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1. ORGANISATIONAL 

PERFORMANCE PROGRAM 
The Organisational Performance Program (OPP) is the 

City of Vincent’s strategic initiative to continuously 

improve how local government services are delivered 

to the community. Through a structured and 

transparent approach, the OPP ensures that services 

are appropriate, effective, and efficient, aligning with 

community needs and future priorities. 

1.1 WHAT IS THE OPP?   

The OPP focusses on enhancing service delivery 

across all areas of the City’s operations. It is designed 

to ensure that every service we provide - whether it’s 

waste collection, community engagement, or urban 

planning - is aligned with community needs, delivered 

efficiently, and adaptable to future challenges.   

The OPP includes the Service Delivery Review 

Program (SDRP) - an annual process that evaluates 

how well services are performing and identifies 

opportunities for improvement. 

1.2 KEY OBJECTIVES OF THE OPP  

• Appropriateness: Services meet current 

community needs and adapt to future demands. 

• Effectiveness: High-quality services delivered 

through innovative and targeted methods. 

• Efficiency: Resources are optimised, with savings 

reinvested into new or improved services. 

1.3 CEO KPIS    

The Organisational Performance Program (OPP) plays 

a critical role in helping the City of Vincent achieve 

the CEO's Key Performance Indicators (KPIs), which 

are endorsed by Council and publicly available.  

These KPIs are the primary mechanism through which 

the City demonstrates its alignment with Council’s 

objectives and the broader vision outlined in the 

Strategic Community Plan (SCP) and Corporate 

Business Plan (CBP). 

The OPP provides the framework and evidence base 

to track and report on service delivery performance, 

which directly supports the CEO KPIs. The Results 

Report for 2024-2025 highlights continued high 

performance against these KPIs, reflecting the impact 

of the Productivity Scheme and the ongoing 

implementation of the OPP. 

1.4 WHATS INCLUDED  

The 2025 program reviewed:  

• 56 service plans and 294 deliverables across 16 

service areas.  

• Capability and maturity levels of services 

• ICT and process improvements 

• Strategic alignment with the City’s Strategic 

Community Plan 

• Results from the 2025 Rapid Organisational 

Maturity Model and associated team KPIs 

• Results from the 2025 Employee Engagement 

Survey  
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2. SERVICE DELIVERY 

REVIEW PROGRAM 
The City’s Service Delivery Review Program 

(SDRP) is designed to assure Council and the 

community that our local government services 

are:  

• Appropriate – meaning that services 

align with current community needs and 

are adaptable to future requirements.  

• Effective – meaning that the City provides 

targeted, high-quality services through 

innovative methods.  

• Efficient – meaning that the City 

optimises resources and relocates 

savings to fund new or enhanced 

services.  

The program achieves this using team planning 

days, service delivery reviews, presentations, and 

extensive Council reporting.  

The SDRP helps to track the delivery and 

efficiency of current services. It is an annual 

review process, which is led by the governance 

team and all City of Vincent managers.  

 

 

 

 

2.1 WHAT IS SERVICE DELIVERY?   

Local governments deliver a range of services to meet the 

needs and wants of their communities.  

Service delivery includes:  

• Internal services such as strategic planning, HR and 

finance.  

• External services such as waste collection, parks 

maintenance and development application 

processing.  

2.2 COMMITMENT TO CORPORATE AND 

STRATEGIC PLANNING 

The SDRP is included in the City’s commitment to regular 

corporate and strategic planning as a part of its Integrated 

Planning and Reporting Framework (IPRF).  

This is to ensure that our services align with the Council’s 

Strategic Community Plan.  
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2.3 SERVICE DELIVERY REVIEW 

FRAMEWORK 

The City’s Service Delivery Review Program 

is demonstrated in the SDRP Framework.  

The SDRP Framework is made up of both 

governance and manager actions. The 

governance team guide the process and 

assist managers with their actions.   

 

2.4 REPORTING ON SDRP FINDINGS 

Data collected from the SDRP is reported 

on within this OPP document.  

Most of the data is collected from a live 

SharePoint site that is accessible to all 

Managers during the SDRP review process.  

Additional information is collected via 

ROMM surveys, Strategy Houses and EMC 

presentations.  

Information collected is presented to the 

Executive Management Committee, the 

Audit and Risk Committee and the Elected 

Members.  
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3. ALIGNMENT OF 

STRATEGY AND 

OPERATIONS 
This section provides a reflection on the current 

strategy of each business unit, examining their 

primary objectives and alignment with 

community priorities and legislative 

requirements.  

3.1 SCP IMPLIMENTATION THROUGH 

SDRP 

The City of Vincent has six key priority areas as 

stated in its Strategic Community Plan (SCP). It 

is essential for every business unit within the 

City to focus on these priorities, ensuring that 

all initiatives and activities align with them. 

Analysing the City’s implementation of the SCP 

priorities not only supports informed decision-

making and effective resource allocation, but 

also strengthens accountability within teams, 

ensuring the organisation is well-positioned to 

meet the community’s needs.  

The table on the next page shows how the 

City’s service areas align to each of the six 

community priorities.  
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3.2 SCP IMPLIMENTATION 

EFFECTIVENESS  

One way to assess the effectiveness of the 

City’s SCP implementation is to assess the 

service area capability levels.  

Service capability focusses on identifying 

and defining a specific areas competency 

with achieving organisational goals.  

A service area with defined service 

capability is more likely to be achieving the 

SCP outcomes associated with their service 

output.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



  
ORGANISATIONAL PERFORMANCE PROGRAM 2025 9 

 

3.3 FINDINGS IN RELATION TO 

SERVICE CLASSIFICATION LEVEL 

Local governments must balance 

community priorities with their legislative 

obligations.  

The table on the right outlines service 

classifications within each area and their 

capability to perform these essential 

functions.  

All service classifications are essential, as 

mandatory services carry legislative and 

compliance obligations, while support 

services help ensure those obligations are 

met. 

Key areas to watch include Public Health 

and Built Environment, City Buildings and 

Asset Management, and Waste and 

Recycling. These teams face significant 

mandatory and legislative requirements 

but currently have capabilities reflecting 

the initial level. This may reflect insufficient 

resourcing, support, training or process 

maturity.    
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3.4 SERVICES CATALOGUE – CAPABILITY LEVELS   

This image shows an overview of the capability levels across the City’s 16 business units and 56 service plans.   
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4. CAPABILITY AND 
MATURITY MODELLING 
4.1 SERVICE CAPABILITY AND 

MATURITY  

To continue improving our processes, we 

need to assess both the capability and 

maturity of our services.  

This dual focus allows us to understand 

both our present competencies and the 

evolution of these services over time. By 

doing so, we can identify opportunities for 

growth and align our process 

improvements with organisational goals.  

4.2 SERVICE AREA MATURITY  

Maturity levels concentrate on the 

progression and improvement of 

processes over time. They are used to 

benchmark and guide the improvement of 

processes and practices.  

A breakdown of each service area’s 

maturity levels in 2025 is shown in the 

diagram on the right. It is important to note 

that this is not for comparison between 

business units, but rather a visualisation of 

how managers have self-assessed their 

service area. It should be used to quickly 

identify which areas have specified pain 

points within their business unit.  
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4.3 FINDINGS IN COMPARISON TO 

PREVIOUS YEARS  

The City of Vincent is currently sitting at a 

Managed level for both Capability and 

Maturity across the organisation.  

This year saw a steady progression in areas 

achieving defined levels of capability and 

maturity. There was also a significant 

reduction in service plans and deliverables 

previously assessed at the initial level. 

These results demonstrate the focussed 

effort of teams throughout the year to 

enhance service plans and address areas 

requiring improvement. 

The organisation is now just 0.4% short of 

achieving an organisation-wide defined 

maturity level for its service deliverables, 

and current progress indicates this will be 

achieved within the next year. 

The next page provides a detailed view of 

each service area's capability and maturity 

levels, along with trends comparing this 

year’s findings with the previous two years.  

Note that all trend lines are heading ‘up’ as 

the City continually enhances processes, 

technology and programs.   
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5. WORKFORCE AND 
RESOURCE PLANNING 
 

To enhance our services, it is essential to 

assess how resources are allocated and 

identify areas that may require 

additional support.  

The table on the right presents the 

approved FTE for 2025/26 for each 

service area, along with their 

corresponding percentages for 

mandatory services and their self-

assessed capability to meet service 

requirements.  

However, staffing analysis should be 

considered alongside process-

improvement initiatives to provide a 

holistic understanding of service 

performance. In some cases, increasing 

staff alone may not address underlying 

issues, which may be more effectively 

resolved through process or 

technological improvements.  

The number of system and process 

improvements are also included in this 

table and expanded under Section 9 of 

this document.  
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6. RAPID ORGANISATIONAL MATURITY MODEL (ROMM) 
 
The Rapid Organisational Maturity Model (ROMM) was developed in 2024 to support executive 
reflection and strategic improvement across the organisation. The survey is a high-level self-assessment 
of organisational maturity across five key focus areas:  

• Leadership & Strategy  

• Organisational Capability & Performance  
• Asset & Risk Management 

• Service & Product Delivery  

• Good Governance  

Its purpose is to provide a quick, insightful self-assessment of strengths and improvement areas across 25 
indicators, enabling alignment among executives, managers and staff. 

6.1 ORGANISATIONAL ROMM   

The 2025 ROMM survey received a total of 145 responses from across the organisation. The results show 
strong maturity in Leadership & Strategy and Asset & Risk Management, with average scores of 3.47 and 
3.46 respectively. Organisational Capability is our lowest rated category; however, it is still within the 
range of our organisations level 3 goal. Service Delivery and Good Governance are also well into the 
level 3 range, demonstrating a solid foundation for transparent and accountable operations.  
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6.2 ROMM COMPARISON 2024 vs 2025     

The organisation-wide ROMM survey for 2025 received 149 responses – four more than in 2024. The comparable response rate makes it a reliable basis for year-on-

year analysis.  

The ROMM results show that average maturity levels across all five categories remained relatively stable from 2024 to 2025, with only slight shifts. Leadership & Strategy 

continued to lead with the highest maturity level (3.50 in 2024 vs 3.47 in 2025), while areas like Service Delivery and Organisational Capability showed consistent but 

moderate maturity. Overall, the organisation continues to meet its Level 3 maturity goal, reflecting consistent performance and alignment with strategic and governance 

objectives.  

 

 

 

 

 

 

 

 

 

 

 

 

6.3 TEAM SPECIFIC ROMM   

This year the ROMM was expanded to include a team-specific version, maintaining the original content but tailoring the language to reflect team-level perspectives. This 

team-specific version saw participation from 169 staff members across all teams within the City of Vincent.  

Key features of the team-specific ROMM survey included: 

• A focus on team reflection rather than individual or managerial evaluation. 

• A tool to support future planning and staff engagement. 

• Confidentiality of team-level data, accessible only to the CEO and Directors. 

• A foundation for identifying 3–5 key performance indicators (KPIs) per team to guide improvement efforts over the next 12 months. These can be found in the 
section ‘Focus Areas for 2026’. 
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7. EMPLOYEE 
ENGAGEMENT 
SURVEY  
7.1 OVERVIEW   

The City of Vincent recently completed 

its 2025 Employee Engagement Survey, 

achieving an outstanding 95% 

participation rate.  

This survey measures how engaged, 

supported, and motivated employees 

feel, and the results provide a clear 

picture of the organisational culture and 

progress. 

The findings show remarkable 

improvements across all key areas 

compared to 2023, confirming that the 

efforts to build a positive, high-

performing workplace are paying off.  

These results are not just numbers—they 

reflect the commitment of every team 

member to make the City of Vincent a 

great place to work and deliver 

exceptional outcomes for our 

community. 

 

 

 

 

The success has also been recognised externally with the 

City of Vincent receiving the: 

• Best Workplace Award – for achieving exceptional 

engagement and satisfaction levels well above 

industry benchmarks.  

• Change Champion Award – for demonstrating 

significant positive change in workplace practices 

and employee experience.  

 

 

These outcomes strongly align with the Organisational 

Performance Plan (OPP) 2026, reinforcing our 

commitment to people and culture, operational 

excellence, and change leadership. High engagement 

and wellbeing scores support our focus on creating a 

thriving workplace, while improvements in recruitment 

and processes contribute to efficiency and capability-

building. Recognition as a Change Champion validates 

our progress in embedding adaptability and resilience, 

ensuring we are well-positioned to deliver on our 

strategic objectives and community outcomes. 
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7.2 PRIORITY AREAS IDENTIFIED   

The survey identified recognition, 

change management, career 

opportunities, technology, processes 

and pay & benefits as priority areas.  

It is important to note that all of those 

areas have improved significantly over 

the last two years and are well over the 

local government benchmark. However, 

the City of Vincent is committed to 

constant improvement so these results 

will inform the focus areas for 2026.   
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8. FOCUS AREAS FOR 2026  
8.1 EMC ENDORSED FOCUS AREAS 

The City of Vincent endorses the following focus areas for 2026:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

These focus areas been identified by the Employee Engagement Survey results (Section 7.2) and through 

challenges raised by managers during the Service Delivery Review Program (addressed below in item 8.2). The 

focus areas will be addressed and driven by the Executive Management Team.  

8.2 IDENTIFIED CHALLENGES – MANAGERS 

In response to 2024 feedback, the service review process this year focussed on identifying and analysing the key 

challenges raised by managers.  

There were three main issues that were identified including change management, the productivity scheme/leave 

management plans and the project management process. Beyond these, a broader range of challenges were 

raised, reflecting the complexity of service delivery across business units. These include:  

• Implementation of AI and technology progression (3 mentions)   

• Balancing of unplanned projects/political commitments with workload (2 mentions) 

• Embedding safety into culture (1 mention) 

• Streamlining the current purchase order system (1 mention) 

• Resourcing due to increased CRM enquiries (1 mention) 

• SLS use and the management of stakeholders (1 mention) 

• Aging infrastructure (1 mention) 

• Staff retention and burnout (1 mention)  

The three main challenges were presented to the Executive Management Committee for their consideration. 

Actions were identified and are included below.  
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1. IDENTIFIED CHALLENGE:    Productivity Scheme and Leave Management Plans 
 

DESCRIPTION/SUMMARY 

Feedback from several service areas indicate that the Productivity Scheme has presented some operational 

challenges. 

Managers have noted that while the initiative aims to improve work–life balance and staff engagement, its 

implementation has, in some cases, led to increased workload pressures and difficulties managing leave within 

reactive or resource-constrained teams. There is concern that aspects of the scheme may be perceived as an 

entitlement rather than a performance-based benefit, particularly among operational staff. 

In addition, several teams reported challenges in maintaining service continuity, structured rostering, and 

appropriate leave management plans to support the scheme effectively. Some managers highlighted the need 

for clearer guidelines, support, and consistency across departments to ensure the intended productivity 

outcomes are achieved without negatively impacting service delivery. 

 

IDENTIFIED BY 

• Parks  

• City Buildings and Asset Management 

• Engineering 

• Community Facilities   

• Library and Local History Centre 

• Public Health and Built Environment 

• Information and Communications Technology 

• Human Resources 

 

DIRECTLY AFFECTS 

Whole organisation 

 

SCP ALIGNMENT 

• Innovative and 

Accountable  

• Connected & 

Healthy 

Community  

PERCENTAGE OF 
ORGANISATION WHO 
IDENTIFIED THE 
CHALLENGE  

CHALLENGE CLASSIFICATION 

Support Service – the productivity scheme is not legislative. Instead, its purpose is to support an enhanced 

working environment and has been made available to all COV staff.  

 

 

RISK DESCRIPTION  

 

 

Operational 

disruption due to 

inconsistent 

implementation of 

the Productivity 

Scheme and leave 

management 

CAUSE  

 

 

1) Scheme perceived 

as entitlement 

2) Lack of clear 

guidelines 

3) Increased workload 

4) Rostering and leave 

planning issues 

5) Inconsistent 

application 

CONSEQUENCE RATING  

 

3 – Moderate  

While service areas are 

experiencing pressure, 

the impact is not yet 

major.  

 

The issues are 

manageable with 

additional support, and 

no reports suggest 

complete service failure. 

LIKIHOOD RATING  

 

4 – Likely  

Multiple 

departments have 

already reported 

challenges.  

 

This suggests the 

issue is recurring, 

not isolated, and 

likely to persist 

without intervention. 

OVERALL 

RATING 

High  

DEPENDENCIES/RELATED ISSUES 

1. Staffing Levels & Resource Availability 

Ensuring adequate coverage during periods of leave to maintain service delivery, particularly in reactive 

teams. 

2. Leave Management Processes 

Clear, consistent, and structured leave planning to prevent operational gaps and support effective use of the 

productivity scheme. 

3. Policy Clarity & Communication 

Clear guidelines and messaging to staff to avoid perceptions of entitlement and ensure the scheme aligns 

with performance expectations. 
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POTENTIAL SHARED-LEARNING OPPORTUNITIES:  

Communications and Engagement – has created successful schedules for front facing and internal staff that need 

to be available during all working hours.  

Waste and Recycling – has found flexible working arrangements that work well with a focus on finding 

efficiencies.  

Human Resources – has effectively communicated that productivity hours are not an entitlement but must be 

earned based on performance.  

ICT – have identified and implemented efficiencies through automation in several areas of the team. 

APPROVED EMC ACTION  TIMING/FOLLOW UP 
DATES 

RESPONSIBLE EXEC 

1. Excess Leave and Leave Management Plans 
• Continue tracking excess leave balances and 

associated leave management plans across all 
service areas. 

• Complete a formal review of leave 
management plans in the first half of 2026 to 
ensure compliance and alignment with 
workforce planning objectives. 

• Create an internal Leave Procedure that 
includes guidance on managing leave 
coverage.  
 

2. Productivity Scheme Communications 
• Review existing communication pieces for 

managers to ensure clarity on the rules and 
principles of the Productivity Scheme. 

• Continue sharing these reminders via email 
channels at regular intervals to reinforce 
understanding and compliance. 
 

1. June 2026  
 
2. 2026 start  

Executive Manager 
Human Resources  
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2. IDENTIFIED CHALLENGE:        Project Management 
 

DESCRIPTION/SUMMARY 

Feedback from several service areas indicate that project management processes are facing significant 

challenges. 

Directors and managers have noted that while the aim is to deliver projects efficiently and strategically, current 

practices have led to issues such as difficulty in prioritising and coordinating projects across departments, and 

gaps in governance that affect timely delivery. There is concern that the Project Management Office (PMO) may 

be using the data primarily to meet auditing requirements rather than informing project planning and delivery.  
Additionally, there is a need to strengthen how project risks are identified and integrated with the City’s broader 

risk management framework to ensure consistent oversight and proactive mitigation. 

In addition, teams reported duplication of data within project workflows, limited integration between project 

and asset management systems, and difficulties in maintaining timely project delivery. Several teams highlighted 

the need for a review of the PMO software and improved prioritisation processes to ensure resources are 

allocated effectively and projects align with organisational objectives. 

IDENTIFIED BY 

• Human Resources 

• Director I&E  

• Parks 

• City Buildings and Asset 

Management 

• Engineering 

• Community Facilities 

 

DIRECTLY AFFECTS 

Anyone in the organisation that manages 

or assists with City projects 

 

SCP ALIGNMENT 

• Sensitive Design  

• Thriving Places  

• Accessible City  

• Innovative and Accountable  

• Connected & Healthy Community  

• Enhanced Environment 

PERCENTAGE OF 
ORGANISATION WHO 
IDENTIFIED THE 
CHALLENGE  
 
 

CHALLENGE CLASSIFICATION 

Non-Mandatory but essential - while not a legislated requirement, project management is essential in local 

government as a best-practice approach to meeting statutory obligations for effective governance, financial 

accountability, and service delivery. 

RISK DESCRIPTION  

 

Inefficient project 

delivery and 

resource allocation 

due to gaps in 

prioritisation, 

governance, and 

PMO processes 

CAUSE  

 

1) Poor prioritisation 

and coordination 

across departments  

2) PMO data focused 

on auditing, not 

planning  

3) Duplicate data and 

weak system 

integration  

4) Unclear governance 

and accountability  

5) Project delivery 

delays 

CONSEQUENCE RATING  

 

3 – Moderate  

The impact includes 

delays in project delivery, 

resource inefficiencies, 

and coordination 

challenges, but does not 

yet threaten 

organisational viability. 

LIKIHOOD RATING  

 

4 – Likely  

Multiple service 

areas have raised 

concerns, and issues 

appear systemic 

rather than isolated. 

This aligns with 

“Likely” in the 

likelihood table. 

OVERALL 

RATING 

High  

DEPENDENCIES/RELATED ISSUES 

1. Cross-department Collaboration 

Strong cross-department collaboration is essential to ensure projects are aligned and delivered efficiently.  

2. Data and System Integration  

Integrated systems are needed to eliminate data duplication and improve decision-making.  

3. Resource Allocation and Prioritisation  

Strong prioritisation processes are critical to allocate resources efficiently and deliver projects on time.  
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POTENTIAL SHARED-LEARNING OPPORTUNITIES:  

Strategic Planning and Sustainability – has successfully improved the teams project management and forward 

planning process for projects including touchpoints with Council.   

Parks – has found successes in their project delivery, specifically with capital works projects. 

Place Planning – has increased communication accessibility between planning and outcome focussed teams 

through hotdesking and focussing on meaningful project planning.   

Note: ICT – is planning on developing a process for project prioritisation within ICT – elements of this may be 

useful to inform the initial stages of project management.  

APPROVED EMC ACTION  TIMING/FOLLOW UP 
DATES 

RESPONSIBLE EXEC 

Engage a PMO Consultant in early 2026 to conduct a 
review of current project management practices and 
tools. This will include the scheduling of meetings with 
managers across service areas to gather feedback on 
system performance and identify improvement 
opportunities. 

Early 2026 Manager Financial 
Services  
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3. IDENTIFIED CHALLENGE:        Change Management 
 

DESCRIPTION/SUMMARY 

Feedback from several service areas indicates that managing organisational change is presenting significant 

challenges. 

Managers have noted that while the aim is to implement changes effectively and maintain operational continuity, 

current practices have led to issues such as resource strain during contract transitions, difficulty rolling out new 

information promptly, and leadership changes impacting team stability and knowledge retention. There is 

concern that change processes are not consistently consultative or aligned with operational excellence, which 

can reduce staff engagement and confidence in the changes being introduced. 

In addition, teams reported challenges in communicating the purpose and benefits of technology 

improvements, managing staff turnover, and embedding change steps into project planning and procurement 

processes. Several managers highlighted the need for a structured, organisation-wide change management 

framework, supported by clear communication, training, and engagement strategies to ensure changes are 

understood, accepted, and successfully implemented. 

 

IDENTIFIED BY 

• Director CB&S  

• Engineering 

• Community Facilities 

• Human Resources 

• Waste and Recycling 

• Governance  

• Development and Design 

• Communications and Engagement 

• Information and Communications Technology 

 

DIRECTLY AFFECTS 

Whole Organisation  

 

SCP ALIGNMENT 

• Innovative and 
Accountable  

PERCENTAGE OF 
ORGANISATION WHO 
IDENTIFIED THE 
CHALLENGE  
 
 

CHALLENGE CLASSIFICATION 

Support Service – change management is not a legislative requirement. However, it is essential to ensure 

transitions—whether in processes, technology, or leadership—are implemented smoothly, with minimal disruption 

and maximum staff engagement.  

 

RISK DESCRIPTION  

 

Disruption to 

operations and 

reduced staff 

engagement due to 

inadequate change 

management 

processes 

CAUSE  

 

1) Resource strain 

during contract 

changes 

2) Leadership turnover 

and loss of 

knowledge 

3) Limited consultation 

and communication 

4) Poor rollout of new 

tech and processes 

CONSEQUENCE RATING  

 

3 – Moderate  

Impacts include staff 

uncertainty, and 

inefficient 

implementation of 

projects, but do not yet 

threaten organisational 

viability. 

LIKIHOOD RATING  

 

4 – Likely  

Feedback from 

multiple 

departments shows 

these issues are 

systemic and 

ongoing, making 

recurrence highly 

probable. 

OVERALL 

RATING 

High  

DEPENDENCIES/RELATED ISSUES 

1. Leadership Stability and Staff Retention  

Effective change management depends on consistent leadership and staff retention to maintain direction 

and minimise disruption during transitions. 

2. Communication and Engagement 

Clear, timely communication and staff engagement are essential to explain the purpose of changes and 

build buy-in across teams. 
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3. Integration with Project Planning 

Change Management processes must be embedded into project and procurement planning to ensure 

smooth implementation of new systems and workflows.  

 

POTENTIAL SHARED-LEARNING OPPORTUNITIES:  

Waste and Recycling – has recently gone through a successful restructure of his business unit which includes staff 

changes.    

Place Planning & Mitchell Hoad – Strategic Planning and Sustainability – have done an insightful combined team 

training, hosted by IPAA, on change management.    

ICT – has found the ADKAR change management approach/training session valuable in the past.  

Strategic Planning and Sustainability – have found success in capacity building and momentum during recent 

change management.     

Financial Services – has had recent learnings around how their team manages change. They have also had 

experience with successful cross-unit training which has been identified as a proactive way to address change 

management.   

Communications and Engagement – has implemented a ‘close the loop’ approach to ensure all changes are 

clearly communicated and followed through with stakeholders. They also promote a ‘positive mindset’ to staff 

changes by focussing on the innovation new staff bring.  

Note: Director I&E – mentioned that he has many change management resources that may be helpful when 

developing a change management framework for the City.  

Note: Place Planning – has placed emphasis on increasing their team’s awareness of their role in local 

government which may be helpful to keep in mind when creating communications around a change’s purpose.  

  

APPROVED EMC ACTION  TIMING/FOLLOW UP 
DATES 

RESPONSIBLE EXEC 

Develop and document a comprehensive set of 
Change Principles that will serve as the foundation for 
all organisational change initiatives.  

Principles to be presented 
to EMC no later than April 
2026.   

Executive Manager 
Corporate Strategy and 
Governance 
 
 

 

8.3 TEAM SPECIFIC FOCUS AREAS - OPP KPIS  

As part of the Organisational Performance Program for 2025, Managers were required to develop 3–5 Key 

Performance Indicators (KPIs) that align with their service area goals and organisational improvement priorities 

identified in both the organisational ROMM and team-specific ROMM surveys. Each KPI had to fall under one of the 

ROMM categories: 

• Leadership & Strategy 

• Organisational Capability & Performance 

• Asset & Risk Management 

• Service & Product Delivery 

• Good Governance 
 

The purpose of the KPIs is to establish key focus areas for each team in 2026, aimed at improving their own 

maturity and, in turn, the organisation’s overall maturity. The list of Service Area KPIs is located under Appendix A.  
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8.4 IDENTIFIED PROJECTS FOR 2026  

In addition to the EMC focus areas, the OPP KPIs and the strategic projects listed in this years Corporate Business 

Plan, many service areas have listed additional projects that they will focus on for 2026.  

The following projects were identified during the SDRP EMC presentations.  

Service Area  2026 Focus Areas and Projects  

Corporate Strategy and 
Governance 

• Preparing a comprehensive induction program for new Council 
members 

• Reviewing governance frameworks post-election 

• Developing a risk management app 

• Updating risk appetite and tolerance statements 

• Consolidating the audit action log, fraud risk register, and other 
risk management components 

• Evaluating the delegation component within Attain for potential 
enhancement 
 

Place Planning  • Adoption of SmartyGrants for efficient grant delivery 

• Use of Microsoft Suite and SharePoint for process management 

• Further automation and upskilling in system and process 
improvements 

• Review and refresh of place management roles and 
responsibilities 

• Potential reinvigoration of the Small Business Friendly Working 
Group 

• Updating membership as needed 
 

Strategic Planning and 
Sustainability  

• Focus on tree canopy 

• Local planning scheme reviews (mandated five-year review cycle) 

• Enhanced environment strategy (including action tracking) 

• Sustainability education and awareness initiatives for staff 

• Assess ESG reporting requirements beyond waste 

• Documenting procedures and minimum timeframes for policy 
development 

• Preparing for legislative reforms 
 

Development and Design  • AI adoption for DA processing 

• Green Track sustainability initiatives (expanded eligibility for 
significant trees) 

• Enhanced risk management 
 

Public Health and Built Environment • Risk assessment and documentation 

• Authority investment 

• Cross-unit collaboration for consistent outcomes 

• Review of the events policy 

• Continuation of swimming pool barrier inspection program 

Parks and Urban Green  • Maximizing Tree Plotter integration 

• Reviewing tree maintenance budgets 

• Refining weed management strategies in response to community 
concerns 

• Continuing PSHB (Polyphagous Shot Hole Borer) management 
and chemical trials 

• Developing manuals for community volunteers 

• Securing grant funding for urban greening and tree recovery 
 

Waste and Recycling  • Establishing a single source of truth for data 

• Transitioning to energy recovery (waste-to-energy) 

• Modernizing depot operations 

• Advocating for a dedicated waste charge to manage service 
variations 

• Exploring AI applications while balancing sustainability goals 
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• Continuing bin tagging program and community engagement 
efforts 

• Simplifying recycling instructions and promoting positive 
messaging 
 

City Buildings and Asset 
Management  

• Improving asset data collection (streetscape asset collection 
completed) 

• Trialling Omni building asset management system and 
presenting findings 

• Introducing KPI for innovation and piloting projects (e.g., 
automated shower heads) 

• Better integration between project management and financial 
systems 

• Service level prioritisation based on facility condition, community 
expectations, and utilisation 
 

Ranger Services  • Reviewing parking permit policy (charging options, number per 
household) 

• Mapping all parking signs using Omni system and expanding to 
include construction permits, animal details, and infringement 
data 

• Acquiring emergency management trailer and conducting 
regular evacuation training 

• Revamping fire hazards process 

• Automating permit and letter generation 

• Collaboration with other local governments for joint training and 
resource sharing 
 

Engineering  • Improving asset conditions and capital works delivery 

• Enhancing drainage maintenance 

• Creating integrated systems for project management and asset 
management 

• Developing digital twins for traffic modelling and asset 
management 

• Maintaining managed maturity levels 

• Improving customer service and safety 

• Delivering more in-house work 
 

Community Facilities (including 
Beatty Park and Library and Local 
History Centre)   

• Implementing child safeguard framework and adjusting for 
legislative changes 

• Enhancing accessibility, sustainability, and safety in facility design 
and operations 

• Avoiding program overlap and leveraging community-run 
initiatives 

• Continuing delivery of programs (e.g., ANGELFISH swim 
program) 

• Strengthening collaboration with community buildings team and 
user groups 
 

Human Resources  • Staff training and digital literacy programs (upskilling in AI and 
technology) 

• Ongoing mentoring and cross-team collaboration to prepare staff 
for future technological changes 

• Change management strategies to support early adopters and 
those slower to adapt 

• Building flexibility, resilience, and knowledge sharing during 
system upgrades and process changes 

ICT  • Preparing for future ERP upgrades and sustainable system 
integration 
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• Centralising systems to avoid complexity and ensure sustainable 
support 

• Developing digital twins for traffic modelling and asset 
management (mentioned as cross-directorate) 

• AI integration for process automation and analytics across 
directorates 

• Ensuring website content optimisation for AI-powered search and 
chatbots 
 

Communications and Engagement  • Launching live chat on the website and improving online self-
service 

• Refining complaints procedures and increasing first-call 
resolution rates 

• Migrating to Social Pinpoint for community engagement 

• Drafting and rolling out new community engagement framework 
and updated policies 

• Closing the feedback loop with the community 

• Adopting AI tools for sentiment analysis and generative content 
creation 

• Preparing for AI-powered search and chatbots 

• Developing a customer relations knowledge base to support 
automation 

• Supporting major events (Perth Festival, Rugby Sevens) and 
streamlining sponsorship programs 
 

Financial Services  • Cross-training across departments to build resilience and 
operational continuity 

• Streamlining approval processes and automating workflows 
through ERP changes, SharePoint, and Power BI 

• Reducing duplication and improving efficiency through digital 
transformation 

• Integrating AI for forecasting, reporting, and automation 

• Expanding predictive analytics capabilities 

• Further digitising procurement and finance systems 

• Embedding advanced risk modelling 

• Improving reporting on core service deliveries and key projects 
(e.g., underground power project) 
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9. SYSTEMS AND PROCESS IMPROVEMENTS 
This section highlights the system and process changes needed to improve 

service delivery. By addressing key improvements, we aim to streamline 

operations and enhance efficiency, ensuring better alignment with local 

government priorities.   

As part of the Service Delivery Review Program (SDRP), managers were asked to 

identify the ICT resources needed to enhance their service areas, as well as any 

process or policy improvements required to support effective service delivery. 

9.1 ICT SYSTEM CHANGES/IMPROVEMENTS REQUIRED TO MEET 

DELIVERABLES 

The SDRP uncovered many system and process improvement requests across all 

service areas.  

Through analysing the data, three key areas of focus have been identified: digital 

transformation & system integration, automation & AI enablement, and mobility & 

field technology. See Appendix B for the full list.  

Digital Transformation & System Integration  

Total Mentions: 20   

Description: Implementing new platforms, integrating existing systems, and 

enabling seamless data flow across departments. 

Examples:  

• Integration of CRM/Pozi with TreePlotter (Parks & Urban Green)  

• Fully digitised contract management and purchase-to-pay process 

(Financial Services)  

• Power BI dashboards for sustainability KPIs (Strategic Planning & 

Sustainability)  

• Online forms for missed bins and Verge Valet portal (Waste and 

Recycling) 

 

 

Automation & AI Enablement  

Total Mentions: 14  

Description: Adoption of AI and automation tools to reduce manual effort, 

improve accuracy, and enhance customer experience. 

Examples:  

• Investigate AI for after-hours customer service (Communications & 

Engagement)  

• Explore AI for DA completeness checks (Development & Design)  

• AI capability for building application workflows (Public Health & Built 

Environment)  

• Automated service request acknowledgements (Waste and Recycling) 

 

Mobility & Field Technology  

Total Mentions: 12 

Description: Deployment of mobile devices, field apps, and remote access 

solutions to improve on-site efficiency and real-time data capture. 

Examples:  

• Field devices for irrigation system (Parks & Urban Green)  

• Remote access for Rangers while out in the field (Ranger Services)  

• Mobile devices for GPS plotting (Ranger Services)  

• Workforce App added to CRM (Engineering Operations)  

• GPS tracking and route optimisation for collection fleet (Waste and 

Recycling) 
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9.2 PROCESS CHANGES REQUIRED TO MEET DELIVERABLES 

The SDRP uncovered many process changes across all service areas.  

The information gathered provides a strategic overview of efforts towards 

process improvements, policy development, risk management and cross-

departmental collaboration. See Appendix C for the full list.  

Three key areas of process improvement have been identified:  

Workflow Standardisation & Documentation  

Total Mentions: 22 

Description: Creating clear, repeatable processes and templates to ensure 

consistency and compliance across teams.  

Examples:  

• Document technical service levels (City Buildings & Asset Management)  

• Develop Friends Groups manual and Weed Management Procedure 

(Parks & Urban Green)  

• Standardise agreements for art projects (Projects & Place)  

• Document DA processes in ProMapp (Development & Design)  

• Process maps for grant applications and strategy preparation (Strategic 

Planning & Sustainability)  

• Data recording and process mapping for illegal dumping (Waste and 

Recycling) 

 

 

 

 

 

 

 

Customer Experience & Self-service  

Total Mentions: 17 

Description: Improving accessibility and responsiveness through online forms, 

self-service portals, and streamlined communication. 

Examples:  

• Online form audit and CRM integration (Communications & Engagement)  

• Launch online building application portal (Public Health & Built 

Environment)  

• Online payment arrangements and customer portal (Financial Services)  

• E-Permits system for Rangers (Ranger Services)  

• Verge Valet customer service portal (Waste and Recycling) 

 

Compliance & Risk Management  

Total Mentions: 14 

Description: Updating policies, procedures, and governance frameworks to align 

with legislation and reduce operational risk. 

Examples:  

• Review Local Government Act changes (Corporate Strategy & 

Governance)  

• Establish non-compliance procedures for food businesses (Public Health 

& Built Environment)  

• Contractor management process and training (Human Resources)  

• Development of Emergency Management Plan (Ranger Services)  

• Waste strategy review (Separate Waste Charge Options) (Waste and 

Recycling)  

• Internal events calendar aligned with sustainability objectives (Strategic 

Planning & Sustainability) 
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10. SOAP DASHBOARDS – COV & DIRECTORATES 
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11. SERVICE AREAS 
This section outlines each service area’s plans, key 

deliverables, Strategy House and associated metrics in 

a SOAP Dashboard. The information provides insight 

into objectives, service statistics, and progress, 

supporting alignment and accountability across all 

teams.   

11.1 ORGANISATIONAL STRUCTURE 

The City of Vincent is broken down into three 

directorates and a major projects unit.   
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11.2 SERVICES CATALOGUE  

As part of the review, managers identified 56 service plans and 294 service plan deliverables across 16 service areas, providing a comprehensive view of the scope 

of services across the organisation. Each service area is addressed in the following pages.  
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11.3 CORPORATE STRATEGY & GOVERNANCE 

See below the business units service plans and deliverables:  
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11.4 DEVELOPMENT AND DESIGN  

See below the business units service plans and deliverables:  
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11.5 PLACE PLANNING   

See below the business units service plans and deliverables:  
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11.6 STRATEGIC PLANNING AND SUSTAINABILITY  

See below the business units service plans and deliverables:  
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11.7 PUBLIC HEALTH AND BUILT ENVIRONMENT  

See below the business units service plans and deliverables:  
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11.8 CITY BUILDINGS AND ASSET MANAGEMENT  

See below the business units service plans and deliverables:  
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11.9 COMMUNITY FACILITIES – BEATTY PARK LEISURE CENTRE   

See below the business units service plans and deliverables:  
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11.10 COMMUNITY FACILITIES – LIBRARY AND LOCAL HISTORY CENTRE    

See below the business units service plans and deliverables:  
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11.11 ENGINEERING     

See below the business units service plans and deliverables:  
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11.12 PARKS AND URBAN GREEN     

See below the business units service plans and deliverables:  
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11.13 RANGER SERVICES     

See below the business units service plans and deliverables:  
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11.14 WASTE AND RECYCLING      

See below the business units service plans and deliverables:  
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11.15 COMMUNICATIONS AND ENGAGEMENT 

See below the business units service plans and deliverables:  
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11.16 FINANCIAL SERVICES  

See below the business units service plans and deliverables:  
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11.17 HUMAN RESOURCES   

See below the business units service plans and deliverables:  
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11.18 INFORMATION AND COMMUNICATIONS TECHNOLOGY   

 See below the business units service plans and deliverables:  
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APPENDIX A 

 
Service Area  

 
KPI Category 

 
KPI Objective 

 
KPI Metric 

 
KPI Measure 

City Buildings 
and Asset 
Management 

Asset and Risk 
Management 

Contract Management (Level 2 to 
Level 3) Ensure contractors deliver 
services in line with agreed service 
levels, safety standards, and 
compliance requirements. Contractor compliance rate 

100% of contractors activities compliant with 
service level agreements.  

City Buildings 
and Asset 
Management 

Service and Product 
Delivery 

Innovation (Level 1 to Leve 2) Trial 
innovative water-saving technology 
to minimise vandalism, reduce 
operational costs, and enhance 
customer satisfaction. 

Implementation and evaluation of 
the pilot project for automatic 
shower heads.  

Number of vandalism incidents reported = ≥50% 
reduction in vandalism incidents & % of user 
feedback rating experience satisfactory or better = 
≥75% positive user feedback. 

City Buildings 
and Asset 
Management 

Service and Product 
Delivery 

Project Management - (Level 2 to 
Level 3) Deliver the annual Capital 
Works Program within budget while 
minimising carry forwards. 

Delivery of capital works projects 
within the financial year. 

87.5% actual expenditure of the total adopted 
budget. 

City Buildings 
and Asset 
Management 

Asset and Risk 
Management 

Asset Management - (Level 1 to 
Level 2) Review each Asset 
Management Plan at least annually 
to ensure alignment with 
organisational objectives and 
operations. 

Timely review and update of AMPs 
for Transport, Building, and 
Recreation assets. 

100% of AMPs reviewed and updated at least once 
within the annual cycle. 

Human 
Resources Leadership and Strategy 

To provide a leadership training 
program to our operational leaders 
to provide the knowledge, skills, 
and accountability to effectively 
manage people, performance, and 
workplace safety and wellness, 
ensuring compliance, fostering a 
positive culture, and r 

% of leaders enrolled who 
complete all modules. 
Average improvement in 
assessment scores (pre- vs. post-
program). 
% of leaders demonstrating 
application of learned skills within 
6 months. 
Self-reported confidence and 
accountability levels. 

80%+ leaders self-report increased confidence and 
capability. 
Reduction in employee relations escalations, 
improved performance discussions, lower injury 
costs. 
Improved engagement survey results in leadership, 
fairness, wellbeing, and safety. 
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Human 
Resources 

Organisational 
Capability and 
Performance 

To enhance the City’s onboarding 
process by delivering a consistent, 
engaging, and structured 
experience (both online and in-
person) that improves new starter 
integration, accelerates time-to-
productivity, and strengthens 
employee engagement and 
retention 

% of new starters who complete 
the online and structured 
onboarding components. 
Post-onboarding survey at 
designated touch points.  
Manager feedback via survey on 
new induction practices. 
HR tracking of onboarding 
structured program 

New starters complete onboarding consistently 
Faster integration into roles 
High satisfaction from both employees and 
managers 
Improved retention rates within the first year 

Human 
Resources 

Organisational 
Capability and 
Performance 

To strengthen the City of Vincent’s 
contractor management 
framework by reviewing and 
enhancing processes across 
inductions, risk management, and 
compliance, while building internal 
capability through the training of 
Contractor Management 
Champions.  

Number of identified gaps or risks 
addressed in revised processes 
% of contractors completing 
induction before commencing 
work 
Contractor compliance rate with 
safety and risk requirements. 
Number of internal Contractor 
Management Champions trained 

All contractor management processes reviewed, 
updated, and implemented per audit findings 
100% of contractors inducted before site entry.                                           
Contractor Management Champions trained and 
actively supporting teams  

Human 
Resources Leadership and Strategy 

To establish a structured 
Organisational Training Framework 
that ensures training needs are 
systematically identified, 
compliance obligations are met, 
and development opportunities 
are accessible and aligned with 
organisational priorities. 

Completion of annual TNA 
% of identified training needs 
addressed based on budget 
Compliance training completion 
rate 
Staff participation in non-
compliance training 
Staff satisfaction with training 
opportunities 

Record of TNA completed, endorsed by leadership 
Comparison of TNA outcomes vs. training plan 
delivered 
LMS/system records 
Training attendance and feedback records 
Post-training surveys or annual employee 
engagement survey. 

Information & 
Communications 
Technology Good Governance 

Ensure the City is compliant with 
the Privacy and Responsible 
Information Sharing Act 

Percentage of Privacy Impact 
Assessment recommendations 
implemented compared to total 
recommendations 

At least 80% of Privacy Impact Assessment 
recommendations implemented by their 
recommended due date 

Information & 
Communications 
Technology 

Asset and Risk 
Management 

Deliver value and reduce risk 
through the automation of manual 
tasks 

Estimated hours saved in City 
administrative effort 

Forecast of at least 500 hours per annum saved 
across a minimum of 3 delivered automation 
initiatives by end of June 2026 
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Information & 
Communications 
Technology 

Organisational 
Capability and 
Performance 

Uplift ICT team capabilities and the 
digital literacy of City staff 

Hours of ICT team effort 
completing and providing 
technology training 

At least 100 hours completing and 20 Hours 
providing technology training from start of October 
2025 to end of June 2026 across the ICT team 

Information & 
Communications 
Technology Leadership and Strategy 

Deliver a digital strategy and 
technology roadmap for the City 

Number of City leaders consulted 
and briefed on the strategy and 
roadmap 

Strategy and roadmap endorsed by EMC and 
presented to 90% of Directors, Managers and 
Coordinators by end of May 2026 before publishing 
on Intranet 

Community 
Facilities - Beatty 
Park 

Organisational 
Capability and 
Performance 

Improve the use of technology 
across all areas of the recreation 
centre to support service delivery, 
decision-making, and operational 
efficiency 

Number of new or optimised 
technology tools adopted and 
percentage of staff trained in their 
use. 

By June 2026, each operational area will adopt at 
least one new or improved technology solution, with 
80% of staff trained in its use and feedback 
collected to assess effectiveness 

Community 
Facilities - Beatty 
Park Good Governance 

Enhance the integration of 
innovative practices and 
technologies across all areas of 
Beatty Park to improve safety, 
sustainability, and customer 
experience. 

Number of innovative solutions or 
practices trialled or implemented 
(e.g., energy-efficient systems, 
digital booking tools, smart 
maintenance scheduling, health-
focused facility upgrades). 

By June 2026, Community Facilities teams will 
implement at least 2 innovative solutions that 
improve operational efficiency, customer wellbeing, 
or environmental performance, with documented 
outcomes.  

Community 
Facilities - Beatty 
Park 

Organisational 
Capability and 
Performance 

Enhance team capability through 
targeted and scheduled learning 
aligned with service goals. 

Number and percentage of staff 
completing role-specific training  

By June 2026, 5 team members from each 
department will complete at least two training 
modules aligned with their role and there will be a 
centre wide annual training schedule in place 

Waste and 
Recycling Good Governance 

Improve the consistency, accuracy, 
and usefulness of data collected 
and managed across waste and 
recycling operations 

Number of data sources integrated 
or improved, and percentage of 
staff trained in data entry and 
analysis processes 

By June 2026, the Waste and Recycling team will 
implement improvements to at least 3 key data 
systems or processes and 90% of staff directly 
involved in these processes will complete 
associated training, with audits showing improved 
data quality. 

Waste and 
Recycling 

Service and Product 
Delivery 

Deliver timely and reliable waste 
collection services 

Number of customer requests 
relating to waste collection 
services reduced by a percentage 
when compared with previous 
year. 

By June 2026, the W&R team will reduce the number 
of customer requests relating to contracted waste 
collection services received by the City by 80%, 
when compared with last year. 
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Waste and 
Recycling Leadership and Strategy 

Increase the number of programs 
that support waste sorting and 
reduction awareness and action 

Number of community events that 
support waste sorting and 
reduction and action 

By June 2026, the W&R team will hold at least 10 
community engagements and record level of 
participation for comparison in future years. 

Strategic 
Planning and 
Sustainability 

Organisational 
Capability and 
Performance 

To document and standardise core 
team processes to improve 
consistency and efficiency 

Number and percentage of core 
processes documented and 
adopted across the team. 

By June 2026, 100% of identified key team 
processes and templates will be documented and 
developed. 

Strategic 
Planning and 
Sustainability 

Service and Product 
Delivery 

Strengthen collaboration with 
other service units to support 
shared strategic goals. 

Percentage of internal stakeholder 
satisfaction 

By June 2026, carry out an internal stakeholder 
experience survey and with 80% of participants 
reporting an improved experience. 

Strategic 
Planning and 
Sustainability 

Asset and Risk 
Management 

To increase team awareness and 
involvement in contract 
management and procurement 
processes. 

Percentage of relevant staff trained 
in contract management and 
procurement. 

By January 2026, 100% of relevant staff will 
complete procurement and contract management 
training.  

Communications 
and Engagement 

Service and Product 
Delivery 

Ensure customer service 
processes are consistent and 
accessible across the 
organisation. 

Proportion of customer service-
related processes that are 
documented and communicated. 

% of identified customer service processes 
documented and shared, with 100% completion by 
October 2026. 

Communications 
and Engagement 

Organisational 
Capability and 
Performance 

Enhance customer satisfaction by 
increasing First Contact Resolution 
for all phone enquiries. 

Percentage of phone enquiries 
resolved at first point of contact. 

Over 85% first call resolution maintained 
consistently over the next 12 months. 

Communications 
and Engagement Leadership and Strategy 

Strengthen decision-making and 
engagement outcomes through 
data-driven and innovative 
marketing and communications 
practices. 

Frequency of data review and 
application of insights into 
marketing/comms planning and 
delivery. 

Quarterly review of internal and external data, with 
at least two new data-informed marketing/comms 
initiatives trialled annually. 

Communications 
and Engagement 

Organisational 
Capability and 
Performance 

Strengthen team performance and 
alignment with community 
priorities through regular feedback 
and structured planning. 

Completion rate of quarterly 
performance check-ins and annual 
project plan reviews. 

100% of team members complete quarterly 
performance check-ins. 100% of project plans are 
documented, reviewed annually and aligned with 
the Strategic Community Plan, relevant Action Plans 
and community priorities. 

Financial 
Services 

Asset and Risk 
Management;#Good 
Governance 

Improve financial oversight and 
reporting timeliness through 
stronger data-driven processes 
and control assurance. 

% of month-end financial reports 
delivered within 5 working days, 
with fewer than 5 review points per 
cycle. 

≥95% of reports issued within 5 business days and 
≤5 review points per month by June 2026. 
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Financial 
Services 

Service and Product 
Delivery 

Improve service efficiency and 
stakeholder satisfaction through 
timely payments and effective 
customer engagement. 

Average creditor payment days 
(invoice receipt to payment) and 
staff satisfaction score on 
“Finance responsiveness” from 
staff survey. 

Average <20 days per payment; ≥10% improvement 
in staff survey satisfaction (baseline 2025 ROMM). 

Financial 
Services 

Organisational 
Capability and 
Performance;#Good 
Governance 

Simplify and digitise financial and 
procurement processes to 
enhance compliance, 
accessibility, and environmental 
outcomes. 

Number of key processes digitised 
or automated per year; % of 
process guidelines available on 
Vintranet. 

Minimum 1 key process digitised per year; 100% of 
finance procedures published on Vintranet by June 
2026. 

Financial 
Services 

Leadership and 
Strategy;#Organisational 
Capability and 
Performance 

Build staff capability, cross-
skilling, and innovation through 
structured learning and team 
collaboration 

Average hours of training per FTE; 
% of staff cross-trained across key 
functions. 

≥15 hours of training per FTE per year; 90% of staff 
cross-trained in at least one new functional area by 
June 2026. 

Public Health 
and Built 
Environment 

Asset and Risk 
Management 

Enhance officers’ capability to 
identify, manage, and mitigate 
risks effectively while ensuring 
consistent and proportionate 
enforcement actions. 

Risk and Enforcement 
Management Compliance Rate. 

100% of officers completing risk management 
and/or enforcement training  

Public Health 
and Built 
Environment 

Service and Product 
Delivery 

Promote and support centralised, 
effective ICT use by reducing 
reliance on multiple platforms, 
driving integration and 
consistency, and supporting staff 
through clear communication, 
engagement, and issue escalation. 

Percentage of ICT related issues or 
opportunities recorded and 
communicated to ICT within 
agreed timeframes 

All ICT related issues and opportunities identified by 
the team are documented and actioned through 
monthly follow-ups with the ICT team, ensuring 
compliance with reporting expectations.  

Community 
Facilities - 
Library and Local 
History Centre Leadership and Strategy 

Foster a transparent and 
connected team culture through 
regular sharing and team-building. 

Number of quarterly check-in 
sessions held and staff 
participation rate. 

Hold one check-in session every three months 
where team leaders present for 5–10 minutes on 
achievements, challenges, and future planning, 
followed by a 5-minute Q&A. Each session must 
include a team-building activity. Achieve 100% 
delivery of sessions. 

Community 
Facilities - 

Organisational 
Capability and 
Performance 

Improve staff capability and 
confidence in using the Library 
Management System (LMS). 

Number of LMS training modules 
completed per staff member via 
the Mentor site. 

By June 2026, 100% of library staff will have 
completed at least X LMS training modules on the 
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Library and Local 
History Centre 

Mentor site, aligned to their role and system usage 
needs.  

Community 
Facilities - 
Library and Local 
History Centre 

Service and Product 
Delivery 

Strengthen procedural 
understanding and consistency 
across the team. 

Number of procedures presented 
and staff attendance at monthly 
meetings. 

At each monthly team meeting, the designated 
procedure owner will deliver a 5–10 minute training 
session on their procedure. Achieve 100% coverage 
of all core procedures by June 2026. 

Major Projects 

Service and Product 
Delivery 

Improve project visibility and 
coordination through centralised 
task tracking. 

Implementation and usage of a 
team-wide project tracker. 

By September 2026, the Major Projects Team will 
implement a centralised project tracker for task 
tracking and planning. 100% of active projects must 
be entered into the tracker, and usage will be 
reviewed monthly to ensure consistent adoption. 

Major Projects Good Governance 

Ensure consistent and compliant 
project reporting aligned with the 
existing project framework. 

Percentage of projects meeting 
reporting obligations 

Achieve 100% compliance with the reporting 
requirements outlined in the current project 
framework, with monthly meetings confirming 
adherence across all active projects. 

Major Projects Leadership and Strategy 

Strengthen team culture and 
cross-project learning through 
regular informal collaboration. 

Number of weekly lunch-and-learn 
sessions held and staff 
participation. 

Hold weekly “Lunch and Learn” sessions where 
team members share insights on reporting, tracking, 
and managing projects.  

Corporate 
Strategy and 
Governance 

Organisational 
Capability and 
Performance 

Build team capability by increasing 
access to targeted training aligned 
with governance functions and 
maturity goals. 

Number and percentage of staff 
completing relevant training 
modules. 

By September 2026, Governance team members 
will complete at least two relevant training sessions 
to support their role and team capability. 

Corporate 
Strategy and 
Governance 

Organisational 
Capability and 
Performance 

Improve consistency in managing 
performance by tracking key tasks 
and deadlines for individuals and 
the team. 

Use a clear process to monitor due 
dates for operational tasks and 
responsibilities. 

By September 2026, all team members will have 
documented responsibilities with key due dates, 
and the Governance manager will conduct quarterly 
check-ins to review progress and ensure timely 
completion. 

Corporate 
Strategy and 
Governance 

Service and Product 
Delivery 

Improve team maturity by 
documenting key processes, and 
procedures. 

Number of core processes created 
or updated. 

By September 2026, 90% of internal Governance 
team processes, and procedures will be 
documented in a central location, with a review 
schedule established to keep them current. 

Ranger Services 

Organisational 
Capability and 
Performance 

Build ranger skills and confidence 
through regular training. 

Track completion of training 
sessions. 

By September 2026, all rangers will complete at 
least two relevant training sessions to support their 
role and team capability. 
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Ranger Services Leadership and Strategy 

Improve team focus and direction 
through structured planning. 

Schedule and run planning 
sessions 

By September 2026, the team will have held at least 
two planning days to set priorities and align on 
goals. 

Ranger Services 

Service and Product 
Delivery 

Improve how ranger-led projects 
are planned and delivered. 

Use a consistent project planning 
and tracking approach. 

By September 2026, all ranger-led projects will use a 
standard project plan and task list to support clear 
delivery and accountability. 

Development 
and Design 

Organisational 
Capability and 
Performance 

Improve efficiency of development 
application assessments through 
the use of AI tools. 

Track progress in acquiring and 
piloting AI technology. 

By March 2026, an AI tool will be acquired and 
piloted to support automation of administrative 
tasks in development assessments. 

Development 
and Design 

Service and Product 
Delivery 

Maintain team productivity during 
periods of leadership or structural 
change. 

Monitor team output levels before 
and after the change. 

Within 3 months of the change, the team maintains 
at least 90% of its usual output to ensure continuity 
in delivery and business-as-usual outcomes.   

Development 
and Design Leadership and Strategy 

Ensure consistent and clear 
communication during team 
transitions. 

Track frequency and quality of 
team meetings and updates. 

Weekly team meetings and clear updates are 
maintained following the change to support team 
cohesion and transparency. 

Projects and 
Place 

Service and Product 
Delivery 

[Place Management] - Increase 
maturiity for all Service Plan 
Deliverables to Level 3 

Maturity Improvement Actions co-
designed with team and allocated 
to team members 

By September 2026, all Service Plan Deliverables in 
Place Management will be defined and matured to 
Level 3 

Projects and 
Place 

Service and Product 
Delivery 

[Arts & Culture] - Increase maturity 
for all Service Plan Deliverables to 
Level 3 

Maturity Improvement Actions co-
designed with relevant officers and 
allocated to team members 

By September 2026, all Service Plan Deliverables 
will be defined and matured to Level 3 

Projects and 
Place 

Service and Product 
Delivery 

[Strategy Development and Project 
Delivery] - Improve project 
management processes 

Implementation and usage of a 
team-wide project tracker 

By September 2026, the team will implement a 
centralised project tracker for task tracking and 
planning that will allow collaboration on projects 
within the team 

Engineering 

Service and Product 
Delivery 

To provide consistent and reliable 
customer service.  

Timeframes as detailed within the 
Customer Service Charter.   

Respond within 10 working days and provide an 
estimated timeframe if it will take longer to resolve.  

Engineering 

Asset and Risk 
Management 

Making sure our assets meet 
current and emerging community 
needs.  

Asset Management & 
Sustainability Strategy 2020-2030 

All Engineering Sub-sections define Level of Service 
by September 2026. 

Engineering 

Service and Product 
Delivery 

Develop a financially sustainable 
organisation, with sufficient 
financial capacity to deliver 
services and projects which align 
with community aspirations.  10 Year Long Term Financial Plan.  

All Engineering projects are approved, managed and 
closed out through the Project Management Office 
with a completion rate of >85% each financial year.  
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Parks and Urban 
Green 

Service and Product 
Delivery 

 Streamline tree management 
processes Usage of TreePlotter system 

By June 2026, 50% of tree-related work orders 
managed via TreePlotter 

Parks and Urban 
Green 

Service and Product 
Delivery 

Strengthen community 
partnerships Friends Group activity 

By June 2026, completion of Friends Groups 
Documentation  

Parks and Urban 
Green Good Governance 

Strengthen community 
partnerships SharePoint migration progress 

By June 2026, 100% of folders successfully migrated 
from V-drive 

Parks and Urban 
Green 

Organisational 
Capability and 
Performance 

Improve team performance by 
setting clear goals aligned with 
service priorities and reviewing 
progress regularly. 

Number of team goals set and 
percentage reviewed quarterly. 

By June 2026, the Parks team will establish at least 4 
team-level performance/operational goals (e.g., 
maintenance response times, seasonal planting 
targets, community satisfaction), with quarterly 
reviews conducted to assess progress and adjust 
actions. 
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APPENDIX B 

SERVICE AREA 

 

ICT SYSTEM CHANGE/IMPROVEMENT 

CORPORATE 
STRATEGY AND 
GOVERNANCE  

• SharePoint training 
• Power BI dashboard training 
• Develop Risk App in SharePoint 
• Upgrades to livestream and voting systems 

DEVELOPMENT AND 
DESIGN  

• Enquiry iPad and live chat/AI-driven chatbots 
• Improve Pozi Maps 
• Digital platform for DRP 
• AI for DRP minute taking 
• System upgrade for DA workflows 
• AI for DA completeness checks 

PLACE PLANNING  • Implement SmartyGrants for grants 
• Digital asset management system for art collections 
• CRM tools for stakeholder engagement 
• Reporting dashboards for Place Plans 

STRATEGIC 
PLANNING AND 
SUSTAINABILITY  

• Power BI dashboard for sustainability KPIs 
• Data analysis platform for emissions accounting 
• CRM training for engagement 

PUBLIC HEALTH AND 
BUILT ENVIRONMENT  

• Online building application portal 
• Improved workflows in Authority 
• ICT platform for event management 
• Dynamics CRM and Power BI dashboards 
• Authority cloud upgrade for invoicing 
• GIS layer for Air Handling Systems 
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COMMUNICATIONS 
AND ENGAGEMENT  

• CRM development and integration 
• Online forms for customer journeys 
• Spark/CRM integration 
• Investigate AI for after-hours customer service 
• Knowledge Base solution 

FINANCIAL 
SERVICES  

• PowerAutomate, SharePoint, Copilot for finance 
• Fully digitised contract management 
• Online payment arrangements and customer portal 
• Automated back-office receipting 

HUMAN RESOURCES  • WHS system upgrades 
• Upgrade online induction system 
• Implement training module in Work Metrics 

INFORMATION AND 
COMMUNICATIONS 
TECHNOLOGY  

• Integration between City website and CRM 
• Automated record classification via SharePoint 
• ICT Strategy House initiatives 

CITY BUILDINGS AND 
ASSET MANAGEMENT  

• Fit-for-purpose asset management software 
• Project management tools (MS Project) 
• Mobile devices for asset data collection 

COMMUNITY 
FACILITIES – BEATTY 
PARK LEISURE 
CENTRE 

• Increase internet speeds 
• CCTV for halls and reserves 
• Keyless entry systems 
• Online fitness systems 
• Phoenix/ICT server upgrade 
• Upgraded laptops for Swim School  



APPENDIX B - List of ICT System Changes/Improvements to Improve Service Delivery 

  

ORGANISATIONAL PERFORMANCE PROGRAM 2025 101 

 

LIBRARY AND LOCAL 
HISTORY CENTRE  

• Enhance existing equipment and maximise functionality 

ENGINEERING  • Integration of Planning, Building, and Engineering compliance software 
• Workforce App added to CRM 
• Increased storage for AutoCAD files 

PARKS AND URBAN 
GREEN  

• Integration of CRM/Pozi with TreePlotter 
• Automated residential notification system 
• Field devices for irrigation system 
• Integration of TreePlotter with CRM/Pozi  

RANGER SERVICES  • Remote access for Rangers 
• Mobile device for GPS plotting 
• E-Permits system 
• Assist with integration of new technologies 

WASTE AND 
RECYCLING  

• Automated service request acknowledgements 
• Online forms for missed bins and Verge Valet portal 
• GPS tracking and route optimisation for collection fleet 
• Integration with asset management system 
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APPENDIX C 

SERVICE AREA 

 

PROCESS CHANGES REQUIRED TO MEET DELIVERABLES 

CORPORATE 

STRATEGY AND 

GOVERNANCE  

• Continuous improvements to CBP document 
• Review Local Government Act changes 
• Process map statutory processes 
• Consolidated risk register 

DEVELOPMENT 

AND DESIGN  

• Automate email templates for common enquiries 
• Review DRP process and templates 
• Document DA processes in ProMapp 
• Review subdivision assessment sheets 

PLACE PLANNING  • Standardise agreements for art projects 
• Formalise Percent for Art procedures 
• Clarify delegation pathways 

STRATEGIC 

PLANNING AND 

SUSTAINABILITY  

• Process maps for grant applications and strategy preparation 
• Standardised templates for Council reporting 
• Internal events calendar aligned with sustainability objectives 

PUBLIC HEALTH 

AND BUILT 

ENVIRONMENT  

• Document processes in ProMapp 
• Review Development Compliance Enforcement Policy 
• Establish non-compliance procedures 
• Update fact sheets and guidelines 
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COMMUNICATIONS 

AND 

ENGAGEMENT  

• Complaint Management procedure finalisation 
• Online form audit 
• Community Engagement Policy and Framework adopted 
• Customer journey mapping 

FINANCIAL 

SERVICES  

• Automate and integrate manual processes into ERP 
• Investment Policy updates 
• Asset Management Procedure 

HUMAN 

RESOURCES  

• Review WHS+W management practices 
• Update HR management practices 
• Contractor management process 

INFORMATION 

AND 

COMMUNICATIONS 

TECHNOLOGY  

• Ongoing review of ICT policies 
• Revised Privacy Policy 
• Use ICT Initiatives Hub for prioritisation 

CITY BUILDINGS 

AND ASSET 

MANAGEMENT  

• Document technical service levels 
• Maintenance contracts require contractors to use City software 
• Develop asset handover processes 

COMMUNITY 

FACILITIES – BEATTY 

PARK LEISURE 

CENTRE 

• Improve incident/accident reporting systems 
• Review booking software 
• Child Safeguard policy updated 
• Engage departments before system rollout 

LIBRARY AND 

LOCAL HISTORY 

CENTRE  

• More training and procedures for existing systems 
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ENGINEERING  • Review Pro-Map process annually 
• Improve PMO Office checklists 
• Standardisation of designs 

PARKS AND URBAN 

GREEN  

• Develop Friends Groups manual 
• Weed Management Procedure 
• Document levels of service 

RANGER SERVICES  • Development of Emergency Management Plan 
• Enhance e-permit system 
• Initiate in-vehicle monitoring system  

WASTE AND 

RECYCLING  

• Review and update crossover application webpages 
• Data recording and process mapping for illegal dumping 
• Waste strategy review (Separate Waste Charge Options) 
• Public space recycling bin audit 
• Circular economy collaboration 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


