recognised that a significant amount of effort and progress has been 
made since the inception of the MSA.  What was not evident, was how effective 
the technical capability or how the principles of an effective asset management 
approach were actually being applied. 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 FieldForce 4 Implement improvements with 
the Alliance

Alliance contract and 
performance

Develop Standard Task Estimates, revise Alliance KPIs, and review planning and 
scheduling processes. Proposed actions to support the recommendation 
include:
Conduct a detailed planning and scheduling process review with the potential to 
implement a centralised Planning/Scheduling and Dispatch functions.

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai. 
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.

3 FieldForce 4 Redefine AWP (Annual Work 
Programme) processes

Annual Work 
Programme Processes

Develop an unrestricted CAPEX and OPEX program, revise approval timelines, 
and consider standard task estimates for measuring work crew utilisation and 
productivity. Proposed actions to support the recommendation include:
Consider the use of Standard Task Estimates (as currently in use with the sub-
contractors).  The purpose is to establish a performance base line on which to 
measure work crew scheduled utilisation and productivity. 

Significant change to 
contractual arrangement

Passed onto Tiaki Wai. 
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.

3 FieldForce 4 Redefine AWP (Annual Work 
Programme) processes

Annual Work 
Programme Processes

Develop an unrestricted CAPEX and OPEX program, revise approval timelines, 
and consider standard task estimates for measuring work crew utilisation and 
productivity. Proposed actions to support the recommendation include:
Revise the current approval timeline to ensure the operational areas have 
adequate time to plan and resource the agreed AWP.

Timelines are set by 
councils

Passed onto Tiaki Wai.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.
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3 FieldForce 4 Review End to End Works 
Delivery

End to End Works 
delivery model and 
processes - First Point 
of Contact with 
customer to job 
complete

Explore options for relocating the first point of contact, consolidate 
planning/scheduling and dispatch functions, and identify process gaps for 
potential delivery improvements. Proposed actions to support the 
recommendation include:
Consolidate the planning/scheduling and dispatch functions – To assist in the 
allocation, management and monitoring of the works preparation and delivery 
functions.

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.

3 FieldForce 4 Review End to End Works 
Delivery

End to End Works 
delivery model and 
processes - First Point 
of Contact with 
customer to job 
complete

Explore options for relocating the first point of contact, consolidate 
planning/scheduling and dispatch functions, and identify process gaps for 
potential delivery improvements. Proposed actions to support the 
recommendation include:
Review the current works delivery processes to identify potential gaps within the 
existing business processes and further identify delivery improvements that may 
exist.

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 FieldForce 4 Review existing systems, 
applications and data 
architecture

Systems, applications 
and data

The objective being to continue developing asset data capture procedures, 
investigate system suitability for job planning and scheduling, and consider 
implementing a suitable CRM system. Proposed actions to support the 
recommendation include:
Continue to develop the Asset Data capture procedures and supporting 
applications (Asset Management, field mobility), recognising there has been a 
significant focus in the area.

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 AECOM Value for 
Money

O&M Alliance review Operations and 
Maintenance Alliance 
review 

Data integrity and analysis:  Cost of rework analysis. Further analysis is required 
on this metric. We believe the first step in this would be to review and potentially 
strengthen data capture processes to enable this. 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.
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3 AECOM Value for 
Money

O&M Alliance review Operations and 
Maintenance Alliance 
review 

Data integrity and analysis: Coding of faults - Requests for service, coded to 
address, and response to these requests for service, including standardised fault 
cause and costs assigned to individual assets, could be improved to enable 
better analysis of faults and costs of response and rework. 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 AECOM Value for 
Money

O&M Alliance review Operations and 
Maintenance Alliance 
review 

Data integrity and reporting: Improvements to Taumata Arowai reporting. There 
are currently a range of measure interpretations and data confidence is not high 
when undertaking benchmark or comparative analysis. 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 Cost Estimation 
Error Review

Rebuild trust and confidence 
of shareholding councils in 
Wellington Water 

(blank) Work with Council CFO’s to create a comprehensive and streamlined annual 
planning processes. (1.4.3) 

Requires additional 
resources and system 
improvements

Tiaki Wai will operate in a different 
relationship with councils, and there will 
not be a link between Tiaki Wai and council 
finances and annual plans

3 Cost Estimation 
Error Review

Rebuild trust and confidence 
of shareholding councils in 
Wellington Water 

The Board of Wellington Water works with the shareholders to determine if one 
standard set of monthly financial reports for all councils (both opex and capex) 
could be agreed, in order to minimise complexity within Wellington Water 
reporting. (1.5) 

Change to the operating 
model

Tiaki Wai will operate in a different 
relationship with councils, and there will 
not be a link between Tiaki Wai and council 
finances and annual plans

3 Cost Estimation 
Error Review

Rebuild the trust and 
confidence of middle 
management and staff in 
Wellington Water’s senior 
management 

(blank) Ensure Wellington Water’s budget planning cycle starts at the same time as, or 
before, any Annual Plan/LTP planning for Councils. (2.1) 

Requires additional 
resources and system 
improvements

Tiaki Wai will operate in a different 
relationship with councils, and there will 
not be a link between Tiaki Wai and council 
finances and annual plans
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3 Cost Estimation 
Error Review

Review Wellington Water 
Annual Plan processes to 
deliver capital programmes for 
Councils

(blank) Streamline and clarify integrated planning and finance processes and ensure 
they are universally understood across the business; prioritise key risk areas and 
use best-practice guidance to create clear standards, ensuring guidance or 
policies around their use are in place. (5.1) 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 Cost Estimation 
Error Review

Review Wellington Water 
Annual Plan processes to 
deliver capital programmes for 
Councils

Create and update standard procedures for quality control, including Wellington 
Water-wide templates, checklists, gateways, audit requirements, authorisation, 
and communication. (5.3) 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai
Tiaki Wai is investing in technology and 
systems which are required before any 
changes can be made. Punaha Tautoko 
Pukenga will deliver the required systems in 
due course.
Tiaki Wai is developing an Asset 
Management Improvement Plan which will 
be shared publicly in 2026/27.

3 Cost Estimation 
Error Review

Strengthen Governance 
Oversight 

(blank) Review the risk management system so that it is: Fit for purpose (best practice is 
unlikely to be achievable in the period leading to the establishment of the new 
entity but, in order for this function to have any impact, it needs to be refocused 
on key risks). (6.4.1) 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai.

3 Cost Estimation 
Error Review

Strengthen Governance 
Oversight 

Review the risk management system so that it is integrated into strategic and 
operational management. (6.4.2) 

Requires additional 
resources and system 
improvements

Passed onto Tiaki Wai.
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