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 URGANISATIONAL
ERFORMANGE 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.

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.

SERVICE DELIVERY ALIGNMENT OF
REVIEW PROGRAM  STRATEEY &
(SORP) ~ OPERATIONS

ORGANISATIONAL PERFORMANCE PROGRAM 2025

The OPP includes the Service Delivery Review
Program (SDRP) - an annual process that evaluates
how well services are performing and identifies
opportunities for improvement.

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.

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

WORKFORCE
PLANNING

SYSTEM AND

~ PROCESS
 IMPROVEMENTS

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 KPls, reflecting the impact
of the Productivity Scheme and the ongoing
implementation of the OPP.

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

RAPID

~ BUISNESS
 ORGANISATIONAL  CONTINUITY
- MATURITY MODEL ~ PLANNING (BCP)
~ (Romw)



¢. SERVIE 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.

HOW WE IMPLEMENT
THE IPRF

WHAT IS SERVICE DELIVERY?

Local governments deliver a range of services to meet the
needs and wants of their communities.

Service delivery includes:

e Internal services such as strategic planning, HR and
finance.
External services such as waste collection, parks
maintenance and development application
processing.

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.

Section 3.18 of the Local Government Act requires
every local government to review their services:

3. A local government is to satisfy itself that services
and facilities that it provides —

a) integrate and coordinate, so far as practicable,
with any provided by the Commonwealth, the
State or any public body; and

b) do not duplicate, to an extent that the local
government considers inappropnate, services or
facilities provided by the Commonwealth, the
State or any other body or person, whether
public or private; and

c} are managed efficiently and effectively.

PLANNING & DESIGNING ALLOCATING RESOURCES

LONG TERM FINANCIAL PLAN

ANNUAL BUDGET

CORPORATE BUSINESS PLAN

ENGAGING & ANALYSING

STRATEGIC COMMUNITY PLAN
| ENHANCED ENVIRONMENT ANNUAL
— REPORT
fome)
'\w_wv‘/' THRIVING PLACES CHIEF EXECUTIVE
- OFFICER KPIS
ACCESSIBLE CITY
COMPLIANCE
ANNUAL RETURN
SENSITIVE DESIGN
FINANCIAL &
CONNECTED & HEALTHY ICT PERFORMANCE
COMMUNITY AUDIT
INNOVATIVE & INTERNAL AUDIT

ACCOUNTABLE
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INDIVIDUAL CAPITAL WORKS WORKFORCE
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STRATEGY & DELIVERY
PLAN REVIEW
PLANS
CBP PROGRESS
REPORTING
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& REPORTING

STRATEGY



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.

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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SERVIGE DELIVERY REVIEW
PROGRAM FRAMEWORK

MANAGER ACTIONS

1. SERVICE AREA PLANNING DAY

2. ROMM SURVEYS

3. STRATEGY HOUSES REVIEW AND UPDATE

4. SOAP REVIEW AND UPDATE

5. CREATE/UPDATE OPP KPIS

6. EMC PRESENTATION

GOVERNANCE ACTIONS

ESTAELISH GOALS OF SERVICE
DELIVERY REVIEW

CREATE STRUCTURE OF REVIEW
AND CREATE GUIDANCE

OVERSEE SERVICE DELIVERY
REVIEW

EVALUATE AND REPORT ON
REVIEW OUTCOMES




d. ALIGNMENT OF
SIRATEGY ANI
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.

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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INNOVATIVE &
ACCOUNTAELE

CONNECTED
& HEALTHY
COMMUNITY

THRIVING
PLACES

SENSITIVE
DESIGM

ENHAMCED
ENVIRONMENT

ACCESSIBLE
CITY

I monrvs

We have a significant rele to play in supporting our community to realise
its vision. To achieve this, we will be an innovative, honest, engaged, and
responsible organisation that manages resources well, communicates
effectively and takes our stewardship role seriously.

We are diverse, welcoming, and engaged community. We want to
celebrate what makes us unigue and connect with those around us to
enhance our quality of life

Thriving places are integral to our identity, economy, and appeal. We
want to create, enhance, and promaote great places and spaces for
everyone to enjoy

Design that 'fits in" to our neighbourhoods is important to us. We want to
see unique, high-quality developments that respect our character and
identity and respond to specific local

circumstances.

The natural environment contributes greatly to our inner-city community.
We want to protect and enhance it, making best use of our natural
resources for the benefit of current and future generations.

We want to be a leader in making it safe, easy, environmentally friendly,
and enjoyable to get around Vincent



SCP PRIORITY AREA

SERVICE AREA PRIMARY OBJECTIVE

INNOVATIVE & COMNNECTED THRIVING SENSITIVE ENHANCED ACCESSIBLE
ACCOUNTABLE 8 HEALTHY PLACES DESIGN ENVIRONMENT cITY
COMMUNITY

CORPORATE STRATEGY AND
GOVERNANCE

DEVELOPMENT AND DESIGN

PLACE PLANNING

STRATEGIC PLANNING AND
SUSTAINABILITY

PUELIC HEALTH AND BUILT
ENVIRONMENT

COMMUNICATIONS AND
ENGAGEMENT

FINANCIAL SERVICES

HUMAN RESOURCES

ICT

CITY BUILDINGS AND ASSET
MANAGEMENT

COMMUNITY FACILITIES -
BEATTY PARK LEISURE
CENTRE

LIERARY AND LOCAL HISTORY
CENTRE

ENGINEERING

PARKS AND URBAN GREEN

RANGER SERVICES

WASTE AND RECYCLING

To enable strategic, compliant and sustainable decision making and outcomes

To create sensitively designed places that respect the character of our local areas and to
facilitate business activities that contribute towards vibrancy in our town centres and
commercial areas.

To create vibrant, inclusive and resilient place across Vincent where people, businesses
and creatives thrive and our strategies and projects have lasting impact.

We drive long-term and sustainable change that creates great places, celebrates our
unique character and identity, and champions the environment. By balancing people,
place and planet we influence and shape a vibrant, resilient Vincent for now and the future.

Supporting the wellbeing of the community by monitoring risks and achieving safety,
amenity and public hezlth deliverables; in line with planning, building and health
objectives.

Communicate and engage authentically and consistently to build and strengthen
community connections.

High-performing agile Finance function, delivering value through innovative financial and
commercial salutions, aligned strategically with the City's values.

Create an environment where our people feel safe, can grow as individuals and
professionals and create a culture that leads by example through our values and
commitment to the City's strategic priorities.

Improving the digital experience of City staff and customers.

To maintain and enhance community facilities to support community wellbeing,
sustainability, and quality of life through effective asset management.

To provide places and opportunities for our community to prioritize their health, wellbeing
and social connections.

To provide cppeortunities for literacy, learning, social connection and cultural experiences
in a safe, inclusive space.

Design, build, maintain and renew City infrastructure through sustainable measures.

Maintain and enhance our public open space to provide a sustainable green environment
for the community.

To mzke the City of Vincent a safe place for all creatures great and small.

Deliver sustainable and cost-effective waste management services, depot operations and
fleet management for the City and the community.

ORGANISATIONAL PERFORMANCE PROGRAM 2025

J

=

<, <, £ £ 0 <

N
N

<

4, 4, <, <4

J

<

AL 5 L

T



SCP IMPLIMENTATION
EFFECTIVENESS

SERVICE CAPABILITY SCP PRIORITY AREA

2025 SERVICE AREA
One way to assess the effectiveness of the NMAL | MANAGED | DEFNED INNOVATIVE & fﬁg:ﬁﬁf THRIVING SENSITIVE ENHANCED ACCESSIBELE
o, . .. ACCOUNTABLE COMMUNITY PLACES DESIGN ENVIRONMENT oIy
City's SCP implementation is to assess the
service area capability levels. CORPORATE STRATEGY 0o J J J
AND GOVERNANCE
Service .ca.pablllty fo.c.usses on identifying DEVELOPMENT AND ?
and defining a specific areas competency DESIGN 40% J J J J
with achieving organisational goals.
9°rg d PLACE PLANNING J J J J J
Capability Incomplete Approach to mesting STRATEGIC PLANNING
Level O: the intent of the Service Area. AND SUSTAINABILITY J v J v
Incomplete May or may not be meeting the
intent of any practice. PUBLIC HEALTH AND BUILT R .
Incensistent perfermance. ENVIRONMENT 2% 8% J "' J \" \" \"
Capability Initial Approach to meeting the COMMUNICATIONS AND
Level 1: intent of the Service Area. ENGAGEMENT 100% J J J
Initial Mot a complete set of practices to
meeting the full intent of the FINANCIAL SERVICES 100%
Service Area. v J v v {
Addresses performance issues. HUMAN RESOURCES 100% J
Capability Subsumes level 1 practices. INFORMATION AND
Level 2: Simple, but complete set of
Managed practices that address the full COMMUNICATIONS 100% J
intent of the Service Area. TECHNOLOGY
ldentifies and monitors
CITY BUILDINGS AND
progress towards project 34%
perfermance objectives. ASSET MANAGEMENT J J J J J J
Capability Builds on level 2 practices. COMMUNITY FACILITIES -
Level 3: Uses organisational standards BEATTY PARK LEISURE 66% J J J
Defined and tailoring to address project CENTRE
and work characteristics.
Focusses on achieving both LIBRARY AND LOCAL J J J
project and erganisational HISTORY CENTRE
objectives.
ENGINEERING J J N A N dl
A service area with defined service PARKS AND URBAN GREEN 20% J 4 J 4 ¥ J
capability is more likely to be achieving the
RANGER SERVICES 100%
SCP outcomes associated with their service v v v / /
output. WASTE AND RECYCLING 40% J J J J

ORGANISATIONAL PERFORMANCE PROGRAM 2025 8



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.

Mandatory
(M)

MNon-
Mandatory
(M)

Support
Service [55)

Services required by legislation
(acts, regulations, local laws)

Discretionary services funded by
Council provided in line with
Strategic Community Plan {3CP),
Corporate Business Plan (CBP), or a
separate Coundcil decision.

Support services that enable the
delivery of the City's Projects,
Programs and Services including IT,
Finance, HR and Customer Service.

ORGANISATIONAL PERFORMANCE PROGRAM 2025

2025 SERVICE AREA

CORPORATE STRATEGY AND
GOVERMNANCE

DEVELOPMENT AND DESIGN
PLACE PLANNING

STRATEGIC PLANNING AND
SUSTAINABILITY

PUBLIC HEALTH AND BUILT
ENVIRONMENT

COMMUNICATIONS AND
ENGAGEMENT

FINANCIAL SERVICES
HUMAN RESOURCES

INFORMATION AND
COMMUNICATIONS
TECHNOLOGY

CITY BUILDINGS AND ASSET
MANAGEMENT

COMMUNITY FACILITIES - BEATTY

PARK LEISURE CENTRE

LIBRARY AND LOCAL HISTORY
CENTRE

ENGINEERING
PARKS AND URBAN GREEN
RANGER SERVICES
WASTE AND RECYCLING

SUPPORT
SERVICES

35%

22%

18%

29%

&%

31%

80%

82%

26%

SERVICE CLASSIFICATION

NON-

MANDATORY
SERVICES

26%

33%

B83%

1%

6%

52%

6%

23%

1%

7%

75%

7%

50%

30%

30%

MAMNDATORY
SERVICES

39%

45%

17%

29%

76%

19%

88%

46%

20%

29%

11%

25%

923%

50%

70%

44%

SERVICE CAPABILITY

INITIAL MANAGED DEFINED

34%

40%

12% 38%

100%

100%

100%

100%

34%

&66%

20%

100%

40%



SERVICES CATALOGUE - CAPABILITY LEVELS

This image shows an overview of the capability levels across the City's 16 business units and 56 service plans.

Strategy and Development

Strategic Corporate
Strategy and

Governance

Development
and Design

Planning and
Sustainability

Land and
Property
Management

Strategic
Planning

Subdivisions

Internal
Referrals &
Advice

Sustainability G?y:’;‘::;
Council
Decision
Making

Development
Applications

Design
Review Panel

Customer
Service

Public Health
and Built
Environment

Place
Planning

Development

Compliance
Investigation

Place
Management

Health
Industry
Education,
Compliance
and
Enforcemenit

Arts and
Culture

Swimming
Pool Barrier
Inspections

Building
Applications

Building
Services and
Stakeholder
Engagement

Health
Enquires,
Advice and
Internal
Referrals

Event
Assessment,

Approval
and Advice

Health
Investigation
an
Surveillance
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Parks and

Urban Green

Infrastructure

Community

Streetscapes

Parks

City Buildings
and Asset
Management

Strategic
Asset
Management

City Buildings
Operations &
Maintenance

City Buildings
Project
Planming and
Delivery

Infrastructure and Environment

Community Community
Ran.gc::s Facilities: Facilities:
Beatty Park Library & LHC
_ Library and
CSIE Swim School Local History
Control
Centre
Parking and
Traffic Retail Shop
Management
Public
. Fitness
Amenity Servi
Management
Community
Safety Creche
Aguatic
Facility
Community
Facility Hire
and Sports
Management

Note: There are several factors that
influence the capability and maturity
levels of a service area.

Some factors include:

» Technology and Infrastructure

» Funding and resource availability
- Workforce skills and training,

= Regulatory and policy changes

Engineering

Engineering
Design and
Delivery

Engineering
Operations

Engineering
Compliance,
Trafficand
Transport

Waste and

Recycling

Waste
Education,
Engagement
and Advocacy

In-house
Waste
Management
Services

Contracted
Kerbside/
Verge-side
Waste
Management

Fleet
Management
& Depot
Operations

Admins Hub—
Shared
Services

Financial
Services

Rates &
Receivable
Management

Procurement
and Contracts

Financial
Services

Community and Business Services

Communications Human I!lfnnnat_iun :anrl
and Engagement Resources UL TS
Technology
Customer Human Information
Relations Resources Management
Marl{etil_‘lg a_nd Information and
LT LR Communication
Technology
Community
Development
Capability Incomplete Approach to meeting the
Level D: intent of the Service Area.
Incomplete May or may not be meeting the intent
of any practice.
Inconsistent performance.
Capability Initial Approach to meeting the intent
Level 1: of the Service Area.
Initial Mot a complete set of practices to
meeting the full intent of the Service
Area.
Addresses performance issues.
Capability Subsumes level 1 practices.
Level 2: Simple, but complete set of practices
Managed that address the full intent of the
Service Area.
Identifies and monitors progress
towards project performance
objectives.
Capability Builds on level 2 practices.
Level 3: Uses organisational standards and
Defined tailoring to address project and work
characteristics.
Focusses on achieving both project
and organisational objectives.
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A CAPABILITY AND )
MATURITY MODELLING ~~ ~ ‘

25 = =
SERVICE CAPABILITY AND
MATURITY 20 [ | [ |
To continue improving our processes, we
need to assess both the capability and I
&

. . 15
maturity of our services.

This dual focus allows us to understand

both our present competencies and the 10

evolution of these services over time. By

doing so, we can identify opportunities for 5 .
growth and align our process [
improvements with organisational goals. o H = = [ ]
@ 3 . . o 5 o < o o
SERVICE AREA MATURITY S PO I G O S A
Q& e o
Maturity level h S I G A S A I AP AC
aturity levels concentrate on the & RN & C)Qé “@0 & (‘%d\ & < A > @,b% P & &
progression and improvement of ,bob <& @-}\\\ S & < @ @a"' N B ? D & Q&éa’ (9"0
. ¢ o2 S >
processes over time. They are used to (gg,@\ _,g)"q ,bqb (_\\,.\@, <\ng’ Q,§° ‘\ﬁ’}o &\0@ & & C}O@
. . & >
benchmark and guide the improvement of o Q z,§5‘ & (\an% & & ‘_;\\6} «eei‘(‘
. R N -
processes and practices. Qo‘*’b \\-:]z‘ &% ;\_>\b‘ 6‘6\ S & ks
N\ b) @ A4 (o3 & & &
. ¢ < < & (96\ ¢ &

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 com parison between Maturity Level 0: Maturity Level 1: Maturity Level 2: Maturity Level 3: Maturity Level 4: Maturity Level 5: Optimizing

. . . . . Incomplete Initial Managed Defined Quantitively Managed
business units, but rather a visualisation of
how managers have self-assessed their Ad hoc and Unpr:zdlr:tahle and Mal:laged on the Pruat:'lwe, ralhe_zr tljnan Measqret! anf:l control!ed. Stable_anfi ﬂg:ﬂble.

. . unknown. reactive. project level. reactive. Organisation- = Organisation is data-driven Organisation is focussed on
service area. It should be used to qu |Ck|y Work may ormay  Work gets Projects are planned,  wide standards with quantitative continuous improvement and is built
identify which areas have specified pain not get completed but is performed, measured  provide guidance performance improvement to pivot and respond to opportunity

K L. X Rk . completed. often delayed and and controlled. across projects, objectives that are and change. The organisations
points within their business unit. over budget. programs, and predictable and align to meet | stability provides and platform for
portfolios. the needs of internal and agility and innowvation.

external stakeholders.
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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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A% CITY OF VINUENT

SERVICE CAPABILITY COMPARISON

COV Service Capability and Maturity Tracker

DELIVERABLE MATURITY COMPARISON

Optimising =

YEAR 2025

e Quantitative =
Managed | — Defined
0 S | Managad
Initial |E—— Initial  ——
—
2025 2024 2023 m2022 2025 m2024 w2023 m2022
YEAR OF 0. OF MNO. OF SERVICE CAPABILITY DELIVERABLE MATURITY
REVIEW SOAPS DELIVERABLES % OF TOTAL SOAPS FOR THAT YEAR % OF TOTAL DELIVERABLES FOR THAT YEAR
IMITIAL MANAGED DEFINED MTITAL MAMAGED DEFINED QUANTITATIVE OPTIMISING UMNASSIGMED
2019 a7 - - - 12.4% 52.6% 23.7% 7.2% - 4.1%
2020 50 - - - 14.0% 52.0% 4.0% 12.0% - 18.0%
2021 - - - - - - - - -
2022 56 33g 16.1% 58.9% 25.0% 13.0% 49.7% 20.0% 7.1% 1.2% -
2023 55 283 5.5% 61.8% 32.7% 17.7% 43.1% 30.4% 5.3% 3.5% -
2024 55 296 12.7% 49.10% | 38.20% 14.9% 40.8% 37.2% 5.1% 2.0% -
2025 56 294 7.2% 50.0% 42.8% 9.6% 38.8% 38.4% 11.2% 2.0% -

In 2018 and 2020, the Maturity Levels were used to rate the overall service plan (SoaP). In 2022, the Maturity Levels were shifted to track
individual deliverables, and the Service Capability Level was introduced to monitor the overall service plan (SoaP).

There was no data collected in 2021.

This data should be used as a high-level guide as the no. of SoaPs and deliverables change during each service unit review. It is important to
note that internal restructuring, legislative updates and community service requirements all contribute to the changes in data.
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Trend

%

Maintaining highest
level. Capability or
Maturity levels are
maintained at the
highest level.

Trending up. Capability
or Maturity levels have
increased since the

Previous Year's review.

Same to up. Capability
and Maturity levels are
the same as the previous
year's review.

Down to up. Capability
and Maturity levels have
decreased since the
Previous year's review.

2024 2025
6% 13%
38% 44%
28% 37%
28% 6%

In 2025, overall performance
improved, with a higher number of
capability and maturity levels
trending upward compared to 2024.

Meanwhile, the proportion of levels
trending downward dropped
significantly by 223%.

CORPORATE STRATEGY
AMND GOVERNANCE

DEVELOPMENT AND
DESIGN

PLACE PLANNING

STRATEGIC PLANMING
AND SUSTAINABILITY

PUBLIC HEALTH AND
BUILT ENVIRONMENT

COMMUMNICATIONS
AND ENGAGEMENT

FINANCIAL SERVICES

HUMAMN RESOURCES

ICT

CITY BUILDINGS AND
ASSET MANAGEMENT

COMMUNITY FACILITIES
- BEATTY PARK

LIBRARY AND LOCAL
HISTORY CENTRE

EMGIMEERING

FPARKS AND URBAN
GREEM

RAMGER SERVICES

WASTE AND RECYCLING
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2

3

1

2023

6

18

10

12

15

12

14

16

2
8

1
3

1
3 1
3
12
5
5

1
4 11 10
10 4
4 1
2
20

2

2

3

1

8

15

Z

2

3

2025 - CURRENT YEAR

1

2

8

14

10

13

15

114

CAPABILITY CAPABILITY .i’|IEI;IIJT‘|r

T— T Y

TREND

Additional information for down wp trends: Human Resources (maturity rating) change due to a higher demand for staff training; ICT {maturity rating) change due to new manager reflection.
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o. WORKFORGE AND
RESOURGE 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.

SERVICE AREA

CORPORATE STRATEGY
AND GOVERNANCE

DEVELOPMENT AND
DESIGN

PLACE PLANNING

STRATEGIC PLANNING
AND SUSTAINABILITY

PUBLIC HEALTH AND
BUILT ENVIRONMENT

COMMUNICATIONS AND
ENGAGEMENT

FINANCIAL SERVICES
HUMAN RESOURCES
ICT

CITY BUILDINGS AND
ASSET MANAGEMENT

COMMUNITY FACILITIES
- INCLUDING BEATTY
PARK

LIBRARY AND LOCAL
HISTORY CENTRE

ENGINEERING

PARKS AND URBAN
GREEN

RANGER SERVICES
WASTE AND RECYCLING
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2025/26
APPROVED
FTE (incl.
casuals and

excl. executive
managers)

5

11

8.2

18.8

19.8

15
8.8
9.4
7.8

62.12

10.6

21

30

31.42

27.5

SERVICE CLASSIFICATION

35%

22%

18%

29%

6%
31%

80%

82%

26%

SUPPORT
SERVICE

NON-

MANDATORY
SERVICE

26%

33%

83%

71%

6%

52%

6%
23%

1%

7%

75%

7%

50%

30%
30%

MANDATORY
SERVICE

39%

45%

17%

29%

76%

19%

88%
46%

20%

29%

11%

25%

93%

50%

70%
44%

SERVICE CAPABILITY

INITIAL MANAGED

NO. OF
IDENTIFIED
SYSTEM AND
PROCESS
IMPROVEMENTS

DEFINED

11
34%
16
40%
9
5
20
12% 38%
9
100%
100% 9
100% 7
100% 6
6
34%
11
66%
3
7
11
20%
100% 9
40% 9
14



B. RAPID ORGANISATIONAL MATURITY MODEL (ROMM

3.5

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:

3.4

3.3
e Leadership & Strategy
¢ Organisational Capability & Performance
e Asset & Risk Management >
e Service & Product Delivery
e Good Governance 31

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.

ORGANISATIONAL ROMM 29

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 238

3.46 respectively. Organisational Capability is our lowest rated category; however, it is still within the leadership & = Service &  Organisational  Asset & Risk
. . . . . Strategy Product Delivery Capability & Management

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.

Leadership & Strateqy Service & Product Delivery Organisational Capability & Asset & Risk Management
Performance

Performance

% o % 3% 13% e
%
174 - 1% 19%
1%
2%
249 5%
3% o 26% . “
@L1 $L2 $L1 §L4 @LS @) don't know L1 B2 @ 8L L5 @ don know @L1 DL @L1 @L4 @L5 @) dont know SL1 L2 B2 814 BLE §) dor] know L1 B2 @2 L4 L5 @) dorl knaw
Average Maturity Level Average Maturity Level Average Maturity Level Average Maturity Level Average Maturity Level
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Governance
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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.

-e'iﬁ anawese Rapid Organisational Maturity Model (ROMM)

Average Maturity Level by Category - 2024 vs 2025

Average Maturity Level in 2024 @ Average Maturity Level in 2025
5

350 347

3.46
3.31 337 321 327
3.16 3.05 3.08
3
2
1
0
Leadership & Strategy Service & Product Organisational Capability Asset & Risk Management Good Governance
Delivery & Performance

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:
e Afocus on team reflection rather than individual or managerial evaluation.
e Atool to support future planning and staff engagement.
e Confidentiality of team-level data, accessible only to the CEO and Directors.

e Afoundation 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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[ EMPLOYEE
ENGAGEMENT
SURVEY

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:

e Best Workplace Award - for achieving exceptional
engagement and satisfaction levels well above
industry benchmarks.

e Change Champion Award - for demonstrating
significant positive change in workplace practices
and employee experience.

Recruitment & Selection
Learning & Development
- T
Pay & Benefits
-
Career Opportunities
Change Management

ORGANISATIONAL PERFORMANCE PROGRAM 2025

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.

Cross-Unit Cooperation

1
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Category Q# Question EN/A

Pay & Benefits 61 | am satisfied with the income | receive 1%
/.2 PRIORITY AREAS IDENTIFIED v e

Recognition 59 My contributions are recognised 1%

The survey identified recognition,
change management, career Change Mamsgement 63| SB mOmedsbeutchengandheprogres g
opportunities, technology, processes

and pay & benefits as priority areas.

Career Opportunities 65 Enough time and effort is spent on career planning %

Pay & Benefits 62 | am satisfied with the benefits | receive 1%

T
g

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. -

higher performance

lower performance

pricrities
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6. FOCUS AREAS FOR 2026

EMC ENDORSED FOCUS AREAS

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

Creation and
implementation of Change
Management Principles
that will serve as the
foundation for all
organisational change
initiatives.

SYSTEM &

TECHNOLOGY
IMPROVEMENTS

The prioritisation of
Technology Requests and
Improvements and a
review of the current
Project Management

System.

PEOPLE &

WORKFORCE
PLANNING

The review of Leave
Management Plans, the
creation of an internal
Leave Procedure, and the
continuation of
Productivity Scheme
communications.

The continuation of efforts
around Staff Recognition,

Career Opportunities and
Pay & Benefits at the City
of Vincent.

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.

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 Al and technology progression (3 mentions)

e Balancing of unplanned projects/political commitments with workload (2 mentions)
e Embedding safety into culture (1 mention)

e Streamlining the current purchase order system (1 mention)

e Resourcing due to increased CRM enquiries (1 mention)

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

e Aging infrastructure (1 mention)

e 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
e Parks

e City Buildings and Asset Management

e Engineering

e Community Facilities

e Library and Local History Centre

e Public Health and Built Environment

¢ Information and Communications Technology

¢ Human Resources

Healthy

DIRECTLY AFFECTS
Whole organisation

SCP ALIGNMENT
e Innovative and
Accountable
e Connected &

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.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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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 RESPONSIBLE EXEC
DATES
1. Excess Leave and Leave Management Plans 1. June 2026 Executive Manager
+ Continue tracking excess leave balances and Human Resources
associated leave management plans across all | 2. 2026 start

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.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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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
e Director I&E

DIRECTLY AFFECTS
Anyone in the organisation that manages

PERCENTAGE OF
ORGANISATION WHO

or assists with City projects IDENTIFIED THE

e Parks CHALLENGE
e City Buildings and Asset SCP ALIGNMENT
Management e Sensitive Design

e Thriving Places
e Accessible City
¢ Innovative and Accountable

e Engineering
e  Community Facilities

e Connected & Healthy Community

e Enhanced Environment

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 | CAUSE CONSEQUENCE RATING | LIKIHOOD RATING OVERALL
RATING
Inefficient project 1) Poor prioritisation 3 - Moderate 4 - Likely High

delivery and
resource allocation
due to gaps in
prioritisation,
governance, and
PMO processes

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

The impact includes
delays in project delivery,
resource inefficiencies,
and coordination
challenges, but does not
yet threaten
organisational viability.

Multiple service
areas have raised
concerns, and issues
appear systemic
rather than isolated.
This aligns with
"Likely” in the
likelihood table.

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.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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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

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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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
e Director CB&S
e Engineering

DIRECTLY AFFECTS
Whole Organisation

PERCENTAGE OF
ORGANISATION WHO
IDENTIFIED THE

SCP ALIGNMENT CHALLENGE

Innovative and
Accountable

e Community Facilities
e Human Resources °
e Waste and Recycling

e Governance

e Development and Design

e Communications and Engagement

¢ Information and Communications Technology

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 | CAUSE CONSEQUENCE RATING | LIKIHOOD RATING | OVERALL
RATING

Disruption to 1) Resource strain 3 - Moderate 4 - Likely High

operations and during contract Impacts include staff Feedback from

reduced staff changes uncertainty, and multiple

engagementdueto | 2) Leadership turnover | inefficient departments shows
inadequate change and loss of implementation of these issues are
management knowledge projects, but do not yet systemic and
processes 3) Limited consultation | threaten organisational ongoing, making
and communication | viability. recurrence highly
4) Poor rollout of new probable.

tech and processes

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 RESPONSIBLE EXEC
DATES

Develop and document a comprehensive set of Principles to be presented Executive Manager

Change Principles that will serve as the foundation for | to EMC no later than April Corporate Strategy and

all organisational change initiatives. 2026. Governance

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:

e Leadership & Strategy

e Organisational Capability & Performance
e Asset & Risk Management

e Service & Product Delivery

e Good Governance

The purpose of the KPls 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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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 e Preparing a comprehensive induction program for new Council

Governance members

e Reviewing governance frameworks post-election

e Developing a risk management app

o Updating risk appetite and tolerance statements

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

e Evaluating the delegation component within Attain for potential
enhancement

Place Planning e Adoption of SmartyGrants for efficient grant delivery

e Use of Microsoft Suite and SharePoint for process management

e Further automation and upskilling in system and process
improvements

e Review and refresh of place management roles and
responsibilities

e Potential reinvigoration of the Small Business Friendly Working
Group

¢ Updating membership as needed

Strategic Planning and e Focus on tree canopy

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

e Enhanced environment strategy (including action tracking)

e Sustainability education and awareness initiatives for staff

e Assess ESG reporting requirements beyond waste

e Documenting procedures and minimum timeframes for policy
development

e Preparing for legislative reforms

Development and Design e Al adoption for DA processing

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

e Enhanced risk management

Public Health and Built Environment e Risk assessment and documentation

e Authority investment

¢ Cross-unit collaboration for consistent outcomes

e Review of the events policy

e Continuation of swimming pool barrier inspection program

Parks and Urban Green e Maximizing Tree Plotter integration

e Reviewing tree maintenance budgets

e Refining weed management strategies in response to community
concerns

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

e Developing manuals for community volunteers

e Securing grant funding for urban greening and tree recovery

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

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

e Modernizing depot operations

e Advocating for a dedicated waste charge to manage service
variations

e Exploring Al applications while balancing sustainability goals

ORGANISATIONAL PERFORMANCE PROGRAM 2025 26



Continuing bin tagging program and community engagement
efforts

Simplifying recycling instructions and promoting positive
messaging

City Buildings and Asset o
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 o

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 o

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 o
Beatty Park and Library and Local
History Centre) o

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 Al 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 o

Preparing for future ERP upgrades and sustainable system
integration

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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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)

Al integration for process automation and analytics across
directorates

Ensuring website content optimisation for Al-powered search and
chatbots

Communications and Engagement o

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 Al tools for sentiment analysis and generative content
creation

Preparing for Al-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 Bl

Reducing duplication and improving efficiency through digital
transformation

Integrating Al 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)

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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J. OYSTEMS AND PROGESS 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.

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 & Al 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:

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

e Fully digitised contract management and purchase-to-pay process
(Financial Services)

e Power Bl dashboards for sustainability KPIs (Strategic Planning &
Sustainability)

e Online forms for missed bins and Verge Valet portal (Waste and
Recycling)
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Automation & Al Enablement

Total Mentions: 14

Description: Adoption of Al and automation tools to reduce manual effort,
improve accuracy, and enhance customer experience.

Examples:

o Investigate Al for after-hours customer service (Communications &
Engagement)

o Explore Al for DA completeness checks (Development & Design)

o Al capability for building application workflows (Public Health & Built
Environment)

e 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:

o Field devices forirrigation system (Parks & Urban Green)

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

e Mobile devices for GPS plotting (Ranger Services)

o Workforce App added to CRM (Engineering Operations)

e GPS tracking and route optimisation for collection fleet (Waste and
Recycling)
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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:

e Document technical service levels (City Buildings & Asset Management)
e Develop Friends Groups manual and Weed Management Procedure

(Parks & Urban Green)
e Standardise agreements for art projects (Projects & Place)
e Document DA processes in ProMapp (Development & Design)

e Process maps for grant applications and strategy preparation (Strategic

Planning & Sustainability)

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

Recycling)

ORGANISATIONAL PERFORMANCE PROGRAM 2025

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. S0AP DASHBOARDS - COV & DIRECTORATES
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City of Vincent SOAP Dashboard

DELIVERABLES

294

DELIVERABLE MATURITY LEVELS

F TOTAL MANDATORY

123

2025 v
TOTAL FTE TOTAL EXPENDITURE
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31



q
‘EJIE- CITY OF VINCENT

SERVICES AREAS

5

SERVICE PLAN CAPABILITY LEVELS

SUB-SERVICES DELIVERABLES
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DELIVERABLE MATURITY LEVELS
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Ah CITY OF VINCENT
K 4

Infrastructure and Environment SOAP Dashboard

2025 \Ve
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B Infrastructure and Environment
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[] strategy and Development
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Il 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.

ORGANISATIONAL STRUCTURE

The City of Vincent is broken down into three
directorates and a major projects unit.

CHIEF EXECUTIVE OFFICER

MAJOR PROJECTS UNIT

ﬁ “

‘

&>

STRATEGY AND DEVELOPMENT
DIRECTORATE

* Development and Design

*  Public Health and Built Environment
* Corporate Strategy and Governance
+ Place Planning

*  Strategic Planning and Sustainability

ORGANISATIONAL PERFORMANCE PROGRAM 2025

INFRASTRUCTURE AND ENVIRONMENT
DIRECTORATE

* Engineering

+  Parks and Urban Green

+ City Buildings and Asset Management
*  Woaste and Recycling

* Ranger Services

+  Community Facilities

* Library and Local History Centre

COMMURNITY 8 BUSINESS SERVICES
DIRECTORATE

Communications and Engagement
Financial Services and Project
Management Office

Human Resources

Infermation and Communications

Technology
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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.

Strategy and Development

Strategic Corporate
Strategy and

Gowernance

Development
and Design

Planning and
Sustainability

Land and
Property
Management

Strategic
Planning

Subdivisions

Internal
Referrals &
Advice

Sustainability GC“”""“:EE
Council
Dedision
Making

Development
Applications

Design
Review Panel

Customer
Service

Public Health
and Built
Environment

Development
Compliance
Investigation

Health
Industry
Education,
Compliance
and
Enforcement

Swimming
Pool Barrier
Inspections

Building
Applications

Building
Inspections
and
Stakeholder
Engagement

Health
Enguires,
Advice and
Internal
Referrals

Event
Assessment,

Approval
and Advice

Health
Investigation
and
Surveillance

Place Parks and
Planning Urban Green
Man?;g;en 5 Infrastructure
A{;_Itft::g Community
Water
Streetscapes
Parks.
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City Buildings
and Asset

Management

Strategic
Asset
Management

City Buildings
Operations &
Maintenance

City Buildings
Project
Planning and
Delivery

Infrastructure and Environment

Ranger
Services

Animal
Control

Parking and
Traffic
Management

Public
Amenity
Management

Community
Safety

Community
Facilities:
Beatty Park

Swim School

Retail Shop

Fitness
Services

Agquatic
Facility

Community

Facility Hire

and Sports
Management

Community
Fatilities:

Library & LHC

Library and
Local History
Centre

Engineering

Engineering
Design and
Delivery

Engineering
Operations

Engineering
Compliance,
Traffic and
Transport

Waste and

Recycling

\Waste
Education,
Engagement
and Advocacy

In-house
Waste
Management
Services

Contracted
Kerbside/
Verge-side
Waste
Management

Fleet
Management
& Depot
Operations

Admins Hub—
Shared
Services

Financial
Services

Rates &
Receivable
Management

Procurement
and Contracts

Financial
Services

Community and Business Services

S Information and
Communications Human . P
and Engagement Resources T N O

Technology
Customer Human Information
Relations Resources Management
= iomaton and
Communication
Technology
Community
Development
36



CORPORATE STRATEGY & GOVERNANCE

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Risk Management Framework 3. Defined | 3 Dpefined 1-M
Manage City's Policy Framework 3. Defined | 3 Dpefined 2-NM
City's Fraud Management/Integrity Framework L Initial | 2 Managed 2-NM
City's Register of Delegations, Authorisations and Appointments. 3. Defined | 3, Defined 1-M
Interpretation of Legislation 2. Managed | 3 Managed 3-35
Primary & Annual Returns/Related Party Disclosures 3. Defined | 3 Dpefined 1-M
Internal Audit Schedule Review 2. Managed | 5 Managed 1-M
Council Policy Management 3. Defined | 3, Defined 2-NM
Compliance Audit Return Management 3. Defined | 3, Defined 1-M
Corporate Manages Managed - Fo-rward Plar"lningAgenclias 2. Marja.ged 2. Managed 3-55
Governance Legislative Compliance Requirements 1. Initial 2. Managed 3-55
Manage the Corporate Business Plan annual review process. 3. Defined | 3 Defined 1-M
Service Area Delivery Review Program 3. Defined | 3, Defined 1-M
Governance Framework Review 3. Defined | 3, Defined 3-35
Service Delivery Updates (now the “Organisational Performance Program™) 1. Initial 2. Managed 3-55
Local Law Statutory Review Process 1. Initial 1. Initial 1-M
Preparing the City for new Privacy & Responsible Information Sharing legislation. 1. Initial 2. Managed 2-NM
Update Governance processes and reporting 2. Managed | 5 Managed 3-55
Corporate Strategy Reporting and Advice Linitial | 2 Managed 3-35
Business Continuity Plan LInitial | 2 Managed 2-NM

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY | MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Strategic Management of Land 2. Managed | 5 Managed 2-NM
Managing Property Management Framework _I
Land and Property Laneway Acquisition 2.Managed | 1_Initial 2-NM
Management Managed Managed

Interpret and Advise on Legislation 2. Managed |9 Managed 3-55

Review and Provide Comments on Documents 2. Managed | g Managed 3-55

Process and Procedure Improvements 2. Managed |3 Managed 3-55

Manage Council Meeting Process 1-M

Declarations and Registers Management 1-M

Council Decision Making Defined Defined Audit Committee Meeting Management 1-M
Election Process Management 1-M

Review Processes and Procedures 3-55

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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%'% CITY OF VINCENT Strategy and Development SOAP Dashboard

2025 vV
SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Strategy and Development
3 5.50 31
SERVICE AREA
Corporate Strategy and Governance o
TOTAL SERVICE AREA TOTAL SERVICE AREA
Managed OPERATING OPERATING -
REVENUE
KEY FUNCTION @Defined A=
$4,500 $1,185,407 -$1,180,907
To facilitate strategic, compliant and sustainable
decision making and outcomes.
Service Plan Maturity Initial ~ Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory MNon-Mandatory ~ Support Service
Corporate Govermnance 1 10 8 5 3.40
Council Decision Making 4 1.10
Land and Property Management 1 4 3 1.00
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CORPORATE STRATEGY
& GOVERNANCE
STRATEGY HOUSE

fﬁrh CITY OF VINCENT
L

Owverall Objective
What we are frying to achisve

Values
T guide delivery of our objective

Strategic Pillars
Key imperatives to successfully deliver
the ohjective

Qutcomes
Cutcomes or initiatives fo support
each sfrafegic imperative

KPl=s
Meszure of performance and success

To enable strategic, compliant and sustainable

decision making and outcomes.

Transparency, accountability, collaboration, integrty and innovation.

Corporate Strategy &
Governance

Oversee the frameworks required
to deliver the City’s strategic
objectives and ensure legislative
requirements

Manage the annual review of the
Corporate Business Plan

Facilitate reviews of service delivery
performance

Maintain and update govemance,
policy, risk, and fraud frameworks
Manage the Corporate and
Compliance calendar

Update public and siatutory registers
Support development and review of
local laws

Provide advice on policy, risk, and
legizlation

Oversee infernal audit plans and
regulatory reviews

Support Audit Committee decisions
and reporting

Council Decision
Making

Provide advice and support to
Council in a timely, accountable
and compliant manner.

Advize on meefing procedures and
Council processes

Ensure transparent Council reporiing
and publish agendas/minutes
Track Council decisions requiring
action

Facilitate Council workshops and
briefings

Organise eleclions and committee
appointmenis

Manage Elecied Member training,
reimbursements, and statutory
returns

Advise on land use, fenure, and
restrictions

Manage City-owned or managed land
under the property framework
Oversee land disposal for financial or
community benefit

Administer land tenure and naming of
laneways

Act as landowner for development on
resemnves

Draft and support legal agreements
related to City land

Enablers Specialist knowledge, skills, adequate resourcing and training.
Supparting pn;ueasssbgg;v;r;::dc:y Productive systems and management tools.
Effective communication and collaboration.
External stakeholder engagement and participation.
EMC support and guidance.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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DEVELOPMENT AND DESIGN

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Subdivision Applications 3. Defined | 3. Defined 1-M
Subdivisions Managed Managed Subdivision Clearance 2. Managed | 2. Managed 1-M
Built Strata Application 2. Managed | 2. Managed 1-M
Building Permits 2. Managed | 2. Managed 2-NM
Occupancy Permits 2. Managed | 2. Managed 2-NM
Internal Referrals & Health Referrals 2. Managed | 2. Managed 3-55
) Managed Managed
Advice Compliance Referrals 2. Managed | 2. Managed 3-55
SPUD Reviews / Referrals 2. Managed | 2. Managed 3-55
City Projects Referrals (Public Works) 1. Initial 1. Initial 2-MNM
Process Development Applications - Delegated ltems 3. Defined | 3. Defined 1-M
Process Development Applications - Council ltems 3. Defined | 3. Defined 1-M
DeuelLopr:nent Defined Defined Process Development Applications - Joint Development Assessment Panel 3. Defined | 3. Defined 1-M
Applications State Administrative Tribunal Applications 3. Defined | 3. Defined 1-M
Referral Responses (Development WA, Departmen‘f of Communities, State Development 2. Managed | 2. Managed 1-M
Assessment Unit)
Pre-Lodgement DRP Advice (Panel) 3. Defined | 3. Defined 2-NM
Design Review Panel Defined Defined Post-lodgement DRP advice (Panel) (Live Application) 3. Defined | 3. Defined 2-NM
Post-lodgment DRP advice (Chair/Member) (Live Applcation) 3. Defined | 3. Defined 2-NM
Customer Service Managed Managed Customer Enquiries 2. Managed | 2. Managed 3-55
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%'% CITY OF VINCENT Strategy and Development SOAP Dashboard

2025 v
Ll
SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Strategy and Development
5 13.60 18

SERVICE AREA

Development and Design A

TOTAL SERVICE AREA TOTAL SERVICE AREA
Managed OPERATING OPERATING -
REVENUE
KEY FUNCTION @ Defined SirdEEE
$984,272 3,349,456 -$2,365,184
To create sensitively designed places that respect the ’ $3,349, $2,365,
character of our local areas and to facilitate
business activities that contribute towards vibrancy in
our town centres and commercial areas.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined CQuantitative Optimising Mandatory Mon-Mandatory  Support Service
Customer Service 1.00
Design Review Panel 3 3 1.00
Development Applications 4 5 8.50
Internal Referrals & Advice 1 3 210
Subdivisions 1 3 1.00
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DEVELOPMENT
AND DESIGN
STRATEGY HOUSE 2025

PP
T |

Ijth CITY OF VINCENT
K

Working together as a team to create and
maintain vibrant and sensitively designed places to support

Overall Objective . :
the wellbeing and growth of the community.

What we are frying to achiewve

Adaptable, collaborafive, consistent, professional, accountable, i

Values
To guide delivery of our objective

Strategic Pillars

Key imperatives to succezafully deliver COMMUNITY DECISION MAKING RISK MANAGEMENT SYSTEMS
the ohjective EMPOWERMENT ADMINISTRATION
Deliver timely, accurate and Manitor, investigate and
Facilitate connections consistent decisions in accordance ensure risks retating to Working together to create
Outcomes between stakeholders io with planning. building and health safety. amenity and public and maintain a proactive
Cutcomes or initiatives fo support deliver shared outcomes by frameworks that are outcomes health are addressed: to culture to deliver clear
each sfrafegic imperative providing specialist advice focussed and that supports small promote an enhanced built direction for an efficient and
and empowering business and achieves high quality and natural environment and suppartive workplace.

stakeholders, supported by
systems and processes.

KPls » Receive, review & implemsant

built form.

» Continuous skills improvement; .

community well being.

M=t our legislative and risk

» Proactive process review and

customer feedback. » Record keeping will be in accordance with management objectives when updating
Measure of performance and success | oo feedback received fomthe  State Records Act 2000; responding 2nd enfarcing. « Mzpped and documentsd

community and businesses. » Applications will include specific » Documnented processes in place to DrOCESSEs

» Provide quality customer conditions; priaritise risk and ensure 3 » Clarity of roles with succession
expenence consistent with the » Adhere to statutory tmeframes; consistent approach. planning
Customer Service Charter. » Ensure cross unit collaboration; » Enhancs a cross-functionsl = Training in optimal wilisation of

» Regular review and improvement of  » Delivery of decisions (approvals) with approach with ‘decision making’, to current systems
information available to the public in consideration to customer expectation and share information and manage » Dwocument accountsbility sllowing
order to reduce the wolume of in accordance with Customer Senvice orpanisational risk. transparency

customer enquiries.

Charter.

» ldeas register and championing

» Meaningful stakeholder participation = Monitor and review the performance of = Contingency planning
and collabaoration. legislation and policy, and actively provide » Better use of City"s website for
feedback to improve systems. public information

Enablers
Supporting processes, gQoOvemance,
fechnology, capability

» Being highly communicative and managing
stakeholders in decision making.

ICT; Authority and G5 Improvemnenis. Digitisation of records and reporting. Centralised knowledge hub for all staff to access.

Effective and appropriate delegations.

Continuous skills improvement for staff. Adequate resourcing and retention of staff. Engaged. motivated staff with healthy work-life balance.

Committed intemnal stakeholder engagement and effective cross departmental working relationships.

Documented processes, procedures, decision making and guidance materials. Accurate, readily available information on City website.

Alignment to the City's values and Council expectations; Executive and Govemance support and clear expectations.

Guidance and support to balance competing interests and priorities.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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PLACE PLANNING

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY 2025 SERVICE CAPABILITY SERVICE DELIVERABLE MATURIT MATURIT SERVICE
LEVEL 2024 PLANS LEVEL 2025 Y 2024 Y 2025 CLASSIFICATION
Develop business cases and feasibility assessments 2. Managed|2. Managed 2-NM
Provide technical advice and support to internal and external stakeholders. 2. Managed|2. Managed 2-NM
Removed to sit After-care for closed projects. 2. Managed[2. Managed 2-NM
Strategic Projects Managed under Major NA
Projects Continual enhancement of the service 2. Managed/2. Managed 2-NM
Public Open Space Strategy 1. Initial | 1. Initial 2-NM
Community Infrastructure Plan 2. Managed|2. Managed 2-NM
Undertake the Annual Reviews of Place Plans 3. Defined 2-NM
Undertake Annual Reviews of the Accessible City Strategy and Thriving Places
Strategy 3. Defined 2-NM
Implement the Vibrant Public Spaces Policy 3. Defined 2-NM
Manage the Public Realm in Vincent's Town Centres 1. Initial 2-NM
Run the Business Enhancement Grant program 3. Defined 2-NM
. o Place

Place Planning Initial Management Managed  |5ypport Town Teams to be resilient community groups 1. Initial 2-NM
Run the Town Team Grant program 3. Defined 2-NM
Advise and Support Place Stakeholders to deliver initiatives in the public realm 1. Initial 2-NM
Assist on Shop Local and Destination Marketing campaigns 2. Managed 2-NM

Provide Place Management Expertise to Internal Projects and Programs in Town
Centres 1. Initial 2-NM
Build and maintain relationships with Vincent's business community 2. Managed 2-NM
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SERVICE PLAN

CAPABILITY 2025 SERVICE CAPABILITY SERVICE DELIVERABLE MATURIT MATURIT SERVICE
LEVEL 2024 PLANS LEVEL 2025 ¥ 2024 Y 2025 CLASSIFICATION
Manage the Arts Advisory Group 3. Defined 2-NM
Assess Mural Applications 3. Defined 2-NM
Manage Vincent's Fine Art Collection 1. Initial 2-NM
Manage the Percent for Art Cash-in-Lieu Fund 1. Initial 2-NM
RBun the Mural Ce-Funding Program 3. Defined 2-NM
Place Planning Initial ﬁér‘fjsl:ur:: Managed Run the Lightbox Laneway Gallery program 3. Defined 2-NM
Run the Vincent Film Project 3. Defined 2-NM
Assess Percent for Art Applications 3. Defined 1-M
Manage Vincent's Public Art Collection 2. Managed 2-NM
Manage partnerships with local Arts Organisations 2. Managed 2-NM
Support Artists and Creatives to use Vincent's community facilities 1. Initial 2-NM
Undertake the Annual Reviews of the Arts Plan 3. Defined 2-NM
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SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Strategy and Development
2 0.40 23
SERVICE AREA
Place Planning v
TOTAL SERVICE AREA TOTAL SERVICE AREA

OPERATING OPERATING

KEY FUNCTION Managed REVENUE EXPEMSES
$235,044 $3,878,646 -$3,643,602

To create vibrant, inclusive and resilient place across
Vincent where people, businesses and creatives thrive
and our strategies and projects have lasting impact.

Shared budget with Strategic Planning and Sustainability

Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service

Arts and Culture 3 2 7 3 9 0.00

Place Management 4 2 5 1 10 0.40
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PLACE PLANNING

STRATEGY HOUSE

Owerall Objective
Whaf we are
frying to achieve

Values
To guide delivery of
cur abjective

Strategic Pillars
Hey imperafives fo

succezsfully deliver
the objective

Qutcomes
Cufcomes or initiatives
fo support each
=irafegic imperative

KPls
Meazure of

performance

and success

Enablers

Supporting processes,
govemance, technology,
capabiify

To create vibrant, inclusive and resilient places across Vincent
where people, businesses and creatives thrive and our
sirategies and projects have lasting impact.

| INNOVATIVE | EVIDENCE-BASED

We empower businesses and
Town Teams and manage
the public realm to create,

enhance and promote great
places for everyone o enjoy.

Support business fo grow
through Shop Local, eblews &
Business Enhancement Grants.
Implement the Wibrant Public
Spaces Policy.

Support Town Teams to deliver
activations and initiatives.
Undertake maonthly Pubilic
Realm Inspections

Provide place-based advice on
projects and proposals.

We support arlistz, pariner
with locals and embed
creafivity into everything we
do to make Vincent the Ars
capital of Perth.

Mural Co-Funding Program,
Vincent Film Project and
Lightboe: Lanewsay Gallery.
Assecs Percent for Art and
Mural applications

Manage and grow Vincent's
Fine Art & Public Art Collection
Partner with local arts

= Artists are supported and amenging

talent is nurhured.

=  Public art and cultural initiatives are

wisible, refevant, and accessible.

= Partnerships with local arts

organisations are strong and
collaborative.

= Mincent's arts collection is well-

maintained and curated.

| SOLUTIONS-FOCUSED | RESPONSIVE & EMPATHETHIC

We create locally grounded
sirategies and Place Plans
that guide growth, shape our
town centres & inspire action.

Collaborate with commumity,
Councl and intermal teamns to
ground strategies in local
insight and aspirations.
Deyelop strategies and Place
Plans that set dear, co-created
wisions. fior Vincent's fubure.

Sirategies and Place Plans reflect
local insights and aspirations.

Flans are implementable and inform
decision-making across the
Stakeholders see sirategies as
credible, evidence-based and
fonarard-looking.

Sirategic work supports long-temn
growth and place outcomes.

We deliver place-based
projects with precizion and
care, turning strategies into

acfion and supporting all
stakeholders along the way.

Engage intemal teams early
and often to ensure alignment.
role clarity & smooth decisions.
Articipate impacts on
communities and stakeholders,
managing change thoughtiully.
Deliver projects efficiently from
Initiafion to Completion,
embedding lessons leamt.

Projects are deliverad efficiently
from concept to connpletion.

Internal teams and stakeholders are
wellinformed and engaged
throughout.

Projects deliver intended outcomes
and enhance places.

Lezzons leamead are captured and
applied to future work.

Skilled and Agile Team — staff with expertise in strategy, project delivery, stakeholder engagement and change management
Robust Governance & Processes — clear frameworks for decision-making. approvals, risk management and compliance
Integrated Technology & Systems — tools for project tracking. asset management, community engagement and data collection

Collaborative Networks — strong relstionships with internal teams, Council, community and external partners
Knowledge Capture & Continuous Improvement — processes to learn from projects, share insights and embed best practice across the organisation
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STRATEGIC PLANNING AND SUSTAINABILITY

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Community and Stakeholder Engagement 3. Defined 3. Defined 1-M
Advocacy 3. Defined 3. Defined 2-NM
Heritage Management 2.Managed | 2 Managed 1-M
Strategic Planning Managed Managed Local Planning Policies & Precinct Plans 2.Managed | 2 Managed 1-M
Local Planning Strategy & Scheme 2.Managed | 2 Managed 1-M
Customer Service 2.Managed | 3 pefined 2-NM
Administering Grants 2.Managed | 3 pefined 2-NM
Advocacy & Leadership 2.Managed | 2 Managed 2-NM
Customer Service 3. Defined | 3 pefined 2-NM
Administering & Apply for Grant Funding 2. Managed | o Managed 2-NM
Community Education 2. Managed | o Managed 2-NM
Sustainability Initial Managed Sustainability Policy Framework 1. Initial 2. Managed 2-NM
Carbon Accounting 1. Initial 2-NM
Emissions Accounting 2. Managed 2-NM
Sustainability Initiatives 1. Initial 2-NM
- Monitoring and Reporting 2. Managed 2-NM
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SERVICE PLAN CAPABILITY LEVELS VERAB
Strategy and Development SUBSERVICES TOTALTTE o Hes
2 9.50 14
SERVICE AREA
Strategic Planning and Sustainability s
TOTALSERVICEAREA TOTAL SERVICE AREA -
OPERATING OPERATING
KEY FUNCTION Managed REVENUE EXPENSES
$0 $437,513 -$437,513

Lead improvements for our current and future
community by understanding needs, designing great
places, and implementing change.

In addition, shares budget with Place Planning.

Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory ~ Support Service

Strategic Planning 3 4 4 3 6.45

Sustainability 6 1 T 3.05
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STRATEGIC PLANNING
& SUSTAINABILITY
STRATEGY HOUSE 2025

Overall Objective
What we are irying to achieve

Values

To guide delivery of our objective
Strategic Pillars

Key imperatives fo successfully deliver
the objective

Qutcomes
Cutcomes or initialives fo support
each sfrafegic imperative

KPls

Meszure of performance and success

Enablers
Supporting processes, govemance,
technology, capabilify

ORGANISATIONAL PERFORMANCE PROGRAM 2025

M

We drive long-term and sustainable change that creates
great places, celebrates our unique character and identity,
and champions the environment. By balancing people, place
and planet we influence and shape a vibrant, resilient
Vincent for now and the future.
Progressive, Innovative, Committed, Engaged, Respectful, Collaborative & Agile
Strategic Planning & Heritage

Sustamnability Change Leaders

We lead with innovation and best
praciice to protect and enhance our

We deliver progressive and
vizionary planning that is evidence-
bazed, achievable and balances environment, support behaviour
growth with our heritage and change, and create a greener and

character. sustainable community .

We have two-way conversations with
all stakeholders to build strong
partnerships, elevate awareness and
understanding, and advocate for our
community to shape decisions and
deliver pozitive lazting change.
Bold planning shaped by authentic
Community engagement. embedding sustainability across our

Data-driven and outcome-focused organisation and through the

decision-making. Commiunity.

Responsible growth that protects and Educatien and advocacy to influence

enhances local heritage and character. and support behaviour and policy

Integrated planning that supports change.

sustainable travel and movement. - Solutions-focused collaboration with
internal and external partners.

Industry leading approach to
Two-way community comversations that
inform and shape dedsions.
Adworacy at local and state levels to
influence positive change.
Strong and respectful relationships with
stakeholders and partners.
Collaborative approaches to problem-
solving and implementation.
Change management and education to
build community understanding and
Support.

Procurement & Contract Management

Policies, Processes & Procedures Cross-Unit Collaboration

By June 2026, 100% of key feam
processes and femplates will be
documented and developed.

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

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

Adequate budget and resourcing with cleary defined team structures, roles and responsibiliies, and continuous training

Cenfralised, accessible and up-to-date knowledge bank with documented processes, procedures and standardised templates
Alignment with Council direction and Executive support to balance competing demands and priorities
Strong cross-depariment collaboration with an understanding of shared goals, clear expectations and open and honest two-way conversations

ontinuous improvements to technology ensunng we ophimise existing [T and software, and imp new opporiunites to support efficiencies and
improve outcomes

: % CITY OF ¥INCENT
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PUBLIC HEALTH AND BUILT ENVIRONMENT

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Investigations and Enforcement 3. Defined | 3. Defined 1-M
Deuetopmenlt C[_)mpllEﬂCB Defined Defined Customer education and advice 3. Defined | 3. Defined 3-55
Investigations
Proactive Compliance Managed
Contracted Inspections - Routine Food and Public Building 1. Initial 1. Initial 1-M
Routine assessment of regulated businesses 1. Initial | 2. Managed 1-M
Health Industry Education, Assessment and Approval of New / Altered Regulated Businesses 2. Managed | 2. Managed 1-M
Compliance and Initial Initial
Enforcement Compliance and Enforcement of regulated businesses 1. Initial | 2. Managed 1-M
Industry and Community Education 2. Managed | 2. Managed 1-M
Chemical and Microbiological Food Sampling 2. Managed | 2. Managed 1-M
Swimming Pool Barrier Mandatory inspections 2. Managed | 2. Managed 1-M
i Managed Managed
Inspections Administrative support for pool barrier inspection program 2. Managed | 2. Managed 3-55
Building Applications Defined Defined Building Applications 3. Defined | 2. Managed 1-M
ildi i Building Inspections 2. Managed 3-55
Building Inspections and Managed Managed
Stakeholder Engagement Stakeholder Engagement 2. Managed 3-55
Health Enquires, Advice . ) X
Managed Defined Health Enquiries, Advice and Internal Referrals 2. Managed | Defined 1-M
and Internal Referrals
EventAssessmerllt, Managed Managed Event Assessment, Approval and Advice 2. Managed | Managed 1-M
Approvaland Advice
Health Investigations and Investigations and enforcement 2. Managed | Defined 1-M
i Managed Managed
Surveillance Surveillance, sampling and education 2. Managed | Managed 1-M
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SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Strategy and Development
8 18.25 17

SERVICE AREA

Fublic Health and Built Environment W

®Initial TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OFERATING
KEY FUNCTION Managed REVENUE EXPENSES
@Defined
: i i $504,004 $3,471,968 -$2,967,964
Supporting the wellbeing of the community by
monitoring risks and achieving safety, amenity and
public health deliverables; in line with planning,
building and health objectives.
Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined CQuantitative Optimising Mandatory Mon-Mandatory ~ Support Service

Building Applications 1 1 3.25
Building Services - Stakeholder 1 1 1.00
Engagement

Development Compliance Investigations 1 2 1 1 1 525
Event Assessment, Approval and Advice 1 1 1.00
Health Enquires, Advice and Internal 1 1 1.00
Referrals

Health Industry Education, Compliance and 1 ) 6 305
Enforcement

Health Investigations and Surveillance 1 1 2 270
Swimming Pool Barrier Inspections 2 1 1 1.00
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{
PU BLIC H EALTH & {J!h CITY OF VINCENT

BUILT ENVIRONMENT
STRATEGY HOUSE 2025

Supporting the wellbeing of the community by
monitoring risks and achieving safety, amenity and public

Owerall Objective
What we are frying to achieve

Values

To guide delivery of cur objective
Strategic Pillars

health deliverables; in line with planning,
building and healih objectives.

Adaptable, collaborative, resilient, supporiive, proactive, respeciful, accountable.

Hey imperatives to successfully defiver CONNECTED AND SUPPORTIVE
the abjective INFORMED SMART DECISIONS WELL MANAGED SYSTEMS AND
COMMUNITY RISKS CULTURE
Engaging and empowering Deliver timely, accurate, Efficiently monitor and Foster a healthy and
Outcomes our customers and consistent decisions, investigate hazards and inclusive workplace culture,
Outcomes or initiatives o support stakeholders through informed by planning, mitigate risks relating to with a confinuous
sach sirategic imperative education, advice and building and health safely, amenity and public improvement mindset,
programs, 1o support a frameworks, to achieve health supported by fit for purpose
healthy and thriving positive outcomes systems
cormmunity
KPls = Receive, review & implement - Continuous skills improvement. = Meaet our legislative and risk - Proactive process review and
Messure of performance and success customer feedback. = Record keeping will be in management objectives when updating.
= Positive feedback received from the accordance with State Records responding and enforcing. = Clarity of roles with succession
community and businesses. Act 2000, = Monitor and review the planning.
= Provide guality customer = Adhere to statutory tmeframes. performance of legislation and = Traiming in optimal ublisstion of
experience consistent with the = Effective Cross unit collaboration. paolicy, and actively provide cument systems.
Customer Service Charter. = Delivery of decisions (approvals) feedback to improve systems. = Document accountability allowing
= Regular review and improvement of with consideration to customer = Documented processes in place to transparency.
imformnation awvailable to the public in expectation and in accordance priortise risk and ensure a = Building resilience within team.
order to reduce the volume of with Customer Service Charter. consistent approach. = Better use of City's website for
customer enquirias. = Making it easier to start. grow = Enhance a cross-functional public information.
= Meaningful stskeholder and operate businesses. approach with “decision making'. o = Working smarter and not just
participation and collaboration, share information and manage harder.

Enablers
Supporting processes, govVemance,
fechnology, capability

Us== Al to improwve service delivery.

ICT: CRM, Council First, Authority and GI5S Improvements which are intuitive fo the needs of our services.

Effective workforce planning which addresses resourcing and retention.

Continuous. skills improvement for staff. Engaged, motivated staff with healthy work-life balance.
Committed intemnal stakeholder engagement and effective cross departmental working relationships.

Documented processes, procedures, decision making and guidance materials.

Executive and Govermnance support and clear expectations.

Guidance and support fo balance competing interests and priorities, especially managing community expectations.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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CITY BUILDINGS AND ASSET MANAGEMENT

See below the business units service plans and deliverables:

Plans e.d. Sustainable Environment Strategy,

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURIT SERVICE
LEVEL 2024 LEVEL 2025 2024 Y 2025 CLASSIFICATIO
N
Maintenance Contract Management 2. Managed | 2. Managed 1-M
City Building Maintenance 2. Managed | 2. Managed 1-M
City Buildings Operations Preventative Maintenance Schedules 1. Initial | 2. Managed 2-NM
. Managed Managed
&Maintenance Leased Property Liaison 2. Managed | 2. Managed 2-NM
Project Delivery <$100k 2. Managed | 2. Managed 1-M
Leased Property Management 1. Initial 1. Initial 2-NM
Project Planning and Design 2. Managed | 2. Managed 2-NM
City Buildings Project Project Procurement (Involvement & Management) 2. Managed | 2. Managed 2-NM
. . Managed Managed
Planning & Delivery Project Management and Delivery 2. Managed | 2. Managed 2-NM
Stakeholder Management 2. Managed | 2. Managed 2-NM
Financial Forecasting - Technical Advice am:ll Support for Asset Valuations and Budget 1. Initial 1. Initial 1M
Planning
Facilitation of the Strategic Asset Management Sub-Committee 1. Initial 1. Initial 2-NM
Asset Data - Condition Survey and 10 YearCapltalLRenewalPlans— Infrastructure, Property & 1. Initial 1. Initial 2NM
Recreation
Strategic Asset " " Asset Management Governance - Implementation of the Asset Management Framework - AM i "
Initial Initial 1. Initial 1. Initial 2-NM
Management e e Policy AMSS and AM Plans Asset Management Framework e fia
Data Management - Development of Asset Management Systems and Processes 1. Initial 1. Initial 2-NM
Asset Management Plans - Review InfrE_:structure Asset Management Plans (Transport, 1. Initial 1. Initial 1-M
Recreation and Property)
Technical Advice, Implementation and Reporting - Other supporting Polices, Strategies and 1. Initial 1. Initial 2 NM
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%'% CITY OF VINCENT Infrastructure and Environment SOAP Dashboard

2025 v
. SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
3 8.60 17
SERVICE AREA
City Buildings and Strategic Asset Management ~~
. TOTAL SERVICE AREA TOTAL SERVICE AREA
REVEMUE
KEY FUNCTION Managed EEEREES
$2,700,581 $8,057,740 -$5,357,159
Build, enhance and maintain community facilities.
Capture and manage asset data to be used to
inform good decision making.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
City Buildings Operations & Maintenance 1 5 3 3 2.80
City Buildings Project Planning & Delivery 4 4 3.00
Strategic Asset Management T 2 5 2380
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CITY BUILDINGS AND

ASSET MANAGEMENT

STRATEGY HOUSE

Overall Objective
What we are trying to achieve

Values
To guide delivery of our objective

Strategic Pillars
Key imperatives to successfully deliver
the objective

Outcomes
Outcomes or initiatives to support
each strategic imperative

KPIs
Measure of performance and success

Enablers
Supporting processes, governance,
technology, capability

‘l
ﬁ %‘ CITY OF VINCENT

MG
‘~'J|p
1

To maintain and enhance community facilities to optimise
service provision through effective asset management.

STRATEGIC
ASSET MANAGEMENT

Strategic Asset Management Planning
Asset Inventory Management
Condition Assessment & Inspections
Risk Management

Financial Forecasting
Asset Valuations
Asset Acquisition, Renewal & Disposal

- Asset Renewal Funding Ratio
= Asset Sustainability Ratio
- Asset Consumption Ratio

Proactive, collaborative, quality, and transparency.

CITY BUILDINGS
PROJECT PLANNING & DELIVERY

Project Planning

Design & Procurement

Stakeholder Consultation

Construction & Contractor Management
Risk Management

Budgeting & Financial Management
Project Delivery & Handover

- Over Budget % Calculation (Actuals vs Budget)
- Customer Satisfaction

CITY BUILDINGS
OPERATIONS & MAINTENANCE

Building Management

Maintenance Management
Condition Assessment & Inspections
Safety & Compliance

Budget & Financial Management
Contractor Management

Customer & Tenant Relations

- Building Availability % (Availability vs Total

Bookable Time)

- Community Satisfaction

Communication and collaborative working relationships.
Strategic Plans, Corporate Plans, Masterplans, Asset Management Plans.
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COMMUNITY FACILITIES - BEATTY PARK LEISURE CENTRE

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY 2024 MATURITY 2025 SERVICE
LEVEL 2024 | LEVEL 2025 CLASSIFICATION
Day to Day Operations 5. Optimising 5. Optimising 3-88
Swim School Defined Defined Staff Management 4, Quantitative 4. Quantitative 3-55
Provision of Swimming and Water Safety Lessons 3. Optimising 5. Optimising 2-NM
Operations - Customer Service 4, Quantitative 4, Quantitative 3-38
HR - Recruitment, Training, and Performance Management 5. Optimising 5. Optimising 3-58
Retail Shop Defined Defined Management - Budgeting and Forecasting 3. Optimising 3. Optimising 3-38
Marketing - Promote and Market the Swim Shop 4, Quantitative 4, Quantitative 3-38
Admin - ordering, receiving, and stocktakes 4, Quantitative 4. Quantitative 3-55
Gym Facility Function 3. Defined 3. Defined 3-58
Group Fitness Classes 4, Quantitative 4. Quantitative 3-55
Fithess Services Defined Defined Aqua Fitness Classes 4, Quantitative 4. Quantitative 3-55
Membership sales, Retention, Administration, and Marketing 4, Quantitative 4. Quantitative 3-55
Health and Fitness Management 3. Defined 3. Defined 3-55
Facility Bookings 2. Managed 2. Managed 2-NM
Community Facility Hire
Managed Managed Club Development 2. Managed 2. Managed 3-55
and Sports Management
Sport and Recreation Strategy and Development 2. Managed 2. Managed 3-55
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SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY 2025 SERVICE
LEVEL2024 | LEVEL 2025 2024 CLASSIFICATION
Day to Day Operations 4. Quantitative 4. Quantitative 3-55
Creche Managed Defined HR - Recruitment, Training and Performance 3. Defined 3. Defined 3-55
Marketing to Promote Creche 9. Optimising 9. Optimising 3-55
Program Development - Review and Delivery 4. Quantitative 4. Quantitative 3-55
Pool Safety 4, Quantitative 4, Quantitative 1-M
Daily Facility Operations 4. Quantitative 4. Quantitative 1-M
Strategic Management and Direction 4. Quantitative 4. Quantitative 3-55
Facility Presentation - Cleaners (daily cleaning) 4. Quantitative 4. Quantitative 3-55
Aquatic Facility Defined Managed
Facility Maintenance - Asset Management and Major Projects 2. Managed 2. Managed 3-55
Customer Service - Sales/Enquiries 4, Quantitative 4, Quantitative 3-55
Administration 4, Quantitative 4, Quantitative 1-M
Marketing 5. Optimising 5. Optimising 3-55
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2025 v
£
] SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
6 65.60 28
SERVICE AREA
Community Facilities - Beatty Park v
TOTAL SERVICE AREA TOTAL SERVICE AREA
Managed OPERATING OPERATING -
KEY FUNCTION @Defined REVEMUE EXPEMNSES
$10,840,517 $11,216,042 -$375,525
To provide places and opportunities for our
community to prioritise their health, wellbeing and
social connections.
Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Aquatic Facility 1 ] 1 3 5 2920
Community Facility Hire and Sports 3 1 2 235
Management
Creche 2 1 4 365
Fitness Services 2 3 5 12.00
Retail Shop 3 5 0.50
Swim School 1 1 2 17.50
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COMMUNITY FACILITIES: 7 2

BEATTY PARK
STRATEGY HOUSE 2025

Overall Objective
What we are frying to achisve

Values
To guide delivery of our objective

Health, weliness, respect, teamwork, ©

To provide places and opportunities for our community to
prioritise their health, wellbeing and social connections.

laboration, and environment.

_ ) Strategic Pillars INFRASTRUCTURE COMMUNITY CUSTOMER FACILITY
Key imperatives to successfully dellver EXPERIENCE OPERATIONS
the objective BPLC is @ modern, accessible, Deliver and support a diverse

and sustainable facility that range of programs, services, and Create a warm and inviting Operate safie, clean, and well-
prioritises safety, compliance, initiatives that foster social atmosphere where every visitor i miintzined facilities that are
and long-term resilience, indusicn, promote health and met with friendly, efficient, and consistently pressnted 1o the

ensuring a welcoming well-being, enhance education, consistently high-quality service highest stancards, ensuring

Outcomes . e : ¥ ¥ efficient ma and

o environment for all users. and ensure commaunity safety, delivered by knowledgeable " MEFZITETE
Qutcomes ﬁn;tra;;w:ls .ra supﬂ creating an environment where all highly trained staff, ensuring a'n T L::‘ufran:lrcgw
eachialtaiEgclna=ra individuals feel valued and exceptional experience at every ST s =R R L
eptional expe experience for all users.

empowered.

KPls ~Conduct comprehensive annual =Regularky evaluate and expand the

touchpoint.

~Customer Service Training schedule

= achieve Financial Performance

safiety and compliance audits. variety of programs implemented Targets

Measure of performance and success =Collaborate with City Buildings to =Achieve and exceed participation =Maintain High Customer Satisfaction = Annual Operations Manual Review
finalize the BPLC Asset targets . Levels [NPS=65) = Reduce Incidents and Hazards:
Management Plan =annually assess and optimise facility =staff Qualifications and Certifications - Maintain High Customer
=Maonitor and report on energy operating howrs up to date satisfaction Levels

consumption and water usage =Increase engagement in the Watch

~Effective Communication through

= Supply and Maintenance

= Complete an annual review of around Water safety program Mewsletters (staff, Club and members) Contracts Review

accessibility features in line with =Grow facility hire by 5% =First Contact Resolution — cross train = Risk and Initiative Focus in Team
the DAIP =support and enhance the growth of staff for infio sharing Meetings

= Review all supply local sporting dubs ~Customer Feedback Loop and &1

and maintenance contracts for =Highlight successes by applying fora integration in systems

efficiencies minimum 10 industry awards per year

{
;J% CITY OF VINCENT

Enablers Engaged. competent and motivated staff.
Supporting processes, govemance, Executive support and guidance.
fechno , capabili
A ] Cross-departmental/directorate collaborative working relationships.

Available resources to deliver services and programs (clear pathway to deliver).

Alignment with City values.

Effective governance, compliance and OH&S framework.

Contemporary technology/innovation mindset.

Clear vision and direction from Asset Management and Strategic planning processes
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COMMUNITY FACILITIES - LIBRARY AND LOCAL HISTORY CENTRE

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY | MATURITY 2025 SERVICE
LEVEL2024 | LEVEL 2025 2024 CLASSIFICATION
Local History Centre 1. Initial 2. Managed 2-NM
Information Lending and Reference Service 2. Managed 2. Managed 1-M
Library and Local History Managed Managed
Centre Programs and Services 3. Defined | 4. Quantitative 2-NM
Community Engagement 3. Defined 3. Defined 2-NM
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%% CITY OF VINCENT Infrastructure and Environment SOAP Dashboard 2025 y
Ll
. SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
1 8.30 4
SERVICE AREA
Community Facilities - Library and Local Histor___ ~~
TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OFERATING
KEY FUNCTION Managed REVENUE EXPENSES
$18,150 $1,715,263 -$1,697,113
To provide opportunities for literacy, learning, social
connection and cultural experiences in a safe,
inclusive space.
Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined CQuantitative Optimising Mandatory Mon-Mandatory  Support Service
Library and Local History Centre | 2 1 1 1 3 8.30
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COMMUNITY FACILITIES: —

LIBRARY &

n )

LOCAL HISTORY CENTRE

STRATEGY HOUSE 2025 - 2026

Overall Objective
What we are frying to achisve

Values
To guide deliverny: of our objective

Strategic Pillars
Keay imperatives to succezsfully deliver
the ochjsctive

Outcomes
Cutcomes or initiafives fo support
each slrafegic imperative

KPIs
Meszure of performance and success

A safe, inclusive space connecting the community to
information, culture, heritage, and facilitates social
connections and leaming experiences

e

Equitable acceszs to informiation, technology & a safe inclusive space to engage with literacy, learning, heritage, culiure and
recreational pursuits.

COLLECTIONS

Diverse & inclusive,
preserves heritage,
promotes & supporis
literacy, leaming and

recreational pursuits.

» Implement genrefication of
caollection and remove cutdsted,
lowi circulating items.

= Curate collection using feedback,
dats & expertiss to devebop.

» Improve engagement with locsl
history image and physical
archives.

PROGRAMS &
SERVICES

Support and develop
community knowledge &
leisure by enabling literacy &
digital skills development,
improve personal wellbeing,
and increasing access fo
culture and heritage.

Review whole suite of library &
LHC programs and senvices and
determine staff capacity vs
COmmunity need.

LHG: Urilise feedback and
community relationships to deliver 4
¥ programs

‘fouth Services: Develop and
implement 1 x inclusive story time

COMMUNITY
ENGAGEMENT &
EXPERIENCE

Professional and proactive
customer service that
demonstrates fiedbility &
awareness of community
needs and expectations.

Implement additional feedback tools
to record informal customer
feedback & utiise in semvice
planning.

Improve customer senvice
interactions through better & more
consistent communication.

Improve staff knowledge & experisa
threugh improved precedural and
training initiatives.

INFRASTRUCTURE &
SYSTEMS

Modern, welcoming safe
space with accessible data,
systems and up-to-date
technology to support the
needs of the community &
maintain core service
objectives.

Bty June 2028, 100% of staff will
have completed at least 5 LMS
training modules on Menior,
training will be aligned to their role
and sysiem usage nesds.
Implement enhanced shehing
layout, improving browsing
experience & gptimising space for
acessibility and functionality.

{
IJIL CITY OF VINCENT

ICT systems and support
Engaged and motivated team

Qualitative and quaniitative data integrated into service delivery planning
Funding and staff resourcing lewvels align with service area deliverables and expectations

Enablers
Supporting procesees, goOvVemance,
fechnology, capability

Efficient work practices and wheme possible the implementation of streamlining or aulomation so team can engage with meaningful tasks
Engagement with leaming opportunities, other depariments and with community feedback to ensure holistic and innovative approach to service
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ENGINEERING

See below the business units service plans and deliverables:

SERVICE PLAM CAPABILITY CAPABILITY SERVICE DELIVERAELE MATURITY | MATURIT SERVICE
LEVEL 2024 LEVEL 2025 2024 Y 2025 CLASSIFICATIO
N
Development Approvals 3. Defined |2. Managed 1-M
Planning Approvals 3. Defined |2. Managed 1-M
Complaince coordination of State Government Projects (MBRWA, Dot, PTA etc) 2. Managed | 2. Managed 1-M
Englnelermg Compliance, Managed Managed Complaince Coordination of 3rd Party contractor and utility service providers (ATCO Gas, 1. Initial | 2. Managed 1-M
Traffic and Transport Telstra, WaterCorp, etc)
Complaince coordination on crossover applications, eatlets, parklets and events. 2. Managed | 2. Managed 1-M
Active Transport 2. Managed | 2. Managed 2-NM
Traffic and Transport - Road Safety 2. Managed | 2. Managed 1-M
Engineering Design Capital Works Design 2. Managed | 2. Managed 1-M
Engineering Design and Managed Managed Drainage 1. Initial | 2. Managed 1-M
Delivery Road Design and Delivery 2. Managed | 2. Managed 1-M
Maintenance of Roads, Signs and Lines, Bridges, Streetlights and Bus Shelters. 2. Managed | 2. Managed 1-M
Maintenance of Footpaths 2. Managed | 2. Managed 1-M
Engineering Operations Initial Managed
Maintenance of Drainage 2. Managed | 2. Managed 1-M
Capital Works Delivery 2. Managed | 2. Managed 1-M
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v
%'% CITY OF VINCENT Infrastructure and Environment SOAP Dashboard

2025 WV
] SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
3 25.01 10
SERVICE AREA
Engineering v
TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OFERATING
KEY FUNCTION Managed REVENUE EXPENSES -
$371,724 $12,926,168 -$12,554,444
Design, build, maintain and renew City infrastructure
through sustainable measures.
Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Engineering Compliance, Traffic and 4 1 5.00
Transport
Engineering Design and Delivery 1 400
Engineering Operations 4 16.01

ORGANISATIONAL PERFORMANCE PROGRAM 2025

65



ENGINEERING FUNCTION STRATEGY HOUSE 2025

Owerall Objective
What we are frying fo achieve

Values
To guide delivery of our objecfive

Strategic Pillars
Key imperafives fo successfully deliver
the objective

Outcomes
Quicomes or initialives fo suppart
each sirafegic imperative

KPIs
Measure of performance and SUCCess

Enablers
Supporting processes, governance,
technology, capability

ORGANISATIONAL PERFORMANCE PROGRAM 2025

INITIATION &
PRE-PLANNING

Partmening with;
{ munity

Council Members
Uity Provide
a

Deesign, Build, Maintain and Renew City Infrastructure Through
Sustainable Measures

ENGAGE
Inw n:lh'emeqt of;

Providers
and Local

Imemal Busnass
Units

Businesses have a level of

imroksement with planned
Enginesring projects snd

mctivilies most of the time.

Engineering projects and
activilies immabe relevant
inbernal and external
stakeholders most of the
tima.

CALABORATIVE
DESIGN

Healthy Streets in;

Bus Stops

+ Cycle and fooipas designs,

camploted o DaT standards

= Rosds, Trafic and Transper!

designs as per MAYWA
siandands and sadety
IEUESTErS.

¢ Dralnage designs developsd
il by W ta and DWER

menipars D5

« Sustainable Streriight design 1o
‘Weastern Power and sustainabile
eney standards.

& |nfoemed DA decision mmsking.

EFFECTIVE
DELIVERY

High Quality in;
Footpaths
Cycle Paths
Roads

Street Lights

Set agreement processes and templates to formilize partnerships

CITY OF VINCEN

msirbenanoe
= |mpreved Lewel of Senane.




PARKS AND URBAN GREEN

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURIT SERVICE
LEVEL 2024 LEVEL 2025 2024 Y 2025 CLASSIFICATIO
N
Playground and Exercise Equipment 2. Managed | 2. Managed 1-M
Infrastructure Managed Managed
Parks Infrastructure 2. Managed | 2. Managed 1-M
Programs, Events and Initiatives 3. Defined | 3. Defined 2-NM
Community Managed Managed Education and Consultation 2. Managed | 3. Defined 2-NM
Customer Engagement 2. Managed | 2. Managed 2-NM
Bore and Pump Maintenance and Renewal 2. Managed | 2. Managed 1-M
Irrigation Maintenance and Renewals 2. Managed | 2. Managed 1-M
Water Defined Defined
Manual Watering 2. Managed | 2. Managed 2-NM
DWER Licensing Requirements and Waterwise Council Endorsement 3. Defined | 3. Defined 1-M
Street Tree Management and Enhancement 2. Managed | 2. Managed 1-M
Streetscapes Managed Managed Verge and ROW Maintenance 2. Managed | 2. Managed 1-M
Streetscape Garden Maintenance 2. Managed | 2. Managed 2-NM
Garden Enhancement and Maintenance 2. Managed | 2. Managed 2-NM
Turf Maintenance 2. Managed | 2. Managed 2-NM
Parks Managed Managed
Parks Tree Management and Enhancement 2. Managed | 2. Managed 2-NM
Parks Rubbish and Litter Collection 2. Managed | 2. Managed 1-M
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%'% CITY OF VINCENT Infrastructure and Environment SOAP Dashboard 2025 @ v

1

. SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
5 29.99 16
SERVICE AREA
Parks and Urban Green R
TOTAL SERVICE AREA TOTAL SERVICE AREA
Managed OPERATING OPERATING -
KEY FUNCTION @Defined REVENUE EXPENSES
$183,256 $11,698,894 -$11,515,638
Maintain and enhance our public open space to
provide a sustainable green environment for the
community.
Service Plan Maturity Initial Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Community 1 2 3 245
Infrastructure 2 2 1.80
Parks 4 1 3 16.59
Streetscapes 3 2 1 455
Water 3 1 3 1 460
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PARKS -
STRATEGY HOUSE 2025

Overall Objective
What we are trying to achieve

Values
To guide delivery of our objective

Strategic Pillars
Key imperatives to succezsfully deliver
the ohjective

Maintain & enhance our public open space to provide a
sustainable green environment for the community.

Respect & understanding our community & environment; Teamwork & cooperation; Safe & engaged workforce.

PARKS

STREETSCAPES

WATER

INFRASTRUCTURE

COMMUNITY

Garden Streat tres Baore, reticulation & Park infrastructure Programs, events &
enhancement & management & pumgp safety, maintenance initiatives to support
maintenance canopy maintenance & renewals & encourage
Turf renovation & enhancement Imigation eficiency Playground safaty community greening
mainienance Town centre & renewsl projects mnspections, Engaging. educating
- Outcomes Integrated weed greening Waterwise Council maintenance & & consulting with the
COutcomez nrm:tram\%ls fa suppc.:v.rt management Verge mowing DWER licencing renewals community
ESchiaialegiciincestie Rubbish/litter programs Manual watering Water playground Customer relations
collection City wide weead compliance & Stakeholder
Tree management control operation engagement
& canopy RO clearing
enhancement
KPl=s Strategy implementation Strategy Implementation DWER groundwater license Strategy implementation Strategy Implementation
Meszure of performance and success Ciecupation Safety & Bushfires Act 1954 Waterwise Councll re- F’la}rgn?unl:ls Standards Upiah_e & pa!ﬁc_ipatm in
Health Act 1084 Procurement & contract endorsement Australia preening activities
Procurement & Contract managemsnt EES Implementation Procurement & Contract Customer feedback
management Tres Management Softwars Review & sudt irmigation management Caonsultation
Staff Training & Improve asset management SYSIEMS 10 ENSUNe maximum Irmprowe asset management Improwed webpage for
Dieveloprmant Mew tree planting programs efficizncy Parks Infrastructure & communication and
Scheduled safety & team Irrigation upgrade & renewsal Playgrownd renswal infomnation
mestings program programs CRMs
Tree Management
sofware
Tree planting & eco-zoning
projects

Enablers Executive support & guidance.

B e
Cross-departmentalidirectorate collal i i ips.
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RANGER SERVICES

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Animal Registrations 3. Defined 4, Quantitative 1-M
Animal Impounding 3. Defined 4. Quantitative 1-M
Dog Sterilization Services 3. Defined 4. Quantitative 2-NM
Animal Control Managed Defined
Animal Infringements, Cautions and Letters 3. Defined 4. Quantitative 1-M
Patrolling Reserves 3. Defined 3. Defined 1-M
Website Page Management 3. Defined 3. Defined 2-NM
Inspectorial Control {Staffing) (Incl Event Parking Staff) 3. Defined 4. Quantitative 1-M
Infringement Processing 3. Defined 4. Quantitative 1-M
Review and Upgrade the City's Parking Management Systems and Infrastructure | 2. Managed 3. Defined 2-NM
Ticket Machine Maintenance and Servicing 3. Defined 4. Quantitative 2-NM
Parking and Traffic Managed Defined Fines Enforcement Registry 3. Defined 4, Quantitative 1-M
Management Technology Management 3. Defined 4. Quantitative 2-NM
Parking Permit Management 3. Defined 4, Quantitative 1-M
Perth Parking Management Levy 3. Defined 4, Quantitative 1-M
Precinct Parking Management Review 3. Defined 4. Quantitative 1-M
Accessible City Strategy Actions 3. Defined 4. Quantitative 1-M
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SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY 2025 SERVICE
LEVEL 2024 LEVEL 2025 2024 CLASSIFICATIO
M
Permit Applications 3. Defined 4. Quantitative 1-M
Public Amenity Local Government Motices & Infringements 3. Defined 4, Quantitative 1-M
Managed Defined
Management Website Updates (fees & charges) 3. Defined 3. Defined 1-M
Private Carpark and Verge Sign Applications 3. Defined 4. Quantitative 1-M
Homelessness Framework 2. Managed 3. Defined 2-NM
Crime Prevention Through Environmental Design (CPTED) 2. Managed Removed 1-M
Actions within the Safer Vincent Plan 2. Managed 3. Defined 1-M
Community Safety Initial Defined Security Patrols and Traffic Management 3. Defined 3. Defined 2-NM
CCTV Footage Requests 3. Defined 4. Quantitative 2-NM
Attendance at LEMC seminars, workshops, meetings with other Agencies 2. Managed 3. Defined 1-M
Emergency Management 2. Managed 3. Defined 1-M
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d
%& CITY OF VINCENT Infrastructure and Environment SOAP Dashboard 2025 w
Ll
. SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
4 32.00 26
SERVICE AREA
Ranger Services A
TOTAL SERVICE AREA TOTAL SERVICE AREA
Defined OPERATING OPERATING
KEY FUNCTION @ Define REVENUE EXPENSES
$11,993,950 $8,404,926 $3,589,024
To make the Cit}l’ of Vincent a safe place for all
creatures great and small.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Animal Control 2 4 4 2 375
Community Safety 5 1 3 3 3.00
Parking and Traffic Management 1 9 I 3 16.05
Public Amenity Management 1 3 4 7.20
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RANGER SERVICES
STRATEGY HOUSE 2025

Owverall Objective
What we are frying to achieve

Values
To guide deflivery of our objective

Strategic Pillars
Key imperatives to succezsfully deliver
the ohjective

Outcomes
Cufcomes or initiaiives fo support
each sfrafeqic imperative

PARKING AND
TRAFHC
MANAGEMENT

Inspectorial control. monitor
& improve parking systems
& infrastructure, parking
permits system

improvements, infrimgement
appeal processing &
prosecutions.

To make the City a safe place for all creatures
great and small.

, leamwork, cooperation, ©

ANIMAL CONTROL

Manage animal control
registration register, monitoring
the streets and parks ensuring

compliance along with

community expectation,
community engagement,
education programs.

: |h CITY OF VINCENT

4

M

ability and respect

PUBLIC AMENITY

Administer and monitor permit
applications and permits in the
public realm, implement street
activation aligning with events,
secuning City infrastructure as
required, investigate Ftter and
ilegal dumping reparts in
collaboration with waste
Services, improve security
systems in City owned
faciliies.

= Comgpliance with the Local Gov't Act &
the Citys Local Laws
= Compliance with the City's Customer

» Compliance with the Local Gow't
KPls At & the City's Local Laws
Meazure of performance and success - Compliance with the City's

= Animal registration register
= Compliance with the Dog & Cat Act &
the City's Local Laws

Customer Service Charter = Have a greater presence in City's Senvice Charter

» Compliantfincident management — Parks & Reserves = Comgpliantincident management — via
viz CRMICMR, processes = Implement educational programs CRMICMR processes

» Explore technology around arpund responsibde pet ownership = Scheduled ToolboxSafety team
ascertaming Ranger coverage megtings

» Implement a review of procedures
and JSA's

Enablers

COMMUNITY
SAFETY

Address the issues
surrounding homelessness,
creating and maintaining
safer places through
CPTED, actioning the Safer
‘incent Plan, monitor and
implement CCTVY networks in
public areas, implement the
local emergency
management arangemeant.

» Develop risk management registers

for emergency management.

» Coontinue to ligise with Town

Planners for CFTED

» Complete the allocated iterns within

the Safer Vincent Plan

» Attend LEMC committes mesting
» Faumn deskiop exercises throughout

the year.

» Fire Hazard compliance

External stakeholder engagement and participation — LEMC and Nyoongar Outreach.

Supporting processes, govemance, Cross-depariment /directorate collaborative working relationships.

fechnology, capability

Interpretation of legislation and applying the frameworks and policies to provide relevant services.

Engaged competent and motivated staff.

Contermporary technology. digitisation of process, data analytics, innovation mindset.

Available resources fo deliver services and programs.
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WASTE AND RECYCLING

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURIT SERVICE
LEVEL 2024 LEVEL 2025 2024 Y CLASSIFICATIO
2025 N
Coordination of Customer Enquires 1. Initial 1. Initial 3-55
Admlnlstratlor! Hub - Initial Initial Coordinate Engineering Infrastructure Applications 1. Initial 1. Initial 3-55
Shared Services

General Administration and Supervision 1. Initial 1. Initial 3-55

Domestic Kerbside Collection: General Waste and Recycling 2. Managed | 2. Managed 1-M

Contracted Kerbside/ Domestic Kerbside Materials Processing (Recycling and FOGO) 2. Managed | 2. Managed 1-M
Vergeside Waste Managed Managed Disposal of lllegally Dumped Waste 2. Managed | 2. Managed 1-M
Management Services Domestic vergdeside collection - Green Waste 2. Managed | 2. Managed 2-NM
Domestic Vergeside Collection - Bulk Hard Waste (pre-booked Verge Valet) 2. Managed | 2. Managed 2-NM

Fleet acquisitions, disposal and maintenance 1. Initial 1. Initial 1-M

Depot purchasing, account reconciliations and support 1. Initial 1. Initial 3-55

FleetManagement & Depot ) iy Initial Depot Stores and Minor Plant 1 lnital | 1 initial 3.55

Operations

Fleet and Depot Operations 1. Initial 1. Initial 1-M

Fleet and Depot Customer Service and General Administration 1. Initial 1. Initial 3-55

In-house domestic kerbside collection FOGO 2. Managed | 2. Managed 1-M

Illegal dumping collection 2. Managed | 2. Managed 1-M

In-house Wast:_e Managed Managed Servicing the street litter and parks bins 2. Managed | 2. Managed 1-M

Management Services

Street and precinct cleaning (including graffiti management) 2. Managed | 2. Managed 1-M

Bin/infrastructure delivery and maintenance services including HHW (recycling stations) | 2. Managed | 2. Managed 1-M

ORGANISATIONAL PERFORMANCE PROGRAM 2025

74



SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURIT MATURIT SERVICE
LEVEL 2024 LEVEL 2025 Y Y CLASSIFICATIO
2024 2025 M
Waste education events and workshops 2. Managed | 2. Managed 2-NM
Education campaigns 2. Managed | 2. Managed 2-NM
Waste Education and Managed Managed Tailored Waste Education SUDs 2. Managed | 2. Managed 2-NM
Engagement
Tailored Waste Education for Multi-Unit-Dwellings 2. Managed | 2. Managed 2-NM
Alternative Waste Drop-off Sites and Collection 2. Managed | 2. Managed 2-NM
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q
%'% CITY OF VINCENT Infrastructure and Environment SOAP Dashboard

2025 2%
. SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Infrastructure and Environment
5 27.52 23
SERVICE AREA
Waste and Recycling s
. TOTAL SERVICE AREA TOTAL SERVICE AREA
KEY FUNCTION Managed REVENUE EXPEMSES
$191,440 $8,525,354 $8,333,914
Delivery of the City's Waste Strategy Projects, with
the vision of zero waste to landfill by 2028.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory MNon-Mandatory  Support Service
Administration Hub - Shared Services 3 205
Contracted Kerbside! Vergeside Waste 5 3 2 255
Management Services
Fleet Management & Depot Operations 5 255
In-house Waste Management Services b 5 17.82
Waste Education, Engagement and 5 5 255
Advocacy
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Waste & Recycling Strategy House 2025 N
K

CITY OF VINCENT
Deliver sustainable and cost-efiective waste management V
sernvices, depot operations and fleet management for the
City and the community.

Owerall Objective
st we are fiyang fo achieve

Values Macamising Resource Recovery and Avoidance, Engaged and Informed Community/ \Workforce, Long-term Planning, Cost Effective, Sustainable, Reliable, Safe and Contemporany

T guids gelivery of our abjective Services, Advocating a Circular Economy, Working Collaboratively Locally and Regionally
Strategic Fillars Contracted Kerbside / In-house Waste Waste Education, Engagement Depot Operations and Administration Hub —
Key imperatives fo succassilly defer Verge Side Waste Management Services And Advocacy Fleet Management Shared Services
the objective Management Services
Domestic FOGO collection, Engaging with residents and City Coordination of fleet Timely customer service and
Domestic recycling and senvicing of street and parks staff to identify barriers, educate, acquisitions, asset disposal CRM support for Parks,
Outcomes general waste collections, public waste, street and improve awarenass and provide and maintenance services Engineering and Graffiti.
Ouwtcomes or inttistives to support Recycling and FOGOD precinct cleaning including solufions to maximise waste
each strategic imperative processing, collection and graffii management, event recovery and avoidance. Fleet optimisation and Coordinate engineering

disposal of illegally dumped waste management and Advocacy and lobbying for emissions reduction infrastructure applications
waste {bulky items) and binfinfrastructure delivery and change to State and Federal transition plan
verge side domestic maintenance serices, waste legisiation and policy, General administration and
collections for bulk hard Househaold Hazardous YWasie wurking collaboratively Locally Depot operations and SLpEnision
{Verge Valet) and green [HHW) collection (Community and Regionally administration
Recycling Statons)

. * Inoeased diverson and recavery c il ; * Cuslomer enquiresireguest
KPI5 - Reguiar contract meelings i review i — + Cusiomes enguiriesirequests-ia CRMICMR | | oot ons copossis 2nd management —viz CRMICME
Measure of performance and swccess mP:;mm Moribaring - Corbrlcainl —y ﬁ;sﬁ;ﬂmmhm: + Coordinete purchasing and sccount W for Engineewing, Parks and
. n 5 - CRM'CMR propesses ' i reconcilialions . = —
w:mi?ﬂxtw . D"“'-"_“" n'nrlHj' KP| reparting EW'EE:".'asln Plan & Waste Dala Anrual . De-pl:l'l sl.l:\rlss_ﬂdmrlﬁl:"!, quuds ﬂﬂaﬂ'ﬁ mﬂw, funds
e » Sustairable Envionment Stralegy 2019 Epa . receipt and dispatch and minor . ETESSEVES nd elicn af
procosses _ — 2024 {Reparting) * Kerbzide bin awdits for largeled engegement plar coardination Coordination and complelion
*» Confracied recovery tangets (Recycling - Visuml M Y —— and cankaminafon reduclion « Operaie i Work Heolth and Safsty property seifement orders and
and FOSD) c = Monilaring participation of Yerpe and Act M0 requirerenl regusiions . o )
Kerbiside Wasle Servioes, Community = Cusiomer serdcs, adminisiration . l'.'h.lsl.u‘m:r e u:|n1n5tr:i.||:r|.
Recycling Stations {sg. HHW and COS) i, rcpl:\rl.ingand ’ memniloring, rporing [irduding
* Communityistskeholber feedbsc - Engineering EMC Reports) and

supervision

| Enablers
S vloty: copobily

Caonternporary technology. digitisation of process, data analytics, innovation mindset

Ayailable resources to deliver
Effective govemance, compliance and OHES framework
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17.15 COMMUNICATIONS AND ENGAGEMENT

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY
LEVEL 2024 LEVEL 2025 2024 2025

Provide face-to-face customer service for in-person enquiries, cashier functions and

concierge.
Respond to phone enquiries, direct calls to technical officers when required and/or create
CRMs.
Develop content for and maintain Knowledge Management System. 2. Managed

Customer Relations Update and manage the customer Mame and Address Register (NAR).

Manage the Customer Experience Project. 2. Managed

Undertake customer service-related administrative duties such as Building and Planning
Application lodgement, monthly parking permit processing and animal registrations.

Provide first point of contact small business support function. 2. Managed

Strategic media and communications advice and oversight.

Manage proactive media coverage.

Branding and design management.

Proactive coordination of cammunlcatlons,:wnilgsement and marketing for City projects and 2. Managed | 2. Managed

Develop contemporary and engaging content for all City communications channels including
website, e-news and social media.
Maintain and review City websites as easy to use, up to date and accurate sources of
information.

Provide oversight and advice for high quality and consistent community engagement. 2. Managed

Manage newspaper advertising on behalf of all departments including public notices and bi-
maonthly full-page advert.

Marketing and
Communications

Develop and deliver Civic and sponsored events program.

ORGANISATIONAL PERFORMANCE PROGRAM 2025

SERVICE
CLASSIFICATION

1-M

3-88

3-55
3-58
3-35
1-M
2-NM
3-55
1-M
3-35

3-58

3-55

3-55

2-NM

1-M

2-NM




SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Ovwersight and strategic management of Community Development within the City. 2-NM
Coordinate the delivery of the Access and Inclusion Plan. 1-M
Deliver an annual program of community events and workshops focused on key portfolic 2-NM
areas.
Develop and maintain relationships with key community groups and external agencies 2-NM
representing the key portfolio areas.
Commence Development of the next AP 2-NM
Coordinate the delivery of actions in the Stretch Reconciliation Action Plan. 2-NM
Coordinate the delivery of the Youth Action Plan. 2-NM
Finalise development of the next Youth Action Plan. 2-NM
Manage meetings of internal RAPWG and develop MOU with Whadjuk Aboriginal Corporation. | 2. Managed 2-NM
Manage Youth Service Delivery 2. Managed | 2. Managed 2-NM
Coordinate the MOU with City of Stirling for Meals on Wheels. 2-NM
Manage Transport Assistance Vouchers. 2-NM
Manage community grant funding. 2-NM
Manage Category One of the City's Property Management Framework for community groups. 2-NM
Coordinate and deliver Student Citizenship Awards and Spirit of Christmas Banners 2-NM
competition
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%'% CITY OF VINCENT Community and Business Services SOAP Dashboard 2025 y

. ] . SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Community and Business Services
3 19.63 31
SERVICE AREA
Communications and Engagement v
TOTAL SERVICE AREA, TOTAL SERVICE AREA
OPERATING OPERATING
KEY FUNCTION ®Defined T =2 SE -
$157,800 $3,683,054 -$3,525,254
Communicate and engage authentically and
consistently to build and strengthen community
connections.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory ~ Support Service
Community Development 1 1 13 2 13 6.03
Customer Relations 1 6 2 1 4 6.40
Marketing and Communications 1 8 2 2 5 7.20
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COMMUNICATIONS &

ENGAGEMENT

STRATEGY HOUSE 2025/26

Overall Objective
What we are frying o achieve

Values
To guide deliveny of our objective

Strategic Pillars

Key imperatives to succeszsfully deliver
the ohjective

Outcomes
Cuicomes or initiatives fo support
each sfrafegic imperative

KPI=
Meazure of performance and success

Enablers
Supporting processes, QoOvemance,

ORGANISATIONAL PERFORMANCE PROGRAM 2025

CLEAR AND
CONSISTENT
COMMUNICATION

Consistent high quality.
transparent and responsive
communication
across dll touchpoints and
channels.

= Branding and veiting style guide
alignrment throughout the crganisation

= Zlear and consistent messaging
delvered across all touchpoints

= Proactive development of content for
City projects and services

= Hey Council decisions communicated
n a clear and timely way

= Positive media coverage generated

= Media responses provided on time.

Contemporary technology to enhance customer experience, facilitate customer self-service, streamline processes and provide data.

Communicate and engage authentically and consistently to

build and strengthen community connections.

Cusiomer focused, collaborativ

CUSTOMER FOCUS

Putting the customer and
community first whilst
embedding innovation into
everything we do.

= B0°%: of 3ll customer enquiries
resolved at first point of contact

= Customer-first focus embedded
SCross organisation

= Customer Senvice Charter
standards met across the

arganisstion

= \Website easy to navigate with clear
and up to date information

= Self-service available via website
wihere possible.

inclusive, creative, innovative.

ENGAGED
COMMUNITY

Developing partnerships,
sesking community input into
decision making and keeping

the community informed.

» Secope and purpose of engagement

clear for all projects

» Potential for commumity to influence

engagerment clearly identified

» |APZ principals considered as part of

all project planning

» Project risks understood and

managed

» Processes in place to support delvery

of quality stakeholder engagement

» High level of engagement on

consultation projects and positive
feedback about the process

» (Clear and consistent reporting of

cutcomes of community consultation
o Council.

COMMUNITY
EMPOWERMENT

Creatively delivering
ewvents, programs and
services that celebrate our
diverse community through
collaboration and
partnership.

Funding and support provided for a
diverse range of community events
Ewents and programs promate
community connections and reduce
sooial isolation and cultural barriers
Parnerships developed with service
providers and grganisations
Community groups empowered to
deliver sctivites and services
Diefverables of the AIF achieved
Deliverables of the Youth Action Plan
achieved

Defverables of the RAF achieved.

Collaborative, creative and supportive teanmaoric.
techn Rili Organisational collaboration, respect and support.
o . o8
gy, capabiliy Customer-focused approach supported across the organisation.
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17.76 FINANCIAL SERVICES

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Rate Setting, maintenance of the rate record, debtors and electoral roll database. 1-M
Rates & Receivable Levying rates and services charges and receipting, service delivery and debt collection. 1-M
Management
Compliance and reporting 2. Managed | 2. Managed 1-M
Procurement administration, training & governance 1-M
Procurement and Contract management administration, training & governance 1-M
Contracts Request for Tender / Quotation / EOl governance & participation 2. Managed | 2. Managed 1-M
General purchasing / Authority maintenance, training & compliance audits 1-M
Financial Budgeting 1-M
Annual and Monthly Financial Reporting 1-M
Financial Services: Asset and Project Management 1-M
Financial Services: Cash, Investments and Reserves 1-M
Financial Services: Accounts Payable, credit card and Banking - Transaction processing 3-55
Financial Services
Financial Services: Insurance 1-M
Financial Services: Internal Controls 2. Managed | 2. Managed 1-M
Financial Services: Analysts, data modelling, process improvements including Al and new software| 2. Managed | 2. Managed 2-NM
Underground Power modelling and financial requirements 2. Managed | 2. Managed 1-M

Financial Services: Internal and External Audit (including various certifications)

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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%'% CITY OF VINCENT Community and Business Services SOAP Dashboard 2025 v

3 . B SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERAELES
Community and Business Services
3 14.80 17
SERVICE AREA
Financial Services s
TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OFERATING
KEY FUNCTION ®Dafinad REVENUE EXPENSES -
$58,052,583 $6,512,971 $51,539,612
High-performing agile Finance function, delivering
value through innovative financial and commercial
solutions, strategic alignment and business partnering.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory MNon-Mandatory  Support Service
Financial Services 3 T 8 1 1 8.20
Procurement and Contracts 1 3 4 2.60
Rates & Receivable Management 1 2 3 4.00
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FINANCIAL SERVICES / +§

STRATEGY HOUSE

2025-26

Overall Objective
What we are fnang to achieve

Values
To guide delivery of our chjective

Strategic Pillars
Key imperafives fo successfully deliver
the objeciive

Quicomes
Ouicomes or iniiatives o suppaort
each sirategic impemative

KPIs
Meszure of performance and sUCCess

Enablers
Supporfing processes, govemance,
technology, capability

=

&>

Owr aim is to build a high-performing, agile Finance function
that delivers significant value through innovative financial

and commercial solutions, aligned sirategically with the
City's values.

o
& th CITY OF VINCENT

4

STRATEGIC ALIGNMENT | INNOVATION | TRANSPARENCY | PERFORMANCE EXCELLENCE

OPERATIONAL
EXCELLENCE AND
SUSTAINABILITY

Oplimize processes and
embrace sustainability in
financial operations.

Create a balanced
approach to budgeting,
investment, and resource
allocation that supports
both shori-term goals and
long-term financial
sustainability.

2 Mumber of audil e raised and
resolved and complianoe rales sooss

procurement.
s Completion of all reporing an me.

= Customer Safiefachion: Feedback from
= Rappongs TIMe: Awersge lime o resohe
= Service Laved Agresment Adharence: =

CUSTOMER-CENTRIC
FINANCIAL
SERVICES

STRATEGIC FINANCIAL,
PROCUREMENT &
CONTRACT
MANAGEMENT AND RISK
Enhance customer MITIGATION
satisfaction through
responsive and reliable

financial services.

Strengthen financial
decision-making with data-
driven insights and robust
risk management.

Deliver timely and
accuraie financial support,
leading to higher
stakeholder satisfaction.

Improve forecasting
accuracy, reduce nsks, and
ensure strong compliance.

miemal and exiemal stakeholders
financial inguines_ ! .
Provide dashboards and solutions o

Peroenlage of services defvered within streamiine bucget and cantract

el ma
agreed tmelnes. . m -
o Mumbesr of riskes idenlified and
successiully miligated.

=1 Doounent and update of polices,
procedure, bes| practics alignment
= Compitance Rate: Percentage adhereno: o
reguiaiony and intemal requirenents.

Leverage Technology: Automate processes and use data-driven tools.

HIGH-PERFORMING
AND INNOVATIVE
TEAMS

Develop a skilled,
motivated, and innovative
finance team.

Drive continuous
improvement and value
through experiize and
sirategic parinerships.

Empicyae Tralning and Developmant:
Aosarage haurs of rmining and skl
enhancement per employes.

Employee training and development
megraled in [6F
Ma af emplayees. crass frined

Inmowation: Mumber of implemented

process improvements and nnoraie

solutions . imegrations, dashboords.

Partnarahip: Value derived from sirategic

financial parnerships and alliances.

Training provided, reguiar meeting with

service lines, coordinaions and managers

Cultivate improvement: Promote innovation, sustainability, and process optimization.

Develop Talent: Invest in continuous training and career growth.
Enhance Collaboration: Strengthen cross-departmental teamwork and feedback loops.

Manage Risks: Implement robust risk management and compliance systems.
Prioritize Customers: Use sharepoint tools to boost responsiveness and satisfaction.

Lead with Vision: Ensure strong. strategic leadership for continuous progress.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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17.177 HUMAN RESOURCES

See below the business units service plans and deliverables:

SERVICE PLAN CAPABILITY CAPABILITY SERVICE DELIVERABLE MATURITY MATURITY SERVICE
LEVEL 2024 LEVEL 2025 2024 2025 CLASSIFICATION
Health and Wellness Programs 2-NM
Workers Compensation Management 1-M
0OSH and Wellness Reporting 2. Managed 1-M
Recruitment Management 3-55
HR & OSH+W Administration 3-55
Implimentation of HR deliverables in the RAP and AIP 2. Managed | 2. Managed 1-M
Human Besources Attraction, Retention and Recognition 2. Managed | 2. Managed 2-NM
Performance management 3-55
Employee paid conditions of employment. 1-M
Staff Training and Development 2. Managed 2-NM
Implementation of New Legislation 1-M
System Management Implication 1-M
Implement new initiatives, projects and updating existing forms, precesses, policies and 3.55
procedures
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%% CITY OF VINCENT Community and Business Services SOAP Dashboard 2025 v

. ] . SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Community and Business Services
1 8.80 13
SERVICE AREA
Human Resources s
TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OFERATING
KEY FUNCTION ®Defined REVENUE EXPENSES -
$80,000 93,725 -$13,725
Create an environment where our people feel safe, ’ $ ' $ '
can grow as individuals and professionals and create
a culture that leads by example through our values
and commitment to the Cit}l"S strategic priorities_
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Human Resources | 4 o & 3 4 8.80
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HUMAN RESOURCES

STRATEGY HOUSE 2025-2026

Owerall Objective
What we are inying fo achieve

Values
To guide delivery of our objective

Strategic Pillars
Key impersiives to successfully deliver

We listen and act fairly

“At the City of Vincent, our people are our greatest strength. Human
Resources is here to create a safe and supportive workplace where
everyone can grow, feel valued, and be part of a culture that lives

our values and works towards our shared strategic priorities”

\We build trust through honesty and accountability We work together and support each other

We encouwrage learning and growth We put safety and wellbeing first  We adapt, innovate and improve We provide great service to our people.

ATTRACTION
AND

ORGANISATIONAL

DEVELOPMENT

PEOPLE
PROCESSES

HEALTH,
SAFETY AND

EQUITY AND
DIVERSITY

the objective
RETENTION o » _ _ WELLBEING :
Building capability to Excellence in senvice ‘faluing equality and
Outcomes LRI meet fulure needs. delivery. Embedding a healthy advancing diversity.
Cuteomes or initiatives to support rﬁ'ug:;ﬂfj:ﬂih"ee and safe culture.
each strategic imperafive )
Roll out the Employes Redesign the |AF process Development of value- - Audit of Workplace Health Develop and implement
KPIs Engagement Survey o focusing future goals, add SharePoint forms. and Safety practices. the Workforce Diversity,
staff. performance and canser Audit of = Development of WHSEW Access and Inclusion
Measure of performance and success Development of 3 deveiopment. Payroll processes and Plan for 2028-2028. Staff Plan.

Recognition and Ratention Cevelopment of the internal Clasing the Loophales - Review and improve Celebrate dwersity in the
Stratagy leadership development legisiation against City contractor management workplace by
Review and update program {operational), processes and practices. processes. encouraging education
onboarding practics Cevelopment of a Training Review - Implermant an anmusl and training and
{online comganent and Mesds Analysis Survey HR procasses and program of health and supporting internal events
structured commencemsnt managemsent practices to wellb=ing initatives to for employess.
program identify and close gaps. enhance cumrent WHSEW Redesign the currant
Review of recruitment Review current online offerings. student trainesship
practices streamilining and induction portal for = Implemsant Ageing program for Aboriginal
consistency aeross the employess, contrachors, Workforce Strategy Feoples.
organisation. visitors and those onwork - Implement Drug and

gxpefience.

Alcohol Testing across City.

Alignment with City values.
Endorsement of Executive
Technology and Systems

Enablers
Supporting processes, govemance,
technology, capabilify

Partnerships and Collaboration
Culture and Engagement

Wellbeing, Safety and Inclusion

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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17.172 INFORMATION AND COMMUNICATIONS TECHNOLOGY

See below the business units service plans and deliverables:

SERVICE PLANS - 2025 CAPABIUTY | SERVICE DELIVERABLE MATURITY SERVICE
LEVEL 2025 2025 CLASSIFICATION
Cyber Security 3-55
Information and Communications Technology Governance 3-55
Information & ) .
Communications Emerging Trends and Technologies 2. Managed 3-55
Technology Business Systems and Applications 3-55
Infrastructure and Technology 3-55
Information Management Information Management 1-M
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EJL CITY OF VINCENT

554 Community and Business Services SOAP Dashboard 2025 y
. . B SERVICE PLAN CAPABILITY LEVELS SUB-SERVICES TOTAL FTE DELIVERABLES
Community and Business Services
2 9.30 6
SERVICE AREA
Information & Communications Technology v
TOTAL SERVICE AREA TOTAL SERVICE AREA
OPERATING OPERATING
KEY FUNCTION ®Defined REVENUE EXPENSES -
$16,400 $33,686 -$17,286
Improving the digital experience of City staff and
customers.
Service Plan Maturity Initial  Maturity Maturity Maturity Maturity Classification Classification Classification Current FTE
Managed Defined Quantitative Optimising Mandatory Mon-Mandatory  Support Service
Information and Communication Technology 1 4 5 590
Information Management 1 1 3.40
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INFORMATION & COMMUNICATIONS TECHNOLOGY P
STRATEGY HOUSE 2025-2027 7

Overall Objective
What we are trying to achieve

Improve the digital experience for City staff and customers

Values Engaging: Listen and understand the ICT needs of our staff and community
To quide delivery of our objective Atfcnunti?hle: Foster trilanspan&an«t:'_gur through cle ar process and measurable perfurrnar.]ce
Making a difference: Deliver ICT outcomes that improve the staff and customer experience

. BRLCC L 4 L EADERSHIP | 4 ENGAGEMENT | ¥ OVERHEAD # DIGITAL 4 INNOVATION
Key imperatives to successiully CHANGE i )
deliver the objective REEERIEIET=ERGERA RR ST = Automation, inc Al- = Security, privacy,
deliver strategic engagement enabled functions = |CT team/pariner sustainability
improvements = Cyber awareness & | - Reduce incidents & e + Customer/Staff-
* Modem policies fraining requests » Business team centric solutions
Outcomes T = Promote plans, = Staff and customer fr:la:;:"?lh“" — + Modern delivery of
Outcomes or initiatives fo B LER:LIER benefits mobile self-service workflows business outcomes
S el response capability B oo noafincident [ Audit aligned - lmiin + Enable decision-
imperative awareness processes modem, connected, JEEETTTIE
enterprise systems
KPls - Strategy and * Feedback from * # incidentis, # * Performance of staff + Al-emnabled stores of
Measure of performance and ~ Roadmap delivered Customers, Staff, requests computers City data
SUCGESS ., policy reviews and g:::gf;mem B s e + CRM process + Spatial data
improvements funclions coverage integrations and
* Data breach s cy'bF:r e * # audit actions + # forms digitized EERN]
response capability FE SN completed * Customer-to-officer
response % * # records captured .
) _ : automations
* Privacy aszessmenis * Expenditure automatically

Enablers T improvement: policy and procedures Modern systems: empowered data, process automation,

Supporti roCESSES, atial i i
Gvepmpan Ggg fgchnoﬁo 3 * Testing: incident response, disaster recovery, business R LU
g s r:apab-'%:g’ continuity, intermal’external penetration Data transparency: Visualisafion, reports and dashboards

* Staff training: record-keeping, privacy, cyber-security, Al,
CRM, SharePoint and Microzoft Planner

Budget ongoing operational growth (licenzing, services)

Security frameworks. OAG, ASD Essential 8, LGIS 12

M T i S - 1 I . .
Privacy (PRIS) framework development & readiness Diverse skills and resources
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APPENDIX A

Service Area

City Buildings
and Asset
Management

City Buildings
and Asset

Management

City Buildings
and Asset
Management

City Buildings
and Asset
Management

Human
Resources

ORGANISATIONAL PERFORMANCE PROGRAM 2025

KPI Category

Asset and Risk
Management

APPENDIX A - List of OPP KPIS for 2026

KPI Objective

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

KPI Metric

Contractor compliance rate

KPI Measure

100% of contractors activities compliant with
service level agreements.

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 = 250%
reduction in vandalism incidents & % of user
feedback rating experience satisfactory or better =
>75% positive user feedback.

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.

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.

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 improvementin
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

Human

Resources

Human
Resources

Information &
Communications
Technology
Information &
Communications
Technology
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APPENDIX A - List of OPP KPIS for 2026

Organisational
Capability and
Performance

To enhance the City’s onboarding
process by delivering a consistent,
engaging, and structured
experience (both online and in-
person) thatimproves 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

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

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.

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

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

Information &
Communications
Technology

Community
Facilities - Beatty
Park

Community
Facilities - Beatty
Park

Community
Facilities - Beatty
Park

Waste and
Recycling

WERICEN!
Recycling

ORGANISATIONAL PERFORMANCE PROGRAM 2025

APPENDIX A - List of OPP KPIS for 2026

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

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

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

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.

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

Good Governance

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

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

By June 2026, the Waste and Recycling team will
implementimprovements 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.

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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APPENDIX A - List of OPP KPIS for 2026

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.

Service and Product
Delivery

Communications
and Engagement

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.

Organisational
Capability and
Performance

Communications
and Engagement

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

ElleREkEEinEaies 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.

Organisational
Capability and
Performance

Communications
and Engagement

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.

Asset and Risk
Management;#Good
Governance

Financial
Services

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.

295% of reports issued within 5 business days and
<5 review points per month by June 2026.

ORGANISATIONAL PERFORMANCE PROGRAM 2025

94




Financial
Services

Financial
Services

Financial
Services

Public Health
and Built
Environment

Public Health
and Built
Environment

Community
Facilities -

Library and Local

History Centre

Community
Facilities -

ORGANISATIONAL PERFORMANCE PROGRAM 2025

APPENDIX A - List of OPP KPIS for 2026

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; 210% improvement
in staff survey satisfaction (baseline 2025 ROMM).

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.

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.

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

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

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

AULICT 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.

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.

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

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.

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.

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.

Corporate
Strategy and
Governance

Corporate
Strategy and
Governance

Corporate
Strategy and
Governance

Ranger Services

ORGANISATIONAL PERFORMANCE PROGRAM 2025

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.

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.

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.

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.

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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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.

Service and Product

Improve how ranger-led projects

Use a consistent project planning

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

Delivery are planned and delivered. and tracking approach. delivery and accountability.

Organisational Improve efficiency of development By March 2026, an Al tool will be acquired and
Capability and application assessments through Track progress in acquiring and piloted to support automation of administrative
Performance the use of Al tools. piloting Al technology. tasks in development assessments.

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.

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.

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

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

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 willimplement a
centralised project tracker for task tracking and
planning that will allow collaboration on projects
within the team

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.

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.

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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Service and Product
Delivery

Parks and Urban
Green

Streamline tree management
processes

Usage of TreePlotter system

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

Service and Product
Delivery

Parks and Urban
Green

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

Organisational
Capability and
Performance

Parks and Urban
Green

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.

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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APPENDIX B - List of ICT System Changes/Improvements to Improve Service Delivery

APPENDIX B
SERVICE AREA ICT SYSTEM CHANGE/IMPROVEMENT
CORPORATE e  SharePoint training
STRATEGY AND * Power Bl dashboard training
GOVERNANCE ¢ Develop Risk App in SharePoint
* Upgrades to livestream and voting systems
DEVELOPMENT AND *  Enquiry iPad and live chat/Al-driven chatbots
DESIGN * Improve Pozi Maps

* Digital platform for DRP

* Al for DRP minute taking

* System upgrade for DA workflows
¢ Al for DA completeness checks

PLACE PLANNING * Implement SmartyGrants for grants
* Digital asset management system for art collections
* CRMtools for stakeholder engagement
* Reporting dashboards for Place Plans

STRATEGIC e Power Bl dashboard for sustainability KPIs
PLANNING AND * Data analysis platform for emissions accounting
SUSTAINABILITY *  CRMtraining for engagement

PUBLIC HEALTH AND *  Online building application portal

BUILT ENVIRONMENT * Improved workflows in Authority

* ICT platform for event management

*  Dynamics CRM and Power Bl dashboards
*  Authority cloud upgrade for invoicing

*  GlIS layer for Air Handling Systems

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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CRM development and integration

Online forms for customer journeys
Spark/CRM integration

Investigate Al for after-hours customer service
Knowledge Base solution

PowerAutomate, SharePoint, Copilot for finance
Fully digitised contract management
Online payment arrangements and customer portal

Automated back-office receipting

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

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

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

Increase internet speeds

CCTV for halls and reserves
Keyless entry systems

Online fitness systems
Phoenix/ICT server upgrade
Upgraded laptops for Swim School

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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APPENDIX B - List of ICT System Changes/Improvements to Improve Service Delivery

Enhance existing equipment and maximise functionality

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

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

Remote access for Rangers

Mobile device for GPS plotting

E-Permits system

Assist with integration of new technologies

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

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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APPENDIX C - List of Process Changes Required to Meet Deliverables

APPENDIX C

SERVICE AREA PROCESS CHANGES REQUIRED TO MEET DELIVERABLES
CORPORATE *  Continuous improvements to CBP document
STRATEGY AND * Review Local Government Act changes
GOVERNANCE *  Process map statutory processes

* Consolidated risk register

DEVELOPMENT * Automate email templates for common enquiries
AND DESIGN * 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 *  Process maps for grant applications and strategy preparation
PLANNING AND + Standardised templates for Council reporting
SUSTAINABILITY + Internal events calendar aligned with sustainability objectives
PUBLIC HEALTH * Document processes in ProMapp

AND BUILT * Review Development Compliance Enforcement Policy
ENVIRONMENT * Establish non-compliance procedures

* Update fact sheets and guidelines
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APPENDIX C - List of Process Changes Required to Meet Deliverables

Complaint Management procedure finalisation

Online form audit

Community Engagement Policy and Framework adopted
Customer journey mapping

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

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

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

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

Improve incident/accident reporting systems
Review booking software

Child Safeguard policy updated

Engage departments before system rollout

More training and procedures for existing systems

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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APPENDIX C - List of Process Changes Required to Meet Deliverables

Review Pro-Map process annually
Improve PMO Office checklists
Standardisation of designs

Develop Friends Groups manual
Weed Management Procedure
Document levels of service

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

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

ORGANISATIONAL PERFORMANCE PROGRAM 2025
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