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Project Overview/Purpose

* To capture and document the learnings of the WIM Water
Alliance Smart Metering working group.

* Ensure critical knowledge held by each organisation is not
lost if key staff leave.

* Documenting current metering practices, templates and
processes to ensure consistency.

* |dentify areas of opportunity to enhance and improve
outcomes.

* Assistin sharing the knowledge gained in the region with
other water providers across the state.
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Project objectives

* Development of a best practice guidance resource to support
WIM and the wider water industry

* Document the learnings of the smart water meter working group

* |dentifying opportunities for enhancement to existing metering . ; .
practices ’ ‘
* Demonstrate benefits of smart metering ‘

* Be an accessible and easy to use information source
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Project approach - planned

Project Kick off Session (30
mins online)

* Aimed to develop a PDF playbook covering key functional
areas.

* Use arapid documentation approach and workshops to
develop content.

* Project approach changed after project kick-off meeting.

Management

 Change in deliverable from a PDF to a SharePoint
environment that could be configured to be a ‘living vanegingthe
Data
document’— Digital First Approach for Sucoess Analytios

Digital Metering
Playbook

* Moved focus to a whole of organisation focus to deliver

Customer Planning for

sustainable business improvement and realise value. Outcomes Delivery

* Aligned playbook to the Institute of Asset Management
(IAM) 10-box framework FAQs?
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Project approach — actual

Whitsunday, Isaac, Mackay Water Alliance

/S
Foreword "" Q ueens I an d
Introduction -.l Water Regional
The Playbook
ERRED ~ ’Q Alliance Program

The Playbook Processes (Core)
The Playbook Processes (Advanced)
Smart Meter Resources

Case Studies

The Playbook Framework (Advanced)
Frequently Asked Questions

Click to search using our Framework
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Project approach — actual

Aligned to the IAM 10-box framework

Provides clear line of sight from strategy to
operations

e p o s yfagmg - gl o sup

Used the BetterAMF as a starting point

Content adjusted to reflect smart metering
functions and maturity state (Core and
Advanced).

Able to be navigated by clicking on each box

Content for each element (box) outlines “the
why”, a process map (basic and detailed), key
takeaways, alignment to strategy, supporting
documentation and templates.
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Building the content

Technical Standards & Legislation Mgt

Home » Smart Meter Playbook > 2.0 Smart Meter Management Leadership 8. St

+ Structured workshops with key WIM

personnel

2.2.1 - Establish Smart and Customer Metering Scope

Gather the information to understand smart and customer Metering Scope.

 Document gathering across the draft Smart
Meter Framework from each organisation.

Understanding and identifying the relevant standards (technical, functional and system based) and
legislation is the first step in ensuring compliance within the standards

A4

* Integration of industry wide insights from
Ve n d O rS (S u eZ a n d Ta gg le) 9 Swa n 9 WSAA a n d Assessing applicability to ensure standards and legislation are relevant to The Organisation's customer

metering activities highlights the potential impact of non-compliance.

other water service providers. v

Compliance planning ensures that relevant standards and legislation are systematically embedded into the

® I ntegrati O n Of key p ro C e S S a p p ro a C h e S fro m relevant asset management processes, with clear objectives and assigned responsibilities.
the BetterAMF framework. ’

Implement and integrate to ensure our compliance requirements are incorporated into the smart/customer
metering management, with process changes and staff training.

\ 4

Ongoing monitoring and auditing to ensure compliance with standards and legislation by regularly
reviewing smart/customer metering management processes.

A4
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Building the content

BetterAIM
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Project Findings and Learnings

Organisations benefit significantly through the documentation of key processes and procedures.

Smart Metering is not just about digital metering, it’s an outcome driven activity to deliver best value to
customers and the organisations.

There is more to digital metering that the meter in the ground, you need to consider a whole of lifecycle
approach to deliver value.

This is especially the case for local government with other service streams where remote data capture
could be considered.

There are many vendors who can support you, but you must understand your drivers and outcomes
before applying technology and tools.

Metering is a whole of business activity, while the initial focus is to improve data capture of
consumption, a long term view/strategy will ensure the organisation is future ready.

Digital metering value realisation doesn’t end once you install meters.

BetterAIM



What else could this be?

Maintenance
Management
Framework?

Drinking Water
Quality Framework?

Wastewater Risk
Management
Framework?
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A tool, in a simple environment to lock your organisational knowledge in.
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Next Steps / Recommendations

 Consideration of deployment approach and continued, sustained
management of the digital playbook. (where, how often, who is
responsible?)

e Communicate, engage, share and develop the content - plan for an up rev
in 12-24 months.

* Consider how the wider water community can leverage and engage with
the playbook.

Individual Water Service Providers

 Assess maturity or gaps to each element of the
playbook.

* ldentify focus areas (e.g. Policy, Strategy, Levels of
Service, AMPs).

BetterAIM



Thank you for Listening.

Any Questions?

Andrea Thayer Contact us: Mark Rippon
Commercial Support Advisor - hello@betteraim.com.au Technical Director — Asset
Infrastructure & Operations www.betteraim.com.au Management

Perth, Western Australia 6010

Mackay Regional Council BetterAIM
0438 199 848
Mark.rippon@betteraim.com.au
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Smarter Together: Building a Digital Playbook for Smart
Water Metering in Queensland

Mark Rippon !
1. BetterAIM, WA/TAS, Australia
Andrea Thayer?
2. Mackay Regional Council (WIMWA), QLD, Australia

Abstract The Smart Water Metering Playbook represents a collaborative initiative under the Queensland Water
Regional Alliances Program (QWRAP), developed to address a critical challenge facing regional water utilities:
the retention, transfer, and practical application of knowledge in smart metering programmes. Led by Mackay
Regional Council in partnership with Isaac and Whitsunday Regional Councils through the WIM Alliance, and
supported by BetterAIM, the Playbook moves beyond traditional static guidance by delivering a living, digital
framework aligned to ISO 55001 asset management principles.

The Playbook captures operational experience, structures decision-making processes, and enables councils to
progressively mature their smart metering capability. Delivered through a SharePoint-based digital environment,
it integrates governance, process design, data management, and continuous improvement into a single system.
This paper outlines the development approach, framework structure, and practical application of the Playbook,
demonstrating how regional collaboration can accelerate implementation, reduce duplication of effort, and
improve long-term asset management outcomes. The initiative provides a scalable model for knowledge-driven
transformation across the water sector.

Keywords Smart metering, asset management, ISO 55001, digital framework, knowledge management, water
utilities

1 Introduction

Smart water metering is no longer an emerging concept. It is now a foundational capability that underpins demand
management, customer engagement, operational efficiency, and long-term planning within water utilities. Despite
this, implementation across regional councils remains inconsistent. While some organisations have developed
significant operational maturity, others are still navigating early-stage investigations or pilot deployments.

The primary challenge is not access to technology. The sector has demonstrated that suitable technologies exist
and can be successfully deployed. The challenge lies in the ability to capture, retain, and apply the knowledge
gained through implementation. In many organisations, this knowledge resides within individuals or isolated
teams. As staff transition or programmes evolve, valuable insights are lost, resulting in repeated mistakes,
inefficient procurement decisions, and fragmented approaches to delivery.

This issue is particularly pronounced in regional contexts, where resource constraints limit the ability to
independently develop and maintain comprehensive frameworks. The result is duplication of effort across
councils, inconsistent outcomes, and reduced confidence in decision-making.

The Smart Water Metering Playbook was developed to address this challenge directly. Rather than producing
another static guideline, the initiative focuses on creating a structured, digital system that embeds knowledge into
organisational practice. It provides a repeatable, scalable approach that enables councils to implement smart
metering in a way that is aligned with asset management principles and organisational objectives.
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2 Framework Design and Structure

The Playbook has been deliberately designed as an asset management framework rather than a guidance
document. Its structure establishes a clear line of sight from strategic intent through to operational delivery and
value realisation. This ensures that smart metering is not treated as a standalone technology initiative, but as an
integrated component of the organisation’s broader asset management system.

At its core, the framework aligns with key organisational drivers, including corporate strategy, city planning, and
Strategic Asset Management Plans. It also reflects the broader operating environment, incorporating regulatory
requirements, customer expectations, and market considerations. This alignment is critical in ensuring that smart
metering initiatives deliver measurable organisational value.

The framework is structured into ten interconnected domains that collectively represent the full lifecycle of smart
metering capability:

Establishing scope and organisational context
Defining leadership, governance, and standards
Aligning organisation and workforce capability
Developing asset strategies and business cases
Embedding asset management planning
Delivering capital and operational programmes
Managing risk and compliance

Driving continuous improvement

Enabling knowledge and information governance
e Realising value and outcomes

Each domain is supported by defined processes, decision points, and supporting documentation. This structured
approach ensures that all elements required for sustainable smart metering are addressed, from strategic alignment
through to operational execution.

2.1 Core and Advanced Maturity Model

A defining feature of the Playbook is its maturity-based design. Recognising that councils operate at different
levels of capability, the framework is structured into Core and Advanced components.

The Core Playbook establishes the minimum requirements for effective smart metering implementation. It focuses
on foundational elements such as governance, process definition, data standards, and customer engagement. This
ensures that organisations can achieve a stable and consistent operating model without unnecessary complexity.

The Advanced Playbook extends this foundation into optimisation and integration. It introduces more
sophisticated capabilities, including data analytics, system integration, continuous improvement processes, and
advanced decision support. This allows organisations to progressively mature their capability as resources and
experience increase.

This tiered approach is critical for adoption. It enables councils to engage with the framework at a level that aligns
with their current maturity, while providing a clear pathway for future development.
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Playbook Overview

This version of the Smart Metering Playbook provides the core requirements. Should an crganisation be interested in the more advanced functions,

please refer to the Advanced Smart Meter Playbook.

Market Outlook

Strategic Asset Management Plan

1.0 Smart Meter Management Scope

1.1 Qrganization Purpase & 1.2 Engaging with 1.3 Getting Customers 1.4 Empowering Customers
Context Leadership Engagad [Post Installation)

- .

2.0 Smart Meter Management Leadership 8 Standards

Leadership & Governance
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9.0 Enable Meter Management Knowledge

0.1 Meter Data Governance
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Requirements & Stds

10.0 Metering Value 8 Outcomes

10.1 Drivers and Value Realisation

Figure 1 Core Smart Meter Playbook Framework
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2.2 Process Architecture and Practical Application

The Playbook translates strategic intent into practical application through a structured process architecture. Each
element within the framework is supported by clearly defined workflows that guide implementation.

These processes are designed to be:

e Repeatable across different organisational contexts
e Adaptable to local conditions and constraints
e  Practical for use by operational teams

For example, the Smart Meter Management Scope process establishes the organisational foundation for smart
metering. It ensures that initiatives are aligned with organisational purpose, stakeholder expectations, and
customer needs. This includes engaging leadership, defining objectives, and establishing clear links to
organisational outcomes.

A critical aspect of the process design is the emphasis on communication. The Playbook recognises that smart
metering involves complex technical concepts that must be translated into accessible information for decision-
makers. Processes are therefore structured to support the development of clear, plain-English materials that enable
informed decision-making at executive and council levels.

2.3 Detailed Process Design and Execution

Each process within the Playbook is supported by detailed step-by-step guidance. This level of detail ensures that
the framework can be applied consistently, regardless of the organisation’s starting point.

Taking leadership engagement as an example, the process begins with defining the purpose of engagement and
understanding the needs of the audience. It then progresses through the collection and distillation of technical
information, development of structured communication materials, validation with subject matter experts, and
presentation to decision-makers. Feedback is captured and used to refine the approach, ensuring continuous
improvement.

This structured methodology ensures that organisations can effectively communicate the value, risks, and
implications of smart metering. It moves beyond technical delivery and supports organisational alignment, which
is often the determining factor in successful implementation.

Process Map Why do you need this Element?

Objective

ISO5500X Clause.

1AM 40 Subject Reference

For sach sspect of customer meter oparat ices. and

IIMM Reference.
Current Maturity

[—— - .

Synonyms Level of Service Definition

stomes Levals of Senice. potential Technical Leve

service/decision crtari.Implement within the Fecyele planning process.

Title/Description Reference

v

Example Customer Lavel of Sanics Sxample CLos
Detailed Process Description s el
MRC Customer

Lstomer Crarter
Montor. record, and vRce Crarter

ongoing expactstions

Related Information - from extemal sources

Titie/Description Reference

Figure 2 Smart Meter Playbook — Detailed Process Model — Levels of Service Example
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2.4 Knowledge Enablement and Information Governance

One of the most significant contributions of the Playbook is its treatment of knowledge as a managed asset. This
represents a fundamental shift in how information is approached within smart metering programmes.

The framework establishes a comprehensive approach to information governance, covering the entire asset
lifecycle. This includes defining data requirements, establishing standards, managing communications
technologies, enabling analytics capability, and ensuring data security and privacy.

By structuring knowledge in this way, the Playbook ensures that information is not only collected, but actively
used to support decision-making. It enables organisations to move from data accumulation to insight generation.

This approach is directly aligned with ISO 55001 principles, which emphasise the importance of information in
supporting asset management outcomes. It also reinforces the concept that digital assets, including data and
knowledge, must be managed with the same rigour as physical assets.

3 Outcomes and Benefits

The implementation of the Smart Water Metering Playbook has delivered tangible benefits across participating
councils. These benefits are not theoretical; they are grounded in practical application and observed improvements
in capability and performance.

One of the most significant outcomes has been the improvement in consistency across organisations. By providing
a common framework, the Playbook has reduced variability in approach and enabled more confident decision-
making. Councils are no longer required to develop processes independently, which has reduced duplication of
effort and accelerated implementation timelines.

The Playbook has also strengthened organisational capability. Staff are able to access structured, practical
guidance that supports their roles, reducing reliance on individual knowledge and improving resilience to
workforce changes.

From an operational perspective, the framework has supported better integration between strategic planning and
day-to-day activities. This has improved alignment between investment decisions, operational delivery, and
customer outcomes.

Importantly, the digital format ensures that the Playbook remains current. It can be updated as new insights
emerge, supporting continuous improvement and long-term sustainability.

4 Lessons Learned

The development and implementation of the Playbook has highlighted several key lessons that are relevant to the
broader sector.

The first is that knowledge must be embedded within systems rather than documents. Traditional reports quickly
become outdated and are rarely used in practice. By contrast, a digital, structured framework ensures that
knowledge is accessible, relevant, and actively applied.

The second lesson is the importance of governance and ownership. For the Playbook to remain effective, it must
be actively maintained and managed. This requires clear accountability and ongoing engagement from
participating organisations.

The third lesson is the value of translating technical complexity into accessible language. Smart metering involves
a wide range of technical concepts, but successful implementation depends on the ability to communicate these
concepts clearly to decision-makers and stakeholders.

Finally, the project demonstrated the importance of collaboration. The collective experience of multiple councils
provided a richer and more robust foundation than any single organisation could achieve independently.
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5 Scalability and Sector Implications

The Smart Water Metering Playbook provides a scalable model that has implications beyond the WIM Alliance.
Its structure and digital delivery approach make it adaptable to different organisational contexts, regardless of size
or maturity.

The framework demonstrates how regional collaboration can be used to address common challenges and
accelerate capability development. It provides a practical example of how knowledge can be shared across
organisations in a way that is structured, sustainable, and aligned with asset management principles.

At a sector level, the Playbook highlights the importance of moving beyond static guidance towards dynamic,
system-based approaches. This is particularly relevant as utilities continue to adopt digital technologies and
generate increasing volumes of data.

The initiative also reinforces the role of asset management frameworks in supporting digital transformation. By
aligning smart metering with ISO 55001 principles, the Playbook ensures that technology adoption is integrated
with governance, processes, and organisational objectives.

The Playbook provides a blueprint for how the water sector can transition towards more collaborative, knowledge-
driven models of operation. It demonstrates that by working together, organisations can overcome resource
constraints, reduce risk, and deliver better outcomes for their communities.

6 Conclusion

The Smart Water Metering Playbook demonstrates a practical and scalable response to one of the most persistent
challenges facing the water sector: the loss and fragmentation of knowledge in the delivery of emerging
technologies. While smart metering itself is well understood, the ability to consistently implement, manage, and
evolve these systems remains uneven across organisations, particularly in regional contexts.

By shifting from static documentation to a structured, digital framework, the Playbook redefines how knowledge
is captured and applied. It embeds operational experience, governance, and decision-making processes into a
living system that supports day-to-day use, rather than periodic reference. This transition is critical. It ensures that
knowledge is not only retained, but actively contributes to improved outcomes over time.

The initiative also highlights the value of collaboration. Through the WIM Alliance, councils have been able to
consolidate experience, reduce duplication of effort, and accelerate capability development. This collective
approach has produced a framework that is both robust and adaptable, reflecting real operational needs rather than
theoretical constructs.

From an asset management perspective, the Playbook reinforces the importance of aligning digital initiatives with
established frameworks such as ISO 55001. By integrating smart metering within the broader asset management
system, organisations are better positioned to deliver sustainable, value-driven outcomes.

Looking forward, the Playbook provides a clear pathway for scaling this approach across the sector. Its structure,
digital delivery model, and maturity-based design make it applicable beyond the initial alliance, offering a
blueprint for broader adoption.

Ultimately, the Smart Water Metering Playbook demonstrates that meaningful progress in the water sector will
not be driven by technology alone, but by the ability to systematically capture, share, and apply knowledge. In
this context, being “smarter together” is not simply a concept, but a practical strategy for delivering resilient,
efficient, and customer-focused water services.



	Smart Water Meter Reading Play Book - AMPEAK 2026 Rev2
	6316CoTF_eZ6DoN_0
	Smart Water Meter Playbook �Project Presentation
	Slide 2 
	Agenda
	Project Overview	/Purpose
	Project objectives
	Project approach – planned
	Project approach – actual
	Project approach – actual
	Building the content
	Building the content
	Project Findings and Learnings
	What else could this be?
	Next Steps / Recommendations
	Slide 14 


	AMPEAK 26 Smarter Together - Paper



