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Scope of Engagement
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Background and Objectives
The Department of Water and Environmental Regulation (DWER) undertakes an annual survey 
of its stakeholders to monitor stakeholder perceptions of DWER, including a KPI measure of the 
Department’s effectiveness at managing the state’s water as a resource for sustainable productive 
use. Metrix Consulting has been engaged to conduct the survey since 2020, with this report 
detailing the 2022 results.

In 2020, DWER wished to expand its consultation to benchmark perceptions of DWER among Customers who interact with 
DWER across a range of services and have a mostly transactional relationship with the Department. The survey was designed to 
align with a list of Corporate research objectives to inform corporate risk management, environmental scanning and business 
planning; outcome-based management/KPI reporting; and adaptive management of functions and initiatives. Metrix Consulting 
has been engaged to conduct the survey since 2020.
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The core objectives of this year’s consultation were to monitor:
1. Overarching perceptions of DWER as an organisation;
2. The Key Performance Indicator of effectively managing the State’s water 

resources for sustainable productive use 

3. Attitudes towards water and environmental issues;
4. Awareness of DWER services;
5. Perceptions of DWER’s knowledge, expertise and decision making; and
6. The Department’s communications and engagement with Customers. 



Research Approach
Metrix conducted an online survey of DWER customers, sourced from an initial database of 6,715 contacts. Customers were 
sent an email from the Director General inviting them to participate in the survey. Each email included a unique link, to prevent 
unauthorised or repeat entries.
The survey achieved a final sample of n=307.
Fieldwork was conducted between the 18th October 2021 and 11th January 2022. 
A summary of the final valid sample and sample composition is summarised below. 

Please note that some Customers were classified across multiple Customer groups.
*For analysis and reporting purpose, Contaminated Site Customers, Controlled Waste Customers, Waste Levy Customers, 
Environmentally Interested Customers and Index of Biodiversity Surveys for Assessment Customers have been combined to 
create an ‘Other Customer Group’. 
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2022

Customer Group % of Total 
Profile % Sample n=

Water Licensees 44% 42% 129

Clearing Permit Customers 24% 20% 62

Water information reporting Customers 12% 9% 28

Industry Licensing Customers 14% 13% 39
Index of Biodiversity Surveys for 
Assessment Customers* 4% 4% 13

Controlled waste Customers* 1% 0% 1

Contaminated sites Customers* 1% 2% 5
Environmentally Interested 
Customers* 7% 14% 44

Waste levy Customers* 1% 0% 1
Total 307



Summary of Key Insights 
- Customers
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Key Insights
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Overall, transactional Customer perceptions of DWER were less positive this year and sentiment 
continues to vary depending on the type of customer.

C
us

to
m

er
s • The proportion of customers who say they feel negative towards DWER 

has incrementally increased across most customer types since 2020.
• Reasons for negative sentiment are a combination of:
o DWER’s decision making – specifically perceptions of unfair regulations 

and an inconsistent approach to how these are applied (especially among 
Clearing Permit Customers), limited focus on the environment, not providing 
enough advice and direction and not being sufficiently practical or flexible in 
its approach.

o Customer service and relationship management themes – a perceived 
lack of understanding of business needs, timeliness of response/final 
outcomes, lack of transparency, poor consultation and limited digital capacity 
are contributing to an unsatisfactory relationship with DWER.

• Clearing Permit Customers are still the least satisfied; their satisfaction 
with their relationship with DWER is weaker than it was in 2020 and they are 
still the most likely to rate DWER as very difficult to deal with. They are also 
more likely to feel that DWER tends towards environmental protection over 
development.

• Industry Licensing Customers are also less positive about their 
relationship with DWER this year - they are increasingly feeling that DWER 
is tending towards protection of water over development

• As a result, the proportion of customers who feel that DWER provides 
valuable advice and recommendations or that it considers current and 
emerging issues has declined. Perceptions of the Department’s ability to 
effectively manage the state’s environment for sustainable productive use 
is also trending downwards.



Key Insights
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There were some positive shifts in Customer perceptions.
C

us
to

m
er

s • Unlike other customer groups, overall sentiment towards DWER among 
Water Licensees has incrementally improved.  They also feel more 
informed about DWER’s purpose, roles and responsibilities, even though 
their self rated knowledge remains lower than other customer types.  

• Customers are increasingly favourable about DWER’s effectiveness in 
managing the state’s waste.



Key Insights
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The results have highlighted a number of opportunities to improve Customer perceptions of how 
DWER performs its core water, environmental and waste functions.

C
us

to
m

er
s

• Concerns about there being too much focus on development and the 
environment not being sufficiently protected are the key drivers of 
DWER’s environmental management being described as ineffective this 
year.  As a result, it was common for customers to say they wanted to see a 
change in the legislation and more consistency in the approvals processes.

• Those who rate DWER’s water management as ineffective cite a lack of 
regulation and planning, inadequate monitoring of water usage and 
reliance on modelling rather than data as the key reasons.  As a result, it 
was also common for them to say that DWER’s approach is lacking in 
fairness and equality.  This suggests an opportunity for clearer explanations 
about why certain decisions are made.

• There is opportunity to further improve waste management perceptions  
through improved guidelines for recycling and initiatives to optimise the 
recycling process more generally. 

• Water security, particularly water contamination and protection of water 
sources continue to be the key water related priorities that customers would 
like to see DWER focus on (though levels are lower than their peak in 2020).

• Facilitating the recycling of waste and climate change are the key 
environmental priorities for customers.



Key Insights
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Focus on making it easier for Customers to interact with the Department.
C

us
to

m
er

s • Opportunities exist across all elements of customer service, with poor and 
fair ratings making up approximately half of ratings.  Improving the 
timeliness of outcomes and communications and making it easier for 
customers to know who to contact/how to access DWER services should be 
key priorities.

• Over four in ten customers feel that Environment Online will improve their 
interactions with DWER, suggesting this could help those seeking greater 
online capacity.  However, one in three are unsure if it will have a positive 
impact and others still expect face to face engagement opportunities. This 
reinforces the importance of clear communications when the portal is 
launched and of the importance of Customers being able to speak directly 
with staff when required.



Overall Perceptions of DWER
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Although positive overall impressions of DWER held 
steady at six in ten, the proportion who say they feel 
negative towards DWER has incrementally increased 
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2022: n=294 | 2021: n=408 | 2020: n= 626
Q7. Overall, how do you feel about the Department of Water and Environmental Regulation as an organisation?
Don’t know responses have been removed from the charted data
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Clearing Permit Customers continue to rate DWER 
less favourably than other customer groups
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2022: n= 28* | 39* | 119 | 61 | 61
2021: n= 42* | 63 | 169 | 95 | 84
2020: n= 102 | 97 | 264 | 176 | 40*
Q7. Overall, how do you feel about the Department of Water and Environmental Regulation as an organisation?
Don’t know responses have been removed from the charted data
*Caution: results indicative only due to sample size 
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Encouragingly, Water Licensees were slightly more positive again this year.  However ratings from Water Information 
Reporting Customers and Industry Licensing Customers were slightly less favourable. Among the ‘Other Customers’, 
Index of Biodiversity Surveys for Assessment (IBSA) Customers and Environmentally Interested Customers 
(environment website subscribers) have contributed the most to an increase in negative ratings.



Good customer service continues to be the key 
driver of positive overall perceptions of DWER
This year, customers were more likely to mention positive overall dealings, good advice and feedback from 
staff as reasons for positive sentiment.
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2022: n=170 | 2021: n= 246 | 2020: n=379
Q8. Why is that? – Positive
↑↓ Significant difference to 2020 or 2021 results at 95% confidence 
Responses under 4% are not charted
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In their own words…
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Good Customer Service 

Overall Positive Dealings

“Professional conduct by staff, outstanding service for stakeholders, well trained staff and extremely 
helpful with stakeholders, staff always willing to assist stakeholders no matter the task, well organised 
departments I highly recommended and recommend neighbouring stakeholders.” Water Licensee

“We deal regularly with compliance officer and reporting officers. We understand the role they perform requires them at times
to be assertive in their questioning. However, at no time have they ever been aggressive in their approach, and I highly 
commend their professionalism.  There is also an annual report we must provide and the changes to it this year had confused 
me. The help I got from the support staff was in my opinion really first class - friendly and never made me feel like an idiot for 
not getting it. Overall, at every level I personally rate my experiences with DWER as better than with any other government 
department so far.” Industry Licensing Customer

“DWER do a good job on the whole, and my interactions are positive. There are some very able people. 
However, some processes could be improved, often to do with internal  territory,  at least that is the way it 
seems to me.” Water Information Reporting Customer

“The dealings I have experienced with DWER staff have been positive and they seek to assist wherever possible, I do sense 
resource shortages, however staff do prioritise matters where considered urgent.” Clearing Permit Customer

“The contact I have with DWER has always been positive.” Water Licensee



In their own words…
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Other Positive Mentions

They Perform a Vital Function of Regulation

“Pros - Quality, strategic advice,  Thorough assessment,  Good communication skills.    Cons - Timeliness of advice 
and assessments  Graduate level staff (at times), timeliness of processing assessments which leads to frustration 
and delays.” Clearing Permit Customer

“The processes are clearly defined and availability of resources. Relationships are well maintained and clearly communicated.” 
Environmentally Interested Customer

“They are a valuable regulatory body that helps to maintain the high environmental standards of our community. 
The deficits as an organisation are their ability to advise on what we shouldn't do though are very light on advice 
to what we should do.” Industry Licensing Customer

“DWER position as a regulator is an important function in the resources industry.” Environmentally Interested 
Customer

Does a Good Job Managing the State’s Water 

“Water is one of the most valuable assets Australia has and to manage it properly is very important. 
Without DWER this would not be possible.” Water Information Reporting Customer

“They seem to do a good job in ensuring our water supply into the future.” Water Licensee
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Customers with a negative impression of DWER 
commonly cited unfair regulations and slow 
response times as the reasons why
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2022: n=78 | 2021: n= 98 | 2020: n=132
Q8. Why is that? – Negative 
↑↓ Significant difference to 2020 and 2021 results at 95% confidence
Responses under 10% are not charted
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In their own words…
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Slow Response to Queries 

Unfair Regulations
“The policy was unfair and inappropriate for our needs.” Water Licensees

“Inconsistent approach to licensing conditions and interpretation of regulation/legislation. Opinion bias in assessment process.
Lack of investigation and prosecution of non compliant operators, particularly in the waste industry. Failure to meet KPIs for 
assessment timeframe. Lack of knowledge and experience in waste licensing and waste issues overall.” Environmentally 
Interested Customer

“Inefficient, slow and inconsistent and this seems to be getting worse. The primary driver seems to be 
to facilitate industry and not protect the environment.” Environmentally Interested Customer

“As an authorised officer, very difficult to obtain expert advice on legislation. As a 'manager' of licensed landfill sites, my emails 
seeking advice on operating conditions remain unanswered for more than 6 months.” Industry Licensing Customer

Limited Focus on Environmental Regulation
“I don’t believe that DWER operate in the best interests of producers or the environment. DWER were quite 
happy to allow the Southern Forest Irrigation Scheme to build a scheme on outdated data which was proven 
by the CSIRO.  They seem to pander to corporate agriculture. Furthermore, I think they impact producers and a full govt 
enquiry is need into their handling of catchments and licences.” Water Licensee

“DWER always backs industry and tends to ignore communities exposed to polluted air and water.” Environmentally 
Interested Customer



In their own words…
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Poor Technical Knowledge of Staff 
“There is a lack of resources & skills available to deal with application & assessments in a timely manner.” 
Industry Licensing Customer

“The Department is a joke. They know nothing about the environment or water availability. Landowners have vast knowledge 
and a much better grasp of the environment and water flows. As proven by the CSIRO.”  Water Licensee

Poor Customer Service 
“Lack of openness; direct contact is almost impossible  Responses over cautious and unreliable,  continual changes 
in direction, total lack of transparency.” Clearing Permit Customer 

“No communication from them, very difficult to get in touch with anyone to talk to, numerous messages left with 
no response.  In a word – Hopeless.” Environmentally Interested Customer



Positive perceptions of DWER remain consistent, with 
the majority feeling the organisation is trustworthy 
and takes a long-term approach to planning
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Q17. Based on everything you have seen, heard or experienced, to what extent do you agree or disagree that DWER
Don’t know responses have been removed from the charted data
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Positive perceptions of DWER’s approach to 
water and environmental management 
have also largely held ground
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↑↓ Significant difference to 2021 results at 95% confidence 
Don’t know responses have been removed from the charted data
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While one in ten want to see DWER increase its 
online capacity and make it more user-friendly, a 
similar proportion want more face to face contact
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Key Suggestions for Improvement
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Q24: Thank you for your feedback about DWER. Please provide any other suggestions for how DWER could improve its services and relationship with you/your organisation. Please provide 
your suggestions for improvement in as much detail as possible.
↑↓ Significant difference to 2020 or 2021 results at 95% confidence
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Responses under 5% are not charted
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Environment Online is an initiative which will increase DWER’s digital capacity.  Other key suggestions for improvement relate 
to DWER’s customer service and decision making processes.



In their own words…
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Increase Digital Capacity

More Face-To-Face Contact

Better Staff Training
“Train the staff who answer the phones as to who the relevant people are to address concerns so that 
customers are not put through to the same person 5 times in one morning - someone who has not answered 
calls for at least 2 weeks who it turns out is not the relevant person to speak to anyway. Stop assuming that 
customers have as much time and resources as a government department do.” Environmentally Interested 
Customer 

“A one stop portal would be a good idea. It would be good to be able to download shape files from the 
water register to put into maps showing the areas different water licences cover.”  
Water Information Reporting Customer

“A streamlined approach where you can submit online your application which is standard (and not subject to change 
constantly) and its assessed and approved or denied in 30 days.” Clearing Permit Customer

“Communications with real people who are motivated to help and not to be pushed on to another department,, 
and these people to come back in reasonable timely manner with feed back, etc.” Clearing Permit Customer

“Being able to have face to face contact is what I prefer.” Clearing Permit Customer



In their own words…
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More Consideration for the Environment 

“DWER have wealth of guidelines and information. They need to apply in consultation with community 
and industry. Need to get feedback on burning issues, like wastewater, solid waste, groundwater allocation, 
contamination issues, storm water management, POPs, asbestos etc. At least once a year meet your license holders and 
discuss opportunities for improvement  Overall see how companies doing with pollution reduction and carbon emission 
reduction targets.” Water Licensee

“Climate and environment are becoming more important to the population and progress addressing these issues must be 
made more apparent and not just talk but action is essential.” Environmentally Interested Customers

“Start thinking holistically not just outcomes and process driven, e.g. thinking of the environment as a whole not just in 
components.” Index of Biodiversity Surveys for Assessment Customers

More Collaboration 

“There needs to be a clear understanding of the role and responsibilities between DWER and water utilities, 
and other state agencies. There is great potential to uplift all of our offerings collaboratively if we can look out 
to see what our community and customers need, and not just work how it always has been.  COVID-19 has shown us how far 
behind we all are in the public sector in terms of servicing our community - let's show how exemplar we can be by 
collaborating on knowledge, experience, data and most importantly, enthusiasm to ensure water and the environment are 
resilient for our future generations.” Environmentally Interested Customer

“A more proactive and get to know you approach of the business and its activities.” Industry Licensing Customer



Awareness and Understanding of 
DWER Services, Roles and 

Responsibilities
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Customers felt more informed about DWER’s 
purpose, roles and responsibilities this year
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2022: n=307 | 2021: n=441 | 2020: n= 693 
Q6: Prior to participating in this survey, how would you rate your level of understanding of the purpose, roles and responsibilities of the Department of Water and Environmental Regulation?
Results may not equal by +/- 1% due to rounding 
↑↓ Significant difference to 2021 results at 95% confidence
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Knowledge of DWER has improved among Water 
Licensees although they remain less informed than 
other customer groups
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2021: n= 28 | 39 | 129 | 62 | 62
2021: n= 44 | 65 | 193 | 97 | 89
2020: n= 104 | 185 | 98 | 316 | 43
Q6: Prior to participating in this survey, how would you rate your level of understanding of the purpose, roles and responsibilities of the Department of Water and Environmental Regulation?
Results may not equal by +/- 1% due to rounding 
 Significant difference to other Customer Groups results at 95% confidence
↑↓ Significant difference to 2021 results at 95% confidence
*Caution: results indicative only due to sample size 
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Aligning with previous results, DWER is still most 
commonly recognised for its ‘water’ related services
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2022: n=307 | 2020: n=441 | 2020: n= 693
Q9. Which of the following services, if any, are you aware that DWER provides?
↑↓Significant difference to 2021 results at least 95% confidence
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services is significantly lower among 
Water Information Customers this year 
(2022: 64%↓ | 2021: 95%)



Perceived Effectiveness –
Water Management
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Similar to previous years, four in ten customers feel 
that DWER is striking the right balance between 
water protection and development 
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2022: 226 | 2021: n=329 | 2020: n=561
Q10. From your experience with and understanding of the Department, would you say that overall it …?
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An opportunity still remains to better inform customers about DWER’s water operations, with one in five customers feeling they 
are unable to provide a rating. 

2022



Water Information Reporting Customers are more 
likely than other customer groups to say that DWER 
gets the balance about right between development 
and water protection 
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2022: n= 27* | 19* | 123
2021: n= 38* | 33* | 185 
2020: n= 96 | 48 | 301 
Q10. From your experience with and understanding of the Department, would you say that overall it …?
*Caution results indicative due to small sample 

19 13 11 19 21 21 26 28 23

21
21

15
15 6 5

23 21
20

48
45 59

52
52

37

33 28 34

13
21 15 15 21

37
19 24 23

2020 2021 2022 2020 2021 2022 2020 2021 2022

Don't know Tends towards development Gets the balance about right Tends towards protection of water resources

Water 
Sustainability 

Economic 
Development %

 o
f c

us
to

m
er

s 
w

ho
 h

av
e 

ha
d 

w
at

er
 d

ea
lin

gs

Development vs Water Protection Favourability | By Customer Type 
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Fewer Industry Licensing Customers feel DWER is getting the balance right than previous years, feeling DWER now tends 
towards the protection of water resources.



Almost half of customers believe DWER is effective 
at managing the State’s water for sustainable 
productive use
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Perceived Effectiveness of DWER At Managing the State’s Water | Overall
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2022: n=226 | 2021: n=329 | 2020: n=561 
Q11: Overall, how effective do you think DWER is in managing the state’s water as a resource for sustainable productive use?
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Water Information Reporting Customers are still 
the most likely customer group to rate DWER’s 
water management as effective
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Q11: Overall, how effective do you think DWER is in managing the state’s water as a resource for sustainable productive use?
*Caution results indicative due to small sample 
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The main reasons why customers rate DWER’s 
water management as ineffective have shifted 
towards a perceived lack of regulation and 
planning and lack of monitoring water usage

34

Reasons for Perceived Ineffectiveness of DWER’s Management of the State’s Water

2022: n=36 | 2021: n=56 | 2020: n=82
Q12: Why do you rate DWER’s management of water for sustainable productive use as ineffective? What are the things you would like to see improved? Please provide as much detail as possible.
Note: scores under 7% not shown 
↑↓Significant difference to 2021 results at least 95% confidence
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Perceptions of DWER needing to measure more accurately 
and not rely on modelling has been listed as a reason for 

perceived ineffectiveness by Water Licensees (28%↑) and 
Clearing Permit Customers (30%↑)



In their own words…
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Limited Regulation and Planning of Natural Water Sources

Not Enough Monitoring of Water Usage

Don’t Rely on Modelling 

“The department is relying on modelling and not on hard data.”  Water Licensee

“They can’t manage what they don't properly measure. Put gauging stations at the out flow of the main streams in every sub-
catchment. They have done this in Tasmania for years.” Clearing Permit Customer

“We have an incompetent water minister who fails to come and look at  the river systems and come down 
and address producers' concerns. DWER gives approval to an irrigation scheme that lacks water and was 
happy for them to quote outdated figures to get approval by govt. DWER  officials lied in a parliamentary inquiry when asked 
where the water for the Southern Forest Irrigation Scheme was going to be sourced. They stated the Upper Donnelly CSIRO 
hydrolysis and analysis proved beyond a doubt that this was false. Full investigation required. Future of our resource is in poor 
management.” Water Licensee

“I have not seen any evidence of long-term planning for water and resources. Our local water company has been much more 
proactive.” Industry Licensing Customer

“No enforcing water providers to monitor and detect leaks at a domestic level. Either but account monitoring 
or irregular meter readings. Leaving it up to customers with huge bills sometimes as an indicator of a substantial leak.  
Even then there is no follow up, to ascertain if future leaks in the area are potentially imminent and intervene. 
E.g., 20yr old PVC lead-ins.” Water Information Reporting Customer



In their own words…
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Lacking in Fairness and Equality

Work on a Long-Term Strategy for Wastewater

“They do not follow their Acts, I would like to see them protect water sources in a fair and equitable manner. 
To follow the Acts TO THE LETTER. If they do not then why have Acts at all?” Environmentally Interested 
Customers

“Long term strategy in wastewater reuse for agriculture and aquifer recharge.” Clearing Permit Customer



Perceived Effectiveness –
Environmental Management

37



The proportion of customers who feel that DWER 
tends towards the protection of the environment 
has incrementally increased

38

2022: n=140 | 2021: n=197 | 2020: n=326
Q13: From your experience with and understanding of the Department, would you say that overall it…?
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Similar to previous results, Clearing Permit Customers are the most likely to say that DWER tends towards environmental 
protection (49%), whereas Other (Environmentally Interested) Customers are more likely to feel that DWER tends towards 
development at the expense of the environment (40%). 

2022



Perceptions of DWER’s ability to manage 
the state’s environment are trending downwards
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2022: n=140 | 2021: n=197 | 2020: n= 326 
Q14. Overall, how effective do you think DWER is in managing the state’s environment for sustainable productive use?
↑↓Significant difference to 2020 results at least 95% confidence
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The proportion of net effective ratings has declined while the proportion of net ineffective ratings has increased.



Concern about the environment not being 
protected is the key driver of DWER’s environmental 
management being described as ineffective this year

40

Reasons for Perceived Ineffectiveness of DWER’s Management of the State’s Environment
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2022: n=46* | 2021: n=61 | 2020: n= 73
Q15. Why do you rate DWER’s management of the environment for sustainable productive use as ineffective? What are the things you would like to see improved
Responses under 10% are not charted
↑↓Significant difference to 2021 results at least 95% confidence
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Related to this, the view that DWER is too focused on industry development was also commonly cited as a reason why 
customers rate DWER’s environmental management as ineffective, as well as wanting to see changes to the legislation.



In their own words…
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Need More Protection of the Environment

Need to Improve Legislation

Too Focused on Industry Development 
“Long term, strong and designated sustainable land usage so that everyone knows there is going to be 
good forests, woodlands and waterways in the future. This means not changing the plans to suit a 
development even if pressured by council etc.” Water Licensee

“The devolution of DWER's role in managing environmental and water assets to another department that doesn't consider 
industry and development first.” Environmentally Interested Customer

“There is continued clearing on an annual basis and not so gradually the State’s native vegetation is 
being denuded. There are not compulsory offsets. The Great Western Woodlands are continually being 
cut to pieces by mining, with very little restriction. The coastal areas are continually being used for sub-divisions and tourist 
attractions and will lose all of their natural attraction. Too many major freeways are being constructed throughout Perth and the 
wider State with little regard to long term effects from the clearing of native vegetation and established landowners. Once 
native vegetation has been cleared, it has gone for ever. There is no way you can have a balance between the environment 
and an expanding population. An increased water supply can only be met by more desalination plants.” Water Licensee

“There is a lack of common sense and alignment amongst federal, state and local government agencies 
in policy planning. One example is bushfire policy.. are we interested in saving trees and houses. 
The current Bushfire policy is over the top and lack common sense, however you cannot clear vegetation without  approval 
(for Bushfire) without waiting 6 plus months and then the local council won’t let you cut tress down anyways.” 
Clearing Permit Customer



In their own words…
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Liaise With People on The Ground More

Allowing Too Much Clearing of Land 

“The department is out of touch. Will not even visit the site of the problem.” Water Licensee

“I think they are making it more difficult for industry to gain approvals, and are becoming way too academic in 
their assessments, and lack pragmatic experience.” Clearing Permit Customer

“I continually see the extensive development which is causing the destruction of the very small amount of 
pristine banksia woodlands on the Swan Coastal Plain that we have left, the impact of industrial development 
on locations such as the Brixton Street Wetlands, Alcoa's clearance of native bush which is now perilously 
close to large water sources, the list goes on really.” Water Licensee

“Banning of mining in water catchment surrounding dams in the Darling Scarp. Protection of the jarrah forests.  
Proper control on the storage of mining waste. DWER pushing for a court dedicated to the prosecution of 
breaches of environmental law.” Environmentally Interested Customer



Perceived Effectiveness –
Waste Management

43



Customers continue to be increasingly favourable 
about DWER’s effectiveness in managing the 
state’s waste 
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2022: n=63 | 2021: n=90 | 2020: n= 103
Q16. Overall, how effective do you think DWER is in setting the framework for better management of waste including improving the reuse and recycling of waste products?
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Perceived Effectiveness of DWER At Managing the State’s Waste | Overall



Improving the guidelines for recycling and 
the process of recycling in general were the key 
suggestions for improving DWER’s role in 
waste management

45

Reasons for Perceived Ineffectiveness of DWER’s Management of the State’s Waste
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2022: n=44*
Q16b. Why do you rate DWER’s setting of the framework for better management of waste as ineffective? What are the things you would like to see improved?
NEW QUESTION ASKED IN 2022
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In their own words…
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Need to Improve Recycling in General

Improve Guidelines

“In 2003 we had a zero-waste target by 2020.....No clear policy, no better practice guidelines, no planning 
policy, massive illegal waste disposal in WA, no waste services to some remote communities, inconsistent 
enforcement and approval.” Environmentally Interested Customer

“Slow to develop and adopt framework around recycling and reuse and not enough emphasis put into the implementation and 
regulation. Feel we could be more aggressive in this space for better outcomes long term.” Industry Licensing Customer

“There are not a lot of recycling opportunities.” Clearing Permit Customer

“While not aware directly of DWER's role in waste recycling I feel our current system is woeful. We have a single  recycle  bin 
in our council area, in my view we should have at least four, paper/cardboard, glass, plastic, metal. Furthermore, I would rather 
see glass bottles and jars cleaned and reused rather than crushed for roadworks or melting down. It seems ridiculous. Finally, 
the 10c/container is a joke - make it 50c and you'll get some take up. I'm old enough to remember when collecting half a dozen 
cool drink bottles bought you a full one.” Water Information Reporting Customer

“Whilst there have been some improvements in this, for example the uncontaminated fill requirements, there 
is still a lack of clarity around wastes vs products. The current regulations make it easy for people to classify 
waste incorrectly, particularly when sending waste to landfill as this doesn't need to be tracked. Therefore, 
they can send in contaminated soil to inert landfills if they 'dress it' right.  It is also quite easy for controlled 
waste to be mixed through general waste to disguise it, i.e. lead cupels seem to be going somewhere other then the legitimate
options. More pressure needs to be placed on these waste generators to ensure they are using legitimate options.” 
Environmentally Interested Customer



In their own words…
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Need to Control Illegal Dumping

Focus on the Processing and Re-Usability of Waste for the Future

“For example - tyre disposal. To stop illegal dumping, you put a levy on the tyre, so it has some value 
and it is returned to a tyre shop for either a credit on another tyre or safe responsible disposal. At a waste 
forum in Kalgoorlie several years ago I said there needs to be laws that prevent the tyre companies giving 
customers their old tyres back because they won't pay the disposal fee !! Nothing has happened, that’s why there is dumping 
all over the state.” Environmentally Interested Customer

“Specifically talking about the WA Plan for Plastics (Single Use Plastics Ban) - DWER is NOT allowing 
compostable products (to Australian Standards!!) to be used/sold in future. I would suggest a reason for 
this is because we do not have the required Industrial Composting Facilities available to local councils/Local 
Govt areas to facilitate commercial composting. If we had better investment/govt funding to create better 
composting facilities, we would all be able to reduce MASSIVE amounts of plastics from the environment.” Environmentally 
Interested Customer

“Landfill is a common factor in our general waste. Recycling is in the eyes as a bin you can recycle in but where is the plant
and processing? Nobody knows where there recycled waste is transported to. Nobody knows the benefit of recycling to 
improve our society.” Water Licensee

Government Needs to be More Involved

“The department while required to enforce regulations, should also aid industries in implementing change to 
meet these requirements.” Clearing Permit Customer

2022: n=44



Perceptions of DWER’s Knowledge, 
Expertise and Decision Making
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The extent to which DWER is perceived to provide 
valuable advice and recommendations has 
softened
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Q18A. And to what extent do you agree or disagree with the following statements about DWER’s knowledge and expertise in the management of the state’s water resources and environment
↑↓ Significant difference to 2021 data at 95% confidence
Don’t know responses have been removed from the charted data
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Perceptions that DWER considers current and 
emerging issues has also softened
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2022: n=252 | 232 | 250 | 238 | 256 | 257
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2020: n=563 | 500 | 533 | 519 | 572 | 548
Q18B. Thinking now about how DWER makes its decisions, to what extent do you agree or disagree with the following statements
↑↓Significant difference to 2021 data at 95% confidence
Don’t know responses have been removed from the charted data
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Agreement has decreased among Water 
Licensees (2022: 49%↓ | 2021: 64%).  

2022 | 

This has reduced amongst Water Licensees in particular, with ratings returning to 2020 levels.  



Perceptions of DWER being focused on finding 
sustainable ways for development to occur have 
largely held steady
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2022: n=257 | 197 | 231 | 181 | 190 | 210 | 206
2021: n=343 | 270 | 334 | 259 | 250 | 301 | 296
2020: n=542 | 427 | 545 | 373 | 389 | 456 | 481 
Q27. To what extent do you agree or disagree that DWER is solutions focused including finding sustainable ways for development to proceed?
Q28. And to what extent do you agree or disagree that DWER is solutions focused including finding sustainable ways for development to proceed in each of the following:
Don’t know responses have been removed from the charted data
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Communications and Engagement

52



Customer satisfaction with DWER remains stable 
overall and differs by customer group 
Clearing Permit Customers continue to be the least satisfied with their relationship with DWER and satisfaction remains weaker 
among Industry Licensing Customers and Clearing Permit customers than in 2020.
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2022: n= 301 | 27* | 39 | 124 | 62 | 62 
2021: n= 426 | 44 | 65 | 179 | 97 | 88
2020: n= 670 | 104 | 97 | 299 | 178 | 43
Q19. Overall, how would you rate your current relationship with DWER? 
Don’t know responses have been removed from the charted data
*Caution results indicative due to small sample 
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Providing helpful customer service and being 
responsive to queries continue to be the key 
drivers of satisfaction

54

Reasons for Satisfaction | Top 7

% of customers who are satisfied with their relationship

2022: 117 | 2021: n=175 | 2020: n=311
Q20 Why is that? 
↑↓Significant difference to 2021 data at 95% confidence
Scores under 7% not shown 

This year, the portion of customers who cited good customer service as a key driver for satisfaction has declined (2022: 12%↓ | 
2021: 22%).
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In their own words…
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Helpful Staff

Responsive to Queries

Good Customer Service

“My interactions with technical staff at DWER are excellent. They are first rate people, trying to do a top job.” 
Water Information Reporting Customer

“Every contact with DWER, starting with letters from the CEO and department heads to office staff to site compliance officers 
has been friendly, professional and helpful. In circumstances where they have identified a minor non-compliance during site 
visits they have always very reasonably given time to repair.  They are to date the best govt department I deal with.” 
Industry Licensing Customer

“In all my dealings with the Department I have always been treated courteously and helped immensely to find a 
solution to my problem/s and answers to my queries.” Clearing Permit Customer 

“I have always found DEWR helpful, knowledgeable and objective.” Water Licensee

“Have always been prompt to my licensing needs.” Water Licensee

“Provide relevant information in a timely manner.” Industry Licensing Customer



In their own words…
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Transparently Shares Data

Have Adequate Knowledge To Help

“DWER showing a continuous improvement, especially in the last 3 years.   More data and information are 
accessible.” Water Information Reporting Customer

“Generally responsive. Give you an answer (whether you like it or not). Seem very knowledgeable and 
experienced (depending on who you speak to).” Clearing Permit Customer

“Professional staff are well trained and expertly able to advise community, other stakeholders for the benefit of WA residents 
and commercial stakeholders improving upon existing legislation.” Water Licensee

Willing to Cooperate 
“Cooperative and provide clear and evidence base responses.” Environmentally Interested Customer

“Technical staff are very knowledgeable and are open to good scientific discussion to establish the path forward on issues.  
This is very clear when compared with other departments that deal with environmental issues like DMIRS or DBCA.  This clear 
science-based approach is greatly valued.” Clearing Permit Customer

Manages the Water Allocation Process Well
“It has good focus on all water systems and should keep up the good work with discretion .” Water Licensee

“Always making sure water is available and usable.” Environmentally Interested Customer



Poor consultation and communication 
remains the key driver of dissatisfaction
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Reasons for Dissatisfaction | Top 7

% of customers who are dissatisfied with their relationship

2022: n=70 | 2021: n=95 | 2020: n=125
Q20 Why is that? 
Scores under 13% not shown 
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Poor management of water and the environment seems to be an increasing concern for customers, as those 
who cited it as a reason for relationship dissatisfaction with DWER has grown since 2020 (8%). 



In their own words…
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Poor Consultation and Communication

Need to be More Transparent

“As a stakeholder in the packaging Industry I am frustrated with the lack of communication and knowledgeable 
advice from DWER  Single Use Plastics Team  in relation to my queries and general info I require.” Environmentally 
Interested Customer

“They make changes which affect my work without consultation. No regard to the customer. Lack 2-way communication.” 
Water Information Reporting Customer

“Transparency when granting water licenses. The whole sub  catchment is not considered when large 
license approvals are granted. There is no consideration given to proportionality between farm area and 
water license.” Clearing Permit Customer

“Be honest.” Environmentally Interested Customer

Poor Management of Water and Environment 
“Big stick approach to minor issues in relation to waste management and not addressing the major issues 
that are skewing the market against those that wish to do the right approach for the environment.” 
Industry Licensing Customer 

“DWER is ok with the short-term environmental outlook, but the long-term water supply to the state is severely compromised 
by vested interest.” Environmentally Interested Customer



In their own words…
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DWER Needs to be More Practical in its Decisions 
“Return phone calls  provide advice  set clear timeframes for all steps of an assessment process  stick to the 
timeframes  timely turn-around of assessments without statutory or target timeframes  consider proposals on a 
case-by-case basis.” Clearing Permit Customer

Poor Attitude Towards People/Industry
“When asking for Collaboration and meetings we are met with threats of enforcement and prosecution.” 
Industry Licensing Customer

Approval Process is too Slow
“It is over regulated and understaffed. It takes months, even years to get approval for anything. the process 
needs to be streamlined and once approved should not allow local councils to override decisions because they 
have their own internal policy's.” Water Licensee

“DWER needs to act in a timely fashion for approvals - 10 to 20 working days not 6 months.” 
Water Information Reporting Customer

Poor Customer Service
“I do not have all day to fill this question but the person we have dealt with is condescending and self 
righteous and is obviously motivated by who is easier to bully, the way he carries on in his position is 
an embarrassment for the DWER.” Water Licensee

“Lack of training, staff, consistency, policy, logic, better practice guidelines.” Environmentally Interested Customer



Perceived ease of dealing with DWER remains 
consistent, with less than half feeling dealings are easy
Reflective of weaker overall perceptions of DWER, Clearing Permit Customers are still the most likely to rate DWER as very 
difficult to deal with. 
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2022: n=287 | 26* | 39* | 115 | 60 | 61
2021: n= 399 | 43* | 64 | 163 | 94 | 82
2020: n= 622 | 101 | 97 | 258 | 177 | 41 
Q21. Overall, how would you rate DWER in terms of being easy to deal with in relation to your business/organisation’s needs?
Don’t know responses have been removed from the charted data
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Perceptions of DWER’s customer 
relationship management also remain 
steady year on year
An opportunity remains here for DWER to focus on strengthening their management of customer relationships, as it has 
remained stable at a relatively low percentage score for NET Very Good / Excellent year on year. 
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Perceptions of DWER’s Management of Customer Relationships

24% 23% 21% 18%

25% 22% 22% 19%

23% 23% 23% 20%

%
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2022: n=307 | 2021: n= 441 | 2020: n= 693
Q22A. How would you rate DWER’s performance in managing their relationship with you and your business/organisation, across each of the following areas
Don’t know responses have been removed from the charted data

Don’t 
Know 9% 15% 14% 34%

NET Very 
Good / 

Excellent

2021 | 

2020 | 

2022 | 



Only one quarter of customers rate access to DWER 
services and people as very good or excellent
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18 22 14

25 26
30

35 32 34

19 16 19
3 4 4

Accessibility to the 
approriate people at DWER

Ease of knowing who to 
contact/how to access DWER 

services 

Ease of accessing DWER services

Poor Fair Good Very Good Excellent

2022: n=269 | 277 | 273
2021: n= 369 | 379 | 378
2020: n= 581 | 598 | 602
Q22B. And, how would you rate DWER’s performance in managing their relationship with you and your business/organisation, across each of the following areas?
Q23. Still thinking about your interactions with DWER, how would you rate the following
↑↓ ↓Significant difference to 2021 data at 95% confidence
Don’t know responses have been removed from the charted data
Scores may equal +/- 1% due to rounding 

Perceptions of DWER’s Accessibility 

25% 18% 21%

24% 18% 22%

22% 19% 23%

%
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to
m
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s 

Don’t Know 12% 10% 11%

NET Very 
Good / 

Excellent

2021 | 

2020 | 

2022 | 



Perceptions of DWER’s customer service have 
remained stable this year

63

15 24 28 24 28

30 24 27 24 26

30 30 27 33 30

20 17 15 16 144 5 3 3 2

The extent to which you 
receive a personalised 

service 

Their willingness to listen 
to your 

business/organisation’s 
needs

Speed of responding to 
your 

business/organisation’s 
needs

Timeliness of final 
response/outcomes

Their understanding of 
your 

business/organisation’s 
needs

Poor Fair Good Very Good Excellent

2022: n= 266 | 259 | 265 | 275 | 263 
2021: n= 361 | 357 | 376 | 378 | 357 
2020: n= 574 | 568 | 563 | 589 | 582
Q22B. And, how would you rate DWER’s performance in managing their relationship with you and your business/organisation, across each of the following areas?
Q23. Still thinking about your interactions with DWER, how would you rate the following
Don’t know responses have been removed from the charted data
Scores may equal +/- 1% due to rounding 

Perceptions of DWER’s Customer Service

26% 24% 22% 21% 22%

26% 23% 21% 21% 19%

24% 22% 18% 19% 16%

While the results remain stable from previous years, an opportunity still exists here for DWER to focus on their customer 
service, particularly understanding and timeliness of response to business needs. 
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Don’t Know 13% 16% 14% 10% 14%

NET Very 
Good / 

Excellent

2021 | 

2020 | 

2022 | 



Ratings of how DWER communicates with 
customers have been largely unchanged since 2020
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15 18 26 24
27 30 24 30

37 32 33 29

17 16 14 143 3 3 3

Providing information which 
is easy to understand

Providing information which 
is relevant to your 

business/organisation

Timeliness of their 
communications

Being proactive in their 
communications

Poor Fair Good Very Good Excellent

2022: n= 276 | 259 | 271 | 269
2021: n= 389 | 361 | 378 | 373
2020: n= 610 | 580 | 597 | 591
Q22B. And, how would you rate DWER’s performance in managing their relationship with you and your business/organisation, across each of the following areas?
Don’t know responses have been removed from the charted data

Perceptions of DWER’s Communications 

24% 24% 21% 18%

23% 22% 19% 19%

21% 20% 17% 17%

%
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f c
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to
m
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Don’t 
Know 10% 16% 12% 12%

NET Very 
Good / 

Excellent

2021 | 

2020 | 

2022 | 

A large proportion of customers rate DWER’s communications as poor or fair.



One in three customers are unsure to what 
extent Environment Online will improve 
their interactions with DWER
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15

29
24

32

Significantly improve your 
interactions

Somewhat improve your 
interactions

Not at all improve your 
interactions

Don’t know

2022

Expected Impact of Environment Online

2022 n=307
NQ10: DWER is developing a new digital one-stop-shop for environmental assessments, approvals, and compliance, called Environment Online. To what extent do you think an online portal will 
improve your interactions with DWER and its services
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Attitudes Towards Water and 
Environmental Issues 

66



Managing water security remains a key 
priority for customers
Management of groundwater resources is still a high priority but not as high as it was in 2020.
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4 8 6 9
10↑ 12 8 10
28

29 34 30

Contamination of water (ie 
water quality)

Protection of drinking water 
sources

Management of the state’s 
ground water resources

Investing in water projects to 
address the drying climate

1- Low priority for my business/organisation 2 3 4 - High priority for my business/organisation

Water Related Customer Priority Areas 

%
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to
m
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2022: n= 274 | 273 |274 | 265
2021: n= 397| 394 | 397 | 390 
2020: n= 619 | 618 | 614 | 605
Q26: And to what extent are each of the following considered a priority by your business/organisation for DWER to focus on regarding the management of our state’s water and environmental issues?
Don’t know responses have been removed from the charted data
↑↓Significant difference to 2020 or 2021 data at 95% confidence

Don’t Know 11% 11% 11% 14%

High Priority

2020 | 

2021 | 

2022 | 

60% 55% 59% 51%

56% 56% 53%↓ 50%

58% 51% 52% 51%



Climate change and recycling are 
considered to be the key environmental 
priority areas for DWER
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9 13 15 14↑ 15 14 17 20↑
14

12 14 13 15 12 15 18
30 28 26 30 29 34 30 28

47 47 45 44 41 40 39 34

Facilitate 
recycling of 

waste

Climate change Rubbish / litter 
polluting our 

waterways and 
ocean

Rubbish / litter 
polluting our

land and 
environment 

Clearing of 
land and the 

environment for 
development

Ensuring waste 
wise alternatives 
are available to 

consumers

Volume of waste 
generation by 

the WA 
community

Air pollution

1- Low priority for my business/organisation 2 3 4 - High priority for my business/organisation

Environmental and Waste Related Customer Priority Areas 

%
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f c
us

to
m
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s

2022: n= 261 | 260 | 266 | 264 | 262 | 255 | 255 | 251
2021: n= 390 | 390 | 392 | 385 | 383 | 376 | 384 |379
2020: n= 600 | 598 | 581 | 610 | 574 | 568 | 579 
Q26: And to what extent are each of the following considered a priority by your business/organisation for DWER to focus on regarding the management of our state’s water and environmental issues?
↑↓ Significant difference to 2021 data at 95% confidence
Don’t know responses have been removed from the charted data
Rubbish/Litter polluting out land and environment 

Don’t 
Know 15% 15% 13% 14% 15% 17% 17% 18%

44% 46% 46% - 41% 40% 38% 33%

45% 45% 46% 46% 41% 42% 41% 36%

High Priority

2020 | 

2021 | 

2022 | 



0

6

13

6 8
6 5

2 1 0

28

6 4

10
7 6 8

3 5↑
1 0

28

10↑ 10↑ 9 8 8 7 7 6 6↑ 6↑

24

Landfill and
waste

management

Timeliness of
responses

Policies and
management of
recycled water

Water supply Environmental
conservation

and
rehabilitation

Protection of
wetlands and

bushlands

Allocation of
resources

More
transparency

Food production
and

management

Improve
engagement

and
collaboration

Don't know

Priority Areas For DWER To Focus On | Top Ten 

This year, landfill and waste management, as well as 
prompt response times were more top of mind
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2022: n=307 | 2021: n=441 | 2020: n= 693
Q25. Thinking about water and environment issues that are most important to you business/organisation, please let up to three key priority areas your business/organisation would like to see DWER 
focus on regarding the management of out state’s water and environmental issues. 
↑↓ Significant difference to 2020 or 2021 data at 95% confidence
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Sample Profile

70



Sample Profile - Frequency of Contact 

Water 
information 

reporting 
customers 

Industry 
licensing

Water 
licensees

Clearing permit 
customers

Other 
customers

2020 2021 2022 2020 2021 2022 2020 2021 2022 2020 2021 2022 2020 2021 2022

More than 12 
times 27% 33% 32% 20% 15% 16% 5% 4% 11% 26% 20% 25% 45% 22% 25%

5-12 times 37% 22% 20% 27% 23% 24% 9% 12% 9% 24% 28% 27% 30% 32% 38%

3-4 times 18% 17% 28% 26% 33% 32% 21% 21% 17% 26% 26% 24% 13% 29% 30%

1-2 times 17% 25% 20% 27% 30% 24% 56% 58% 54% 23% 24% 22% 13% 15% 5%

Not at all - - - - - 5% 7% 3% 8% 2% - 2% - - 2%

Don't know 1% 3% - 1% - - 1% 3% 1% - 3% 0% -% 2% -

n= 93 36 25 94 61 38 188 120 76 151 76 51 40 82 56

71

Frequency of Contact with DWER Over the Past Year

% of customers who have dealt with DWER within the past year 

Q2B. How frequently have you had dealings with DWER over the past year?



Sample Profile – Cultural Identification and 
Aboriginal Peak Body or Organisation Representation 

72

1 0 0

99

1 0 0

98

Aboriginal Torres Strait 
Islander

Aboriginal and 
Torres Strait 

Islander

None of the 
above

2021 2022

Cultural Identification 

2022: n=307 | 2021: n=441
NQ1. Do you identify as?
NQ2. Do you represent an Aboriginal Organisation or Peak Body?
Note: NQ1 and NQ2 were not asked in 2020

%
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0

98

21

98

1

Yes No Don’t know

2021 2022

Aboriginal Peak Body or Organisation 
Representation 

%
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m
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Due to the small sample of Stakeholders who identified as Aboriginal and/or Torres Strait Islander or representatives, it was not 
possible to analyse their results separately to the main sample.
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