
Shoalhaven Water completely overhaul their asset protection

Case Study

Proudly part of Shoalhaven City Council, Shoalhaven Water 
manages the collection, treatment and distribution of water 
in the Shoalhaven City. They also collect, treat and dispose of 
wastewater safely back into the environment.  

They have a dedicated team of staff both in the offices and 
out in the field that keeps the regions water running day and 
night, 24 hours a day seven days a week. Shoalhaven Water 
is all about looking forward to conserve and improve your 
water services now and into the future.

4,531 km2 network area
       • 4 Water Treatments Plants
        • 13 Sewerage Treatments Plants

100,000+ serviced customers

500+ monthly DBYD requests

145 employees

Challenge

Shoalhaven Water have spent a number of years working to 
update their manual process of responding to requests for asset 
information. Considerable time and effort was provided by both 
the mapping and IT departments to overcome the challenge, 
which lead to Shoalhaven Water becoming members of the ‘Dial 
Before You Dig’ (DBYD) service. With an anticipated increase in 
workload due to higher volumes of enquries from the DBYD 
membership an automated solution was required. 

Solution

Shoalhaven Water opted for TicketAccess as a hosted solution to 
efficiently automate their response service.  TicketAccess  
responds to a large number of asset location enquiries instantly 
without any staff intervention or effort, 24x7. 

Outcome

The PelicanCorp solution has provided Shoalhaven Water with 
the set-and-forget system they were seeking. TicketAccess 
requires no manual resources by providing instant automated 
responses to all DBYD enquiries from the completely hosted and 
managed service.
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”We had 739 requests in the first month! 
This was a substantially larger amount 
than expected. TicketAccess automated 
the workload for us, and the system 
interacted seamlessly with DBYD.”
Katherine Wilson, Water Connections & Business Support

Through the use of TicketAccess, Shoalhaven Water in coastal 
NSW has achieved a completely automated process for 
responding to Dial Before You Dig (DBYD) enquiries removing the 
manual effort required.

Shoalhaven Water are proudly part of Shoalhaven City Council, 
who manage the collection, treatment and distribution of water in 
the Shoalhaven City. 

Prior to becoming a DBYD member Shoalhaven Water were 
receiving approximately 100 asset location requests per month 
and processing them manually. 

However, figures from the DBYD system indicated that the greater 
Shoalhaven City area were actually receiving upwards of 500 
enquires per month. “We were not capturing anywhere near 
enough data to ensure our customers and assets stayed 
protected” explained Katherine Wilson, Water Connections and 
Business Support at Shoalhaven Water. 

“It was obvious to Shoalhaven Water that in order to maintain our 
supply and quality of assets to our customers we needed to join 
the DBYD service” said Katherine. “However with an expected 
increase of over 5 times the number requests for information per 
month we anticipated a substantial increase in workload”.

“Upon joining DBYD the biggest concern for Shoalhaven Water 
was the ability to handle the influx of work. We needed a solution 
to automate the process and keep our resources available” 
Katherine said. 

The TicketAccess solution provides asset location information 
based on  DBYD requests for both standard and critical 
Shoalhaven Water assets. 

This was achieved through a collaborative effort with PelicanCorp 
to capture and set all the required business rules within 
TicketAccess.

Katherine went on to explain “We had 739 requests in the first 
month! This was a substantially larger amount than expected. 
TicketAccess automated the workload for us, and the system 
interacted seamlessly with DBYD”.

“We have had customers inform us that they have received their 
plans from Shoalhaven Water via email before they are off the 
phone with the DBYD call centre. We really wanted a set and 
forget system which is what we have managed to achieve with 
TicketAccess.” 

DBYD membership combined with PelicanCorp’s TicketAccess 
service provides Shoalhaven Water with a more customer friendly 
and configurable response. “Our previously generated in-house 
maps did not contain a legend – so accuracy could be brought into 
question. With TicketAccess automated maps enquiry responses 
now contain a legend so data interpretation is easier.” 

“If we have had any damage done to our assets we can now go 
back through the system to see if a DBYD request was lodged. 
This then allows us to do an investigative study as to how the 
incident may have occurred” concluded Katherine. 

The overall result for Shoalhaven Water has ensured they are 
secure on their asset protection path moving forward. By 
automating the reply process reducing the manual effort required 
and saving overheads on labour, they can continue to provide the 
Shoalhaven City area and its customers with quality water 
services and accurate information on their assets.

www.pelicancorp.com

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 of 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 its own services; such as hosted and on-premise Before You Dig ticket and response management systems. 
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