
Unitywater wins 2016 annual DBYD award with PelicanCorp

Case Study

Unitywater provides water supply and sewerage services to 
Moreton Bay, Noosa and Sunshine Coast residential and business 
customers. Beginning operations on 1 July 2010, Unitywater 
distributes and retails water supplied from the South-East 
Queensland Water Grid, which was created to secure and efficiently 
manage South East Queensland’s water supply.

Unitywater operates in one of the fastest growing regions of 
Australia, providing essential water supply and sewage collection 
and treatment services to 16.3% of Queensland’s population.

$3.1 billion essential assets
      

316,000+ serviced customers

4,500+ monthly DBYD requests

700+ staff members

Challenge

Prior to 2008, the water industry across the Sunshine Coast and 
Moreton Bay regions of QLD was complex as there were six 
regional councils responsible for this area. In 2008, these six 
councils amalgamated into two regional councils. Following 
establishment on 1 July 2010, Unitywater was faced with the 
challenge of manually responding to around 100 Dial Before You 
Dig (DBYD) enquiries per day.  

Solution

As members of the national DBYD service Unitywater opted for 
PelicanCorp’s TicketAccess solution, providing them with the 
single automated platform to manage the process of responding 
to requests.   

Outcome

Unitywater successfully automated response processes with 
TicketAccess and is able to focus on providing safe water supply 
and sewage collection and treatment services and a safe 
environment for those working on and around their assets. In 
addition to this, Unitywater was awarded winners of the 
prestigious 2016 GITA ANZ Dial Before You Dig High Performance 
Award for their outstanding speed, quality and accuracy of 
responses to requests for information.
 

Software and Services for the Protection of Essential Infrastructure



”This provided additional reliability to the 
automated responses through TicketAccess 
with a reduction in customers following up 
for further information”
Simon Taylor, Executive Manager Infrastructure Planning and 
Capital Delivery

Unitywater has successfully automated its response 
processes with the PelicanCorp TicketAccess solution, which 
helped them win the prestigious 2016 GITA ANZ Dial Before You 
Dig High Performance Award.

Unitywater began operations on 1 July 2010 after being 
established by the Queensland Government, under the 
South-East Queensland Water (Distribution and Retail 
Restructuring) Act 2009.

Between 2010 and 2013 Unitywater was managing more than 
100 responses a day via a manual process resulting in a huge 
workload.

Simon Taylor, Executive Manager Infrastructure Planning and 
Capital Delivery at Unitywater explained that “due to the 
transition and change processes being faced at Unitywater over 
the first three years, responding to Dial Before You Dig (DBYD) 
enquiries became a process that involved multiple manual steps 
split across different regional lines of the area”.

As a result of consolidation projects, by 2014 Unitywater had 
amalgamated a number of business systems which allowed 
them to provide a single platform to manage the process of 
responding to requests. TicketAccess was implemented in 
January 2014 resulting in automatic responses to more than 
4,500 referrals per month.

Over the following two years Unitywater worked with 
PelicanCorp to refine response processes and Unitywater took 
out the GITA ANZ 2016 Dial Before You Dig High Performance 
Award earlier this year.

GITA ANZ introduced the award in 2007 to recognise high 
performance by member companies responding to DBYD 
enquiries. It is awarded on the basis of results from a competition 
conducted anonymously by GITA. Responses are judged on the 
speed, quality and availability of responses along with the 
accuracy and quality of material provided to the enquirer. 

“As first time contenders we were thrilled to be named as the 
winner of the GITA award. The fundamental principal of what 
the DBYD service stands for, is ensuring that people have access 
to the high quality information they need to work safely in their 
environment. This is a core value at Unitywater which we pride 
ourselves on being able to provide,” Simon said.

Unitywater and PelicanCorp worked together to further enhance 
the TicketAccess workflow process allowing the capability to 
provide additional Detailed Infrastructure Plans back to enquirers 
as needed.  “This provided additional reliability to the automated 
responses through TicketAccess with a reduction in customers 
following up for further information,” said Simon.

“The success is about the work the Unitywater GIS team is doing 
to ensure our information is accurate and of high quality.  Through 
the direct integration TicketAccess provides to Unitywater’s GIS, 
we’re able to ensure quality information is delivered,” Simon said.
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About PelicanCorp

PelicanCorp provides software and services to Utilities, Asset owners and the Before You Dig/One Call industry specifically for the 'Protection of Essential Infrastructure'. Our team has extensive 
experience working with Utilities, Before You Dig, One Call services and Local Authorities in helping provide efficient end to end software solutions to increase awareness, improve information 
exchange and to re-engineer processes delivering day to day benefits to the industry as a whole.

Our unique technology platforms are developed through extensive industry knowledge and market experience. We have customers around the world using our platforms, and we use our own 
PelicanCorp Enterprise (PCE) platform of products to deliver our own services; such as hosted and on-premise Before You Dig ticket and response management systems. 


