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MEMBERSHIP 
 
 
 

Cr Rob Unger (Presiding Member) 

 

Cr Kimberley Drozdoff Cr Kristianne Foreman 

Cr Marina Champion Cr Blake Lawrenson 

Mayor Marijka Ryan  
 

 

 

  
 

 

NOTICE is given pursuant to Sections 87 and 88 of the Local Government Act 1999 that the 
next  SERVICE REVIEW COMMITTEE MEETING will be held in the Civic Centre, 571 

Montague Road, Modbury  on WEDNESDAY 21 FEBRUARY 2024 commencing at 6.30pm 

 
 

A copy of the Agenda for the above meeting is supplied. 

 

Members of the community are welcome to attend the meeting or listen and observe 
minutes via .  

 
 
 

 

RYAN MCMAHON 

CHIEF EXECUTIVE OFFICER 

 
Dated: 16 February 2024 

 

 

 

https://www.teatreegully.sa.gov.au/Home
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CITY OF TEA TREE GULLY 
 

SERVICE REVIEW COMMITTEE MEETING  

21 FEBRUARY 2024 
 

 

AGENDA 
 

1. Opening and Welcome 

 

 

2. Attendance Record: 
 

2.1 Present 

2.2 Apologies  
2.3 Record of Officers in Attendance 

2.4 Record of Number of Persons in the Public Gallery 

 
 

3. Confirmation of Minutes of the Previous Meeting 

 

That the Minutes of the Service Review Committee Meeting held on 18 October 2023 be 
confirmed as a true and accurate record of proceedings.  

 

 

4. Public Forum 

 

Available to the public to address the Committee on policy, strategic matters or items 
that are currently before the Committee. Total time 20 mins with maximum of 2 mins per 

www.cttg.sa.gov.au 

 

 
5. Deputations  

 

Requests from the public to address the meeting must be received in writing prior to the 

website www.cttg.sa.gov.au 

 
 

6. Presentations 

 

6.1 eServices Digital Economy - Online Services Review  
 

Nathaniel Mason, Acting Manager IT and Bruce Tonkin, Acting Business 

Solutions Team Leader will provide a presentation to the Committee on the 
current status of the eServices Review. 

(15 mins) 

 

http://www.cttg.sa.gov.au/
http://www.cttg.sa.gov.au/
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6.2 Customer Relations Improvement Plan 2024  

 
Matthew Stevens, Lead Customer Relations, will provide a presentation to the 

Committee on the outcomes of the BeeSquared Customer Service Review. 

(15 mins) 

 
Requests to present to the meeting must be received in writing 5 days prior to the 

website www.cttg.sa.gov.au 
 

 

7. Petitions - Nil 
 

 

8. Adjourned Business - Nil 

 
 

9. Motions Lying on the Table - Nil 

 
 

10. Management Reports  

 
 

Office of the Chief Executive Officer 

 

10.1 Review of Terms of Reference for the Service Review Committee ....................... 5  
 

 

City Operations 
 

10.2 Facilities Services - Programmed and Preventative Maintenance ..................... 14  

 
 

Corporate Services 

 

10.3 Work, Health and Safety - Site Risk Assessment Process Review ....................... 19  
 

 

Community Services - Nil  
 

 

Strategy & Finance - Nil  
 

 

11. Motion(s) on Notice  

 
 

http://www.cttg.sa.gov.au/
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12. Motion(s) without Notice  

 

 
13. Question(s) on Notice  

 

 

14. Questions without Notice  
 

 

15. Information Reports 
 

15.1 Customer Relations Service Review Outcomes and Actions .............................. 23  

 
15.2 School Patrol Program for 2024 ........................................................................... 79  

 

15.3 City Maintenance and Presentation Uplift Plan - Update ................................... 82  

 
15.4 City Operations Service Reviews - Update .......................................................... 86  

 

15.5 Service Review Program - Status Update ............................................................ 98  
 

15.6 Quarterly report - Waste and Resource Recovery Strategy implementation .. 106  

 
15.7 eServices - Service Review Progress Update ..................................................... 113  

 

15.8 KPI Status Update - Quarter 2 2023-2024 Financial Year .................................. 115  

 
 

16. Status Report on Resolutions 

 
16.1 Status Report on Service Review Committee Resolutions ............................... 123  

 

 
17. Other Business  

 

 

18. Confidential Items  
 

A record must be kept on the grounds that this decision is made.  

 
 

19. Date of Next Ordinary Meeting  

 
21 May 2024 

 

 

20. Closure 
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Service Review Committee Meeting - 21 February 

2024 

Review of Terms of Reference for the Service Review 

Committee 

 

 

Record No: D24/8397  

Report of: Office of the Chief Executive Officer 

Responsible 

Officer: 

Deana Taglierini, Coordinator, Governance 
Ilona Cooper, Manager Corporate Governance 

Ryan McMahon, Chief Executive Officer  
 

  
 

1. Purpose and Summary: 
1.1 Provide the Committee with an opportunity to review its Terms of Reference. 

 

2. Recommendation: 
That the Service Review Committee recommends to Council: 

 

That Council adopts the review Terms of Reference for the Service Review 

Committee as provided in Attachment 1 of the report, noting that the Committee 

will now meet once a quarter on a third Tuesday of a month. 
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3. Background 
The Service Review Committee (SRC) was re-established by Council on 29 November 

2023. The purpose of the SRC is to oversee and advise the Council regarding reviews of 

all services to ensure the ongoing efficiency, relevance and sustainability of Council 
operations. The roles and functions of the Committee are included within the Terms 

of Reference (TOR) provided in Attachment 1. 

 

4. Report 
It is considered good governance to provide the Committee an opportunity to review 

 The following changes are proposed 
to the TOR: 

 

Section 2  Roles and Functions 

Recommend minor change to the roles and functions to better clarify existing 
practices. 

 

Section 3 - Meetings 
In reviewing the Council and Committee meetings schedule, it has been suggested 

that section 41 Committees which currently meet once a quarter on Wednesday could 

be changed to meet once a quarter on a Tuesday. It is proposed that this will replace 
the Elected Member workshop on the third Tuesday of the month.  

 

The change will also be proposed for: 

• Audit and Risk Committee 

• Governance and Policy Committee 
 

The current meeting schedule is: 

• Elected Member Workshops (first and third Tuesday of the month) 

• Council Meetings (second and fourth Tuesday of the month) 

• Section 41 Committee Meetings, excluding CEO Performance Review 

Committee (Wednesday once a quarter) 

 

Section 7 - Reporting 
 

Annual Reporting on Committee Work 

The requirement to provide an annual report to Council on the work of the Committee 

is in line with other Section 41 Committees. Audit and Risk Committee currently does 

this annually, as well as after each meeting in accordance with legislative 

requirements (which requires quarterly reporting). Governance and Policy Committee 
provides a report to Council after each meeting outlining any policies that were 

adopted by the Committee, under delegation.  

 

 
 

  

https://www.teatreegully.sa.gov.au/files/sharedassets/public/v/1/hptrim/governance-council-meetings-council-and-committee-agendas-and-minutes-website-pdf-copies-only-2022-calendar-year/council-meeting-minutes-29-november-2022.pdf
https://www.teatreegully.sa.gov.au/files/sharedassets/public/v/1/hptrim/governance-council-meetings-council-and-committee-agendas-and-minutes-website-pdf-copies-only-2022-calendar-year/council-meeting-minutes-29-november-2022.pdf
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5. Implications 
6.  

Strategic 

Objectives 

Strategic Plan: 

Nil 

 Organisational Plan:  
Nil 

 Community Land Management Plan (CLMP): 

Nil 

 Policies, strategies & plans: 

Nil 

Financials / 

Resourcing 

No changes to financial or resourcing implications. 

Legal Legislative requirements in relation to establishment of Council 

Committees. These are included in TOR.  

Risk  
Identification 

and Mitigation 

Nil 

Community and 

Stakeholder 
Engagement 

and Impact 

Any changes to TOR, including meeting schedules will be 

 

Access and 
Inclusion 

Nil 

Environmental Nil 

 

7. Internal Report Consultation 
Due to the nature of the report, the only internal consultation was undertaken with 
the Presiding Member. 

 

Attachments  
 

1.⇩  Service Review  Committee - Terms of Reference - Reviewed Version ....................... 8 

        
  

https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/strategic_plan_2025_-_updated_data_-_29_july_2020-1.pdf
https://nest.cttg.sa.gov.au/files/assets/intranet/hptrim/strategic-management-strategic-planning-organisation-plan-2025/organisation-plan-2025-updated-2-september-2019.pdf
https://www.teatreegully.sa.gov.au/Council-documents
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City of Tea Tree Gully / Service Review Committee Terms of Reference  
   
  1 
 

Service Review Committee 
Terms of Reference 
 

Record number D22/186889 

Committee Members 

Elected Member(s): 
Cr Rob Unger (Presiding Member) 
Mayor Marijka Ryan 
Cr Kimberley Drozdoff 
Cr Kristianne Foreman 
Cr Marina Champion 
Cr Blake Lawrenson 

Last reviewed 29 November 2022 

Adoption reference Council 

Resolution number 14 

Previous review dates 29 November 2022 
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City of Tea Tree Gully / Service Review Committee Terms of Reference  2 
 

1. Purpose 
 

The purpose of the Service Review Committee is to oversee and advise the Council 
regarding reviews of all services to ensure the ongoing efficiency, relevance and 
sustainability of Council operations for our Community, to maintain alignment with 
Council’s Financial Sustainability Policy principles, to deliver and demonstrate value for 
our community.   
 
The Committee is established under section 41 of the Local Government Act 1999 (the Act).  
 

2. Roles and Functions 
 
The Committee performs the following roles and functions: 
 
1. Review services to consider their alignment to the role of a council, functions of a 

council, and principles to be observed by a council pursuant to sections 6, 7 and 8 of 
the Act, and seek to balance the provision of services, facilities and programs with the 
financial impact on ratepayers. 

2. Establish priorities for the service review work plan based on evaluation criteria. 
3. Provide oversight of planning, scoping and delivery of the service review work 

plan/program. 
4. Review and comment on reports relating to service reviews and associated service 

levels.  
5. Provide input into the service reviews and levels, and provide feedback on service 

review recommendations – considering alignment with Financial Sustainability Policy 
principles, and the Strategic Plan 2025. 

6. Make recommendations to the Council on service reviews and service levels, including 
new or amended Council policy positions to be considered and developed. 

7. Be guided by Council’s existing policies unless they are being specifically reviewed at 
the time. The Committee will not recommend policies or variations to policies which 
contradict legislation, existing Council policies or similar documents. 

8. Review and evaluate reporting on organisational performance against service levels 
and Key Performance Indicators (KPIs) etc which have been determined by Council. 

9. Consider any relevant matter which may be referred to it by the Council or another 
Council Committee  

10. Exercise any power, function or duty that may be delegated to it from time to time by 
the Council. 

 
At the discretion of the CEO or relevant General Manager, urgent matters may go directly 
to the Council for consideration and may bypass the Committee meeting process.  
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City of Tea Tree Gully / Service Review Committee Terms of Reference  3 
 

3. Meetings 
 

3.1 The Committee will meet once a quarter on a Wednesdaya third Tuesday of a month 
commencing at 6.30pm, with meeting dates either set by Council or the Chief Executive 
Officer. 
(Refer to Delegations Register under the Act (section 87) regarding who can call, 
reschedule and cancel meetings). 

 
3.2 Meetings will be held at Council’s Civic Centre, by electronic means or such other 

location as determined by the Committee or Council. The CEO will maintain 
procedures for Members who may attend by electronic means. 

 
3.3 Meetings of the Committee will be held in accordance with: 

1. Local Government Act 1999  
2. Local Government (Procedures at Meetings) Regulations 2013, specifically Part 2 for 

key Committees. 
3. Council’s Code of Practice for Meeting Procedures 
4. Council’s Code of Practice – Access to Council and Committee Meetings and 

Documents 
 
3.4 The Committee will terminate at the end of the Council term unless terminated earlier 

by resolution of the Council. 
 

4. Membership 
 
4.1 The Committee will comprise of five (5) Elected Members appointed by the Council, 

one being the Presiding Member of the Committee.  
 

4.2  An Elected Member on the Committee will hold office only while they are a member of 
the Council. 
3.2.1 Elected Members of the Committee will hold office until the conclusion of the 

Local Government periodic election or their appointment is revoked by the Council. 
 

4.3 The Committee may co-opt, or make use of the services of any other person for the 
purpose of investigating or deliberating on any specific matter or on any other 
temporary basis subject to available funds for such purposes and with the approval of 
the CEO. A person invited to assist the Committee is not a member and does not have a 
right to vote. 
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City of Tea Tree Gully / Service Review Committee Terms of Reference  4 
 

5. Quorum 
 
5.1  A quorum for the Committee will be three (3) members as resolved by the Council on 

29 November 2022 (resolution number 14 in accordance with the Local Government 
(Procedures at Meetings) Regulations 2013, regulation 26(b)). 

 

6. Voting 
 

6.1 Each member of the Committee at a meeting will have one vote. 
 
6.2 In accordance with regulation 27 of the Local Government (Procedures at Meetings) 

Regulations 2013, the Presiding Member will have a deliberative vote but does not, in 
the event of an equality of votes, have a casting vote. 

 
6.3 In the event of a tied vote the matter will be referred to the Council for deliberation. 
 

7. Reporting 
 

7.1 A report will be provided to Council outlining policies that are adopted under the 
Committee’s delegations. 

7.2 The Committee may provide an annual report to the Council on the work of the 
Committee during the period to which the report relates.  

 

8. Delegations 
 
The Committee will have the delegated power to make decisions on matters relating to: 
a. Determine the times and places of its meetings pursuant to section 87(1) of the Act 
b. Implement any delegated authority given to it by Council as set out in Council’s 

Delegations Register (refer Table 1) 
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Table 1 – Summary of items delegated to Committee or recommended to Council 

TOR Function Delegation Conditions / Limitations 
2.1 Review services to consider their alignment to the role of a council, functions of a 

council, and principles to be observed by a council pursuant to sections 6, 7 and 8 of 
the Act, and seek to balance the provision of services, facilities and programs with 
the financial impact on ratepayers 

Recommendation to 
Council 

N/A 

2.2 Establish priorities for the service review work plan based on evaluation criteria. 
 

Committee delegation Within allocated budget or 
resources 

2.3 Provide oversight of planning, scoping and delivery of the service review work 
plan/program. 
 

Committee delegation Within allocated budget or 
resources 

2.4 Review and comment on reports relating to service reviews and associated service 
levels.  
 

Committee delegation Within allocated budget or 
resources 

2.5 Provide input into the service reviews and levels, and provide feedback on service 
review recommendations – considering alignment with Financial Sustainability 
Policy principles, and the Strategic Plan 2025 

Committee delegation Within allocated budget or 
resources 

2.6 Make recommendations to the Council on service reviews and service levels, 
including new or amended Council policy positions to be considered and 
developed, as well as recommendation initiation of community engagement. 
 

Recommendation to 
Council – for service 
levels, major policy 
changes and 
community 
engagement 
 
Committee delegation 
– minor variations to 
policies (not 
substantially altered in 
content or policy 
position) 

Within allocated budget or 
resources 
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City of Tea Tree Gully / Service Review Committee Terms of Reference       6 
 

2.7 Be guided by Council’s existing policies unless they are being specifically reviewed 
at the time. The Committee will not recommend policies or variations to policies 
which contradict legislation, existing Council policies or similar documents. 
 

Committee delegation N/A 

2.8 Review and evaluate reporting on organisational performance against service levels 
and Key Performance Indicators (KPIs) etc which have been determined by Council 
 

Committee delegation N/A 

2.9 Consider any relevant matter which may be referred to it by the Council or another 
Council Committee  

Committee delegation Within allocated budget or 
resources 

2.10 Exercise any power, function or duty that may be delegated to it from time to time 
by the Council 

Committee delegation Within allocated budget or 
resources 
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Service Review Committee Meeting - 21 February 

2024 

Facilities Services - Programmed and Preventative 

Maintenance 

 

 

Record No: D24/10705  

Report of: City Operations 

Responsible 

Officer: 

Eloise Penna, Manager Project & Contract Delivery 
Felicity Birch, General Manager City Operations 

Ryan McMahon, Chief Executive Officer  
 

  

1. Purpose and Summary: 
1.1 To communicate an improvement to the provision of facilities management 

services in the area of programmed and preventative maintenance.   
 

 

2. Recommendation: 
That the Service Review Committee acknowledges the improved contract 

management approach related to the provision of facilities management services 

for programmed and preventative maintenance at council owned facilities.  
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3. Background 
The City of Tea Tree Gully deliver a range of programmed and preventative 

licensed sites including, but not limited to:  

• Cleaning  general, periodical and emergency 

• Hygiene services  hand soap, disposal units, air freshener units 

• Electrical compliance  RCD testing, emergency and exit lights testing, 

portable equipment testing and tagging  

• Mechanical  heating, ventilation and air-conditioning maintenance 

• Security  patrols and guards, cash-in-transit (CIT) 

• Timber floor maintenance  sports stadiums and halls 

• Lift maintenance 

• Roller shutters, automatic doors and operable wall maintenance  

 
In all, 21 facilities service contracts are delivered at approximately 95 council owned 

sites.  

 

4. Report 
In 2023, with efficiency gains and improvement of processes as a focus, the approach 

to how council managed facilities service contracts and PPM activities was reviewed. 

The identified objective was to transition management of 21 individual contracts in to 
one over-arching facilities maintenance contract.   

 

Council staff commenced a procurement process in March 2023 to engage a suitably 

resourced service provider to provide facilities management services across the 

required service types.  

 
Tender evaluation and internal stakeholder liaison was extensive and culminated in 

the award of the Provision of Facilities Management Services  programmed and 

preventative maintenance contract to Cushman & Wakefield, who commenced a 

contract term of (5) years on 1 November 2023.  
 

end of the initial five-year period, the contract may be extended for an additional (5) 
five-year term. 

 

Contract Delivery department now liaise with Cushman & Wakefield solely, who 

manage and coordinate the on-site arrangements for the provision of PPM at council 

owned facilities.  

 
This approach provides improvements in the effective administration, operation and 

management of Council's properties and associated facilities, and is demonstrating 

compliant and efficient service delivery.  
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5. Implications 
Strategic 
Objectives 

Strategic Plan: 
4. Places 

We create places where people enjoy living and spending time 

because they are appealing, sage, accessible and interesting 
4.6. Infrastructure and community facilities are fit for purpose, 

constructed sing sustainable practices and well maintained.  

 
5. Leadership 

We are trusted to make good decisions that are in the best 

interests of our community 

5.4. Delivery of services is sustainable and adaptable 

 Organisational Plan:  

Customer Care 

We have service standards in place across the organisation and 
we measure, benchmark and continually improve our 

performance.  

 

Future Capability 
We build the capacity and capability of our people, the 

community and businesses through the continuous improvement 

of our services and operations. 
 

Sustainable Operations 

We are developing our people, financial and systems capability to 
ensure our service delivery is safe, sustainable and adaptable. 

 Community Land Management Plan (CLMP): 

Not applicable to this report 

 Policies, strategies & plans: 

 
As per , Council will ensure 

that adequate provision is made for the long-term replacement 

of major Assets by: 

• 

provided in a sustainable manner, with the appropriate 

levels of service to residents, visitors and the environment 

• Meeting legislative requirements for asset management 

Financials / 
Resourcing 

The operational budget relevant to this contract is $2.13m per 
annum, which is a combination of each individual contract sum.  

 

Rates and prices are fixed for the first (3) years of the contract, 
based on a lump sum contract and schedule of rates. 

Legal Through the contracting of facilities maintenance service 

contracts to an industry leader, best practice and access to an 

https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/strategic_plan_2025_-_updated_data_-_29_july_2020-1.pdf
https://nest.cttg.sa.gov.au/files/assets/intranet/hptrim/strategic-management-strategic-planning-organisation-plan-2025/organisation-plan-2025-updated-2-september-2019.pdf
https://www.teatreegully.sa.gov.au/Council-documents
https://www.teatreegully.sa.gov.au/Council-documents/Policies
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established framework for management of these maintenance 

services is realised.  
 

Risk  

Identification 

and Mitigation 

Key risks were identified and controls were put in place, during 

planning, tender and implementation phase.   

Risk Risk Rating Controls 

Insolvency or 
liquidation of 

contractor  

medium Financial checks 
Reference checks 

Transparency over 

sub-contractors 
 

Transparency of 

complete/incomplete 

work  

 Low  Contractor 

required to 

maintain a 
mature, advanced 

system for 

recording and 

reporting progress 

of all works, with 

dashboard 

reporting to CTTG 
requirements  

Adherence to service 

standards   

medium Rise and fall 

clause for all 

individual 

contractors 

Payment of sub-

contractors and 
adherence to awards  

medium Contractual clause 

included  

Continuity of service 

during transition 

period  

low Business 

continuity plan   

Transition 
meetings 

Staggered 

transition of new 

contractors  
 

Community 
and 

Stakeholder 

Impact and 
Engagement 

Council staff who manage council owned facilities or liaise with 
lessees of council owned facilities were extensively engaged 

throughout the change process including information and 

education sessions, question and answer sessions and training 
sessions for the new contract management process. 

 

Lessees were communicated with via written and verbal 
communication methods also.  
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Access and 

Inclusion 

The accessibility of the built environment is key to ensuring 

people living with disability are included and have the 
opportunity to equally participate in community life. Quality 

facility maintenance services aid in ensuring Council facilities are 

provided in a clean, safe, appealing and accessible state.  

Environmental The service provider contract is to be delivered and managed in a 

natural environment.  

 

6. Internal Report Consultation 
 

Name Position Consulted about 

Nil   
   

 

Attachments  
 

N/A        
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Service Review Committee Meeting - 21 February 

2024 

Work, Health and Safety - Site Risk Assessment 

Process Review 

 

 

Record No: D24/11020  

Report of: Corporate Services 

Responsible 

Officer: 

Cheryl Martin, Team Leader, Work Health, Safety and Injury 
Management 

Leisha Bond, General Manager Corporate Services  
 

  
  

1. Purpose and Summary: 
1.1 To consider the proposed Work Health and Safety  Site Risk Assessment Process 

Review Scope. 

 

2. Recommendation: 
That Service Review Committee approves the Project Scope as detailed within 

the report. 
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3. Background 
 

A key outcome of the City Operations Services Review identified an opportunity to 

 
 

City Operations comprises of four (4) functional teams and are responsible for delivery 

of operational services throughout the City. 
 

 A Work Health and Safety (WHS) site risk assessment must be conducted before 

works begin at a Council site to meet legislative safety requirements, and determine if 

mitigation processes such as work zone traffic management is required.  
 

Hazards that might put staff or members of the public at risk of injury must be 

identified and adequate measures must be put in place to control identified hazards.  
 

Council currently undertake a resource intensive, manual paper-based process to 

record pre-operational site risk assessments and manage work zone traffic 
management plans for each work order request.   

 

4. Report 
The provision of an efficient fit for purpose digital solution for undertaking WHS site 

risk assessments is a recognised priority, integral to the goal of 

 

 

4.1  Project Scope 

 

 commitment to best practice, reducing duplication of 
effort and improving the employee experience, the scope of this review will include: 

• Functional analysis review of the current manual WHS site risk assessment 

process 

• Identification of a digital site risk assessment solution that is fit for purpose for 
City Operations staff to conduct online while onsite. 

 

The review shall identify: 

• Integration with online work zone traffic management tool(s) 

• Auditing and reporting functionality opportunities 

• Training roadmap including documentation for staff 

• Integration opportunities with current systems, primarily Salesforce, eSRI 

(GIS), EDRMS Content Manager, TechOne and Active Directory (SSO). 

 
Out of Scope: 

• WHS management requirements outside of site risk assessment and work zone 

traffic management process 

• WHS hazard identification (not included in site risk assessment) and incident 
reporting currently managed with iCare 
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• Work station assessments or other similar assessment forms 

• Workplace assessment sheets. 

WHS site risk assessments with the goal to enhance efficiencies of process. 

 

5. Implications 
Strategic 

Objectives 

Strategic Plan: 

5. Leadership 

5.4 Delivery of services is sustainable and adaptable 

 Organisational Plan:  

• Future Capability 

• Sustainable Operations 

 Community Land Management Plan (CLMP): 

Nil 

 Policies, strategies & plans: 

to ensure the provision of an online WHS site risk assessment is 

consistent with policy positions.  

Financials / 
Resourcing 

This review is intended to be undertaken using external 
resources. The financial implications of this review will be known 

once the appropriate procurement process is undertaken. 

Legal Nil 

Risk  
Identification 

and Mitigation 

Nil 

Community and 

Stakeholder 
Impact and 

Engagement 

Nil 

Access and 

Inclusion 

Nil 

Environmental Nil 

 

6. Internal Report Consultation 
Name Position Consulted about 
Leisha Bond General Manager 

Corporate Services 

Scope 

Darren Hill Team Leader, 

Operations Assessment 

Scope background detail 

Adam Kelly Manager Field Services Scope 

Staff impacts and timing 

Samantha Rose Lead Continuous 
Improvement 

Scope development 

   

 

https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/strategic_plan_2025_-_updated_data_-_29_july_2020-1.pdf
https://nest.cttg.sa.gov.au/files/assets/intranet/hptrim/strategic-management-strategic-planning-organisation-plan-2025/organisation-plan-2025-updated-2-september-2019.pdf
https://www.teatreegully.sa.gov.au/Council-documents
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

Customer Relations Service Review Outcomes and 

Actions 

 

 

Record No: D24/5771  

Report of: Corporate Services 

Responsible 

Officer: 

Olivia Harvey Manager Customer and Communications 

Leisha Bond General Manager Corporate Services  

 
  

As per previous Service Review Committee resolution on 18 October 2023, the Customer 

Relations Team underwent a service review across November and December 2023.  

 
This review aimed to identify process improvements and efficiencies that would enable an 

improved customer experience, improve productivity and create more streamlined 

processes. The review was awarded to Bee Squared consultancy with actions undertaken 
by the Lead, Customer Relations and Manager, Customer and Communications.  

 

The key changes to be actioned in the first half of 2024 include:  

• rostering and resource management  

• task prioritisation instead of defined roles 

• reduction of double handling and unnecessary steps 

• improved call coding and reporting 

• multi-skilling across the team  

• reduction of 2 FTE by end of March (both temp staff) 
 

Delivery of this plan will require a new way of working and thinking by the customer 

relations group. Management is implementing a thorough change management approach 

to provide our people with the information, tools, empowerment and support a successful 
transition. 

 

Please note, that the Community Concierge is now in effect to support customer experience 

desk with minor works to move the JP service into the old cashier office soon to occur.  
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1.⇩  BeeSquared report customer relations service review final report - December 202325 
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City of Tea Tree Gully
Customer Service Review

Final Report – 20th December 2023
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Purpose

City of Tea Tree Gully Contact Centre is the 
first point of contact for council queries. 
You would like to:

• Assess the call centre data metrics
performance analysis

• Understand the service demand and
required effort

• Identify opportunities for efficiency
across people and process

• Identify the appropriate team structure
to service customer demand

Current state performance and effort

Team structure

Assess, prioritise and recommend improvements
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Service summary

Customer Service

Budget: $611,000 Staff:

Current State:
9.2 FTE,  13 Headcount 
includes 2 x long term leave
Excludes CX Coach

Budget: 10.34

Tasks in 
scope:

• phone
• reception & cashier (any front facing counters)
• emails
• social media messages
• Snap Send Solve

Service :
8:45am to 5pm weekdays
Phone service levels – 80% in 2 mins.  Abandonment rate not a SL.
Emails / snap send solve:  2 business days (inconsistent messaging).

Service 
Mode:

Internal permanent staff, casual staff
Outsourced ‘overflow’ 
After hours on call service
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Good foundations – the customer service practice is strong

There are many aspects of customer service that 
CTTG is excelling at.  Examples are:

• Visual management of call queues (see right) and
video feed of physical queues.

• Excellent data capture and staff who can access it.

• Customer service ethos – staff members are
passionate about customer service, and have the
knowledge, skills and experience to do it well.

• Having a Continuous Improvement specialist who
is a Subject Matter Expert and passionate about
customer experience, efficiency and effectiveness.
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Customer Service Effort Summary

Current resourcing budget for CS work = 7.2 FTE

*CS work only in scope, not full team review – shrinkage and
non-cs work effort wasn’t scoped

Extra capacity likely
Estimate 1 FTE

40%

Average CS work effort = 4.4 FTE
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Resourcing - summary

• Current capacity of the team exceeds the customer service requirements significantly
(2.8FTE) in the November period assessed.

‒ Phone data suggests November is a ‘normal’ period of call volumes. 

‒ Cashier transaction data suggests November is a typical period for demand, except for the regular 
seasonal significant quarterly peak volumes.

• There are quarterly Rates & DACO seasonal peaks that need a tailored resource
management approach, discussed on page 44 to 50.

• Customer service teams need ‘slack’ (additional latent capacity) to absorb:

‒ Peaks in demand.

‒ Random excess distribution of sick leave (for example three staff members sick on same day).

‒ Extraordinary events.  A good example is the additional 300+ queries per week for delayed bin 
delivery that is currently occurring.

Note, this ‘slack’ should be additional to normal shrinkage required for typical items such as annual 
leave, sick leave, training, meetings, non-customer service tasks.
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Recommendations & Road Map
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Recommendations road map

Just do its
Change 
Prework

Week 1 Week 2 Week 3 Week 4 Week 5

Prework

R1: Cross skill
R10: Email: redesign 

approach for multiple 
users

R2: Task prioritisation 
table

R3: Reduced Transfer Waste

R4: Call Coding approach

R5: Rates automation unansweredR6: Track Processing 
Queue service Levels

R7: Align Service 
Level

R16: Update 
reporting on new 

phone service level

R8: Team member works where needed
R9: Stop skimming 

emails (double 
handling)

R11: Rostering for 
capacity vs demand 

and by location

R11: Implement roster changes, ongoing refinement and the change management associated

R12: Manage 
Quarterly and Annual 
Rates & DACO peaks

(preparation)

R14: Solo delayed 
new bin supply

R15: Reduce 
authorisation waste

R16: update Phone SL 
reporting

Grouping: Improved way of working will free up significant latent capacity (R11, 10, 2, 8)



B
e

e
S

q
u

a
re

d
 re

p
o

rt cu
sto

m
e

r re
la

tio
n

s se
rv

ice
 re

v
ie

w
 fin

a
l re

p
o

rt - D
e

ce
m

b
e

r 2
0

2
3

 
A

tta
ch

m
e

n
t 1

 
 S

ervice R
eview

 C
o

m
m

itte
e M

eetin
g

 - 21 Fe
b

ru
a

ry 202
4

 
P

a
g

e 33
 

Attachment 1 Item 15.1 

 
 

9

Recommendations – page 1

R# Recommendation title Recommendation

R1 Cross skilling all roles Cross skilling across all roles, in particular the ‘immediate’ work types of phone calls and front counter

R2
Task prioritisation (sequencing) 
table

staff self-direct themselves to where the work effort is most required at that point in time.  

R3 Reduced transfer waste
CTTG to analyse Final Destination data, and the performance for each. Where their calls are unanswered or go to voicemail at high rates, work with 
the leaders of those areas to be more responsive.  For larger destinations, measure resolution rate.

R4 Call coding approach

Review the call coding approach
A workshop to determine the call wrap up needs of the organisation (if any).
If required, redesign the data collection
Once launched, use relative performance at individual level to ensure high completion rates, in particular spot checking the accuracy of the data 
entry via variance from average.

Include the "resolution" choices in the design too

R5
Rates Payment automation via 
phone unanswered - investigate

There appears to be a 7% unanswered rate, and we experienced a failure when confirming the list.  We recommend this be investigated and 
confirmed.  If a real issue, then fix before the next quarterly peak

R6
Track Processing Queue service 
Levels

Leader to manually record a spot number each evening to track ‘work in progress (WIP)’ and oldest item (business hrs)’.  This will take less than one 
minute per day.

R7
Align email and online form service 
levels and messages

Align the service level target to two or three days as it is essentially the same channel.  Also align messaging – the ‘urgent’ message should be on 
the email auto response given the two-day SLA.

R8
Team member works where most 
needed

CTTG CS to change the way of allocating the work.  Have staff self-direct themselves to where the work effort is most required at that point in time.  
This will require 1) a sequencing table, 2) a resetting of expectation on service level for processing queues, 3) individual accountability to 
contributing via performance management and 4) change management.

R9
Stop skimming / scanning emails 
(double handling)

CTTG CS to stop reviewing emails for priority, and just work FIFO (first in, first out).  It’s important to track WIP and oldest items (R6) and always 
keep the email queue under two business days.  This will save up to an hour and a half each week (based on self-reported data). 

R10
Email workflow – redesign approach 
for multiple users

Design the approach to using the shared inbox.  This may include use of categories, colours, flags, folders.  Team and individual rules (protocols) will 
need to be written and agreed, and feedback provided when team members don’t follow them.
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Recommendations – page 2

R# Recommendation title Recommendation

R11
Rostering - capacity vs demand and 
by location

11.1 Rostering for improved resource management.  Create a new roster to align to the Monday to Friday demand.  Incorporate other 
requirements such as recurring team meetings, or other needs.  The aim is to match the demand curve.
Simplify the design of 7 distinct rostered jobs, into 1) two locations working from a 2) work sequence table (R8).  In other words, remove scheduling 
by task or workflow, in favour of rostering by location – CS Front desk vs CS back office.  
11.2 Roster the capacity to slightly exceed the demand - See page 41 and 42.

R12
Manage Quarterly and Annual Rates 
and DACO peaks

1) Activities to promote paying online or on the automated phone service.  
2) Plan the peak periods (see details in pack).  Increase staff via a bench.  Plan annual leave.  Be responsive to sick leave.
3) Clear email and SSS processing in the lead up days and allow those trays to fill up.
4) No unnecessary shrinkage on those peak days
5) Overtime on weekend prior or post the peak to clear the processing

R13 Compare performance

Set up the conditions for performance assessment and management: 
Cross skill all staff in all activities and move to work prioritisation sequencing where staff are able to move through channels to where the work is, 
so all staff have an approximately equal chance to complete more work.  The main gap in Cross Skill is the casual performing reception duties.
Rotate all staff through front counter in one or hour blocks.  This is the only role to rotate through.
Compare staff output on phones and emails. Emails will need a brief daily count of responses sent from the shared inbox. 
Where a staff member is outputting less than others, work with them to lift their performance.

R14
Solo delayed new bin delivery 
causing wasteful follow ups 
(escalation waste)

There were 92 new or additional bin queries during the week, which was 80% of all bin queries.  These follow ups take approximately 3.5 mins as 
the staff member checks the bin has been ordered, and likely delivery date, sometimes checking with Solo.
Manage supplier performance to be delivering the orders within two weeks to remove the escalation waste.
The waste is approximately 0.2 FTE or $10,000 in wasted resource costs.

R15 Reduce authorisation waste

Two examples of escalation or authorisation waste were identified:
1) Fines, late fee waivers – The Customer Service team need to ring through to inspections to waive the late fee, however the rule is well known 
and is consistently applied without variation: “if they pay on the day, we will waive the late fee”.  Therefore, the customer service team should be 
able to process this without the wasted call.
2) Rates, removal of blocks – the need to have another team do this for the CS team via a request wastes time.
Investigate the two examples authorisation waste – if possible, transfer authority to the CS team.  Use this as a principle – what else do CCTG CS 
have to reach out to others for authorisation where the rule is consistent, and no special skills are required.

R16
Update reporting on new phone 
service level

Phones answered within 2 mins
aka “Ringing Time” – Cathryn created a bespoke report for this new SL – refer to page 17. We recommend formalising this in CTTG ongoing 
reporting.
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Appendices
Analysis and discussion for recommendations
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Appendices

• Team Structure

• Current state performance and effort

‒ Phone System

‒ Counter

‒ Emails, Social, SSS and online forms

• Customer Service Resourcing 

• Additional Data Driven Improvements
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Team Structure
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Team structure

We don’t recommend any changes to the team structure (role or levels).  

There is a ‘sub-structure’ concept where the team members are rostered into specific roles for periods of time, and 
the team is mostly cross skilled. When a staff member is rostered to an area where the work is lower than their 
capacity for the day it destroys team efficiency due to ‘Parkinson’s Law’ – the work effort expands to the time 
allocated for its completion.

The receptionist role that is backfilled with a casual isn’t cross skilled.  Analysis in the Counter appendix shows that 
this role has significant latent capacity for more work output.  

Role FTE Headcount

Customer Relations Officer 7.2 10.  
Includes one Mat Leave (0.31), 

one Extended Leave (1.0) backfilled with Casual

Senior Customer Relations 1 1

Leader 1 1

R1: We recommend cross skilling across all roles, in 
particular the ‘immediate’ work types of phone calls and 
front counter.

R2: We recommend task prioritisation (sequencing) as a more 
efficient and effective approach to work allocation. This is a 
blended approach of switching between the ‘immediate’ work 
types and the processing queues and is discussed on page 34 
and 35.  
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Current state performance and effort
Phone System
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Phone Service Levels

❑ Phones answered within 2 mins

aka “Ringing Time” – X created a bespoke report for 
this new SL – refer next page. R16 we recommend 
formalising this in CTTG ongoing reporting.

❑ Abandonment rate – removed as a
target

❑ Talk time average (AHT) below 3
mins

aka “minutes per call”.  Appears to be abnormally low in 
Oct, and returned to normal range in Nov.

❑ First point of resolution over 70%*

aka “percentage handled”

*Refer to call coding section, page 24 for details

n/a

Phone service performance is excellent.  Resolution measure is questionable*.
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Speed to answer within 2 mins (80% target) – new report
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Phone call annual volumes and abandoned rate

Source – CTTG Executive Dashboard pack created from Power BI functionality

CTTG has excellent reporting visualisations for operational management
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CS daily call volumes answered

• Call volumes answered are trending
down.

• Fluctuations are partly caused by weekly
cycle peaks (see next page).

• Seasonality:

‒ January peaks are due to holidays as 
commonly seen in other contact centres. 
Not likely product or service driven.

‒ Quarterly peaks are aligned to Rates and 
DACO, but not as proportionally large as 
the cashier peak (pages 44 to 50).  Does 
have a cumulative effect so needs to be 
resourced managed carefully.

Refer to page “Supply vs Demand – Cashier quarterly and annual peak” 
for comparison.

0

50

100

150

200

250

300

350

400

Phone calls answered Nov 22 to Oct 23

daily volumes Linear (daily volumes) 10 per. Mov. Avg. (daily volumes)

Seasonal trends are present and need to be resource managed.  Overall trend is volumes are reducing.
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Day of the week – call volumes
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Monday Tuesday Wednesday Thursday Friday

Volumes per day - week day

Day of week
Avg Calls 
answered

%

Monday 276 21%

Tuesday 234 2%

Wednesday 225 -1%

Thursday 212 -7%

Friday 198 -13%

Average 228

Weekly call volume shape is typical of most contact centres.  Important input for rostering.
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Calls throughout the day
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Calls answered per half hour

Monday Tuesday Wednesday Thursday Friday Average

Daily call volume shape is typical of most contact centres.  Important input for rostering.
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8397 7444 Auto Announcement (AA) and options presented (IVR)

The current AA is: “Welcome to the City of Tea Tree Gully. If you are calling 
regarding a hard waste booking, damaged bin, or a missed collection 
press 1,

If you would like to make a rates payment, press 2.

Alternatively, please hold to speak with a customer relations officer”.

Based on our data collection, and the transfer data extract, designing 
Rates Payment and Solo categories to be the only two options appears to 
best practice from the % volume perspective.

There does not appear to be destination team (see next page) that has 
calls transferred in volumes high enough that it would make a material 
difference to efficiency.

CTTG could consider adding one or two more specifically targeted options 
to the IVR options for customer experience reasons.  Other councils have 
included the following in their menus to cut down on waiting for 
switchboard service: libraries, development and planning, and positive 
aging.  There might be others once customer experience is considered.

Highest phone calls by 
query type

# %

Rates 145 15%
Bins 84 9%

Planning 76 8%
Trees 70 7%

Dogs, Cats, DACO 53 6%

The IVR is fit for purpose and no change is required

Source – CS team manual data collection 1 week November 23

Source – Cathryn Newman manual extract from 3CX 12 months

Final destination of inbound calls Count Daily Avg

Solo - IVR option 1 7,468 30 

After hours 2,960 12 

Rates payment - IVR Option 2 1,932 8 
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End to end customer experience for high transfer rates & efficiency

Of the 50,000 calls presented to the CS team in past 12 months, 20,000 (38%) 

ended up being handled outside of customer service team (based on analysis of 

12 months of 3CX data).  This includes 1380 voicemails destinations being 

triggered (6 per day).  For example, we can see ext 7380 goes to voicemail over 

30% of the time.

Transfer call data is not consolidated into performance reporting on the 

secondary speed to answer, call answered rate, the call resolution, and average 

length of call information. Therefore, we lose sight of the customer experience.

Without careful performance and resource management of the queues for the 

destination of calls, the customer experience can deteriorate.

Switchboard and reception design can create false sense of customer service.  This needs to be managed & mitigated.

Count
Daily 

Avg
Description

7468 30      Solo - IVR option 1

2960 12      After hours

1932 8        Rates payment Option 2

848 3        

507 2        

374 1        

278 1        

246 1        

214 1        

213 1        

195 1        

121 0        

119 0        

118 0        

115 0        

109 0        

105 0        

103 0        

103 0        

Voice mail Count
VMail (7353) 60
VMail (7313) 56
VMail (7365) 37
VMail (7373) 35
VMail (7380) 34
VMail (7302) 34
VMail (7331) 32
VMail (7347) 31
VMail (7364) 29
VMail (7312) 27

R3: Reduce Transfer Waste.  We recommend CTTG analyse Final Destination 
performance. Where their calls are unanswered or go to voicemail at high rates, 
work with the leaders of those areas to be more responsive.  For larger 
destinations, measure resolution rate.
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Call coding (call wrap ups) – design and current data

• Call coding is the team member’s assessment of call type and outcome

• Only half of all calls are coded

• There are 44 ‘type’ categories in a single level – this is too many for
accurate & efficient use

• ‘Rates General’ is the coding used on 44% of calls.  This is highly
unlikely. Our analysis shows 15%.  The likely cause is the collection
field is prepopulated with Rates General. This is a common problem
with prepopulating and is easily avoided.

• Generally, in Contact Centres, wrap ups are collected on 1) call reason,
2) the action required, and we don’t mix in other data collection (unless
being able to separate it in the analysis).  Call reason and destination
team are in the same level and is polluting the ‘reason’ data.

• 3CX doesn’t report easily on transfer data, but we have manually
analysed that separately (refer to the previous page).

Call coding data is sub-optimal.  Redesign & improved adherence needed

R4: We recommend reviewing the call coding approach
• A workshop to determine the call wrap up needs of the organisation (if at all)
• Redesign the data collection
• Once launched, use relative performance at individual level to ensure high completion rates, in

particular spot checking the accuracy of the data entry via variance from average.
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Call coding (call wrap ups) – Resolution information

• Generally, in contact centres we use the term resolution to describe the full resolution of the customers need that they called about.  We used
different categories for partial resolution (see examples below).

• Currently the choices for the team member are only “handled” vs “transferred”.  The team are choosing “handled” when they fill out a form or
email passing through the unresolved request.  For example, if the team member tries to transfer the call to another area, and they don’t answer,
they will send an email, then select “handled”, and then this being reported as “first point of resolution” achieved.  This clearly isn’t resolution for
the customer, so to describe it as a “first point of resolution” measure may be causing confusion and overstating the organisational performance.
It is likely that performance is much lower than the recently stated 92% and the target of 70%.  Analysis of the transfer data suggests 71% calls
were finalised with the CS team member, suggesting that 70% is the highest possible handled rate.

• The choices for coding to assess call resolution aren’t nuanced enough to capture the reality.  For example, the ‘resolution’ choice list could be:

‒ Resolved on the call

‒ Created case

‒ Transferred to a specialist

‒ Specialist unavailable – emailed

‒ Took ownership, will complete and respond

“Resolution” definition and coding design is out of step with industry standards and likely misleading

Destination IVR (8000) 49,821 Calls presented to CS team

Primary/duplicate primary 35,403 CS was the final destination

71% Call ended with CS team member

CS Team member Count 29% Transfer rate

3,862 

5,193 

4,497 

2,797 

6,227 

1,333 

309)

4,897 

2,125 

3,496 

Grand Total 35,403      

R4: Call coding review – include the above design need in the review
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Phone call – Average FTE effort

• The phone effort is equivalent to volume of calls multiplied by average call length.

• There is variation across both dependent on time of day/week/season.

• The weekday average* effort is:

*This average includes some significant peaks and troughs, with the effort required on phones
fluctuating between 0.75 and 1.94 staff each day.

• The peak effort on 5/12/2022 (354 calls) was 1.94 FTE*
*2.1 mins call length used and 15% shrinkage for breaks.  Note, this is a raw effort calculation, it doesn’t consider the variable presentation of calls
on that day.  This shouldn’t be a factor in a cross skilled CTTG CS team, as they move between processing work and immediate customer service
work.

Day of week Avg FTE effort

Monday 1.51 

Tuesday 1.28 

Wednesday 1.24 

Thursday 1.17 

Friday 1.09 

Average 1.25

FTE requirements for the phone fluctuate between 0.75 and 1.95 FTE per day, depending on day of week and time of year
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IVR option 2 – Rates Payment automation via phone unanswered

• 1300 137 594 is the automated rates payment line.

• It was selected 1964 times in the recent 12 months (via “Rates External 8001 AA).

• 136 times it went unanswered (7%), suggesting that the automated system didn’t work
for the customer.

• I tested the line twice, and once the call was abandoned by the automated system.  It
appears there is an issue with the technology.

There is potentially an issue with the automated rates IVR option

Month AA failures

Dec 2

Feb 3

Mar 7

Apr 14

May 34

Jun 52

Jul 3

Aug 7

Sep 6

Oct 3

Nov 5

Total 136

R5: We recommend the 7% unanswered rate be investigated and 
confirmed.  If a real issue, fix before the next quarterly peak.
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Current state performance and effort
Counter
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Counter (front desk / reception) summary

• The majority of tasks are less than a minute, such as directing to locations or for the JP.

• The average length is less than 2 mins.

• There are busy periods, but the majority of the time, the role is waiting for customers.

• Sometimes, manual administrative work is provided to the person at front desk.  This was
out of scope for this review but needs to be considered for any resourcing decisions.

• Completing other customer service tasks would be beneficial for service.  Emails, SSS
and phone calls would all be possible given the processing times are shorter on average
than the average of the time waiting between customers at reception (5.6 mins wait time
versus 4.9 mins or less of processing time).

• Customers understand that receptionists may be on a call or handling an email when they
present to a front desk.  Waiting a few minutes is generally accepted practice across most
industries.  A simple sign at the front desk "Our receptionist is currently assisting another
customer via phone and will be with you in a moment. We appreciate your patience.
Thank you.“  It’s important the team member acknowledge the customer queueing with a
smile and a nod that indicates we know they are waiting.
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Counter – use the time between customers presenting to process work

In the periods recorded, there were 221 times the reception role had time between people presenting 
at the front desk.  The average ‘gaps’ in customers presenting was 5.6 minutes.

Note, the recommendation to cross skill this team member into email tasks and phone calls is 
included in recommendation 1 (R1).

Sample hour from Counter.  19 mins Customer tasks.  41 mins gapsProportion of Counter Queries

Query Type Count Count % Mins Effort (Hrs)

JP 75 37% 1.31         1.6 

Courier / mail / delivery 18 9% 1.78         0.5 

Non CS work 15 7% 1.93         0.5 

Bins 7 3% 1.43         0.2 

Planning 6 3% 3.67         0.4 

Rates 6 3% 2.17         0.2 

Compost bags 6 3% 1.17         0.1 

Dogs, Cats, DACO 6 3% 3.33         0.3 

Hall Hire 6 3% 4.00         0.4 

Query - non council related 4 2% 1.25         0.1 

Directions 4 2% 1.00         0.1 

Meeting 4 2% 2.75         0.2 

Bookings 4 2% 1.25         0.1 

Cross skill the receptionist role into emails and phones.  The query types are the same, but in different proportions
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Current state performance and effort
Emails, Social, SSS and online forms
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Processing Queue Service Levels

• There is no tracking of service level performance in processing queues - Emails, Social, SSS & forms.

• There is different messages to the customer relating to service level (see next page for details).

• The team are setting their own expectation to clear the inbox each night (overservicing).

Below are examples of how simple and easy email WIP and SL tracking can be:
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Service level (17 business hours)

R6: Processing queue service levels:  We recommend the leader manually record a spot number each 
evening to track ‘work in progress (WIP)’ and oldest item (business hrs)’.  This will take less than one 
minute per day.  This will allow leader to assess if team is overservicing or not.
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Email and contact us form – service level expectation setting

Email auto response (3 days): Online form auto response (2 Days):

R7: We recommend aligning the service level target to two or three 
days as it is essentially the same channel.  Also align messaging – 
the ‘urgent’ message should be on the email auto response given 
the two day SLA.
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Segmenting staff by work type

“when you are doing this role [corporate emails], you will more than likely be rostered on the phones during a lunch time or 
both lunches (depending on staff availability) also if needed to cover meetings or training or something. For example, today 
that role is scheduled to be on the phones for 2 hours, then that person has a 1 hr meeting. This means that person will not 
be doing corporate for a total of 3 hrs today, which will make it hard to complete everything… We are very short staffed today 
and the corporate person will need to go to cashier as well if we are all on the phones…sometimes it is difficult to get 
everything done, which leaves it behind for the person on the next day”.  Comment from staff member

Over segmentation – when assigned to a single ‘immediate’ channel that has gaps in time between customers presenting 
(phone, reception, cashier) the team members could be contributing to the processing queues (email, SSS, Spacetoco, Social 
etc) to clear them.  The same opportunity occurs the other way.  When calls present in larger proportions due to random 
distribution, team members on the processing queues could switch to quickly clear the queues forming on phone or counter, 
but they currently don’t.  Also, we can see from the time in motion study that there were periods at the end of the day when 
multiple team members runs out of work, however earlier in the day, there would have been a peak where CTTG could have 
allowed emails to build up and provided a better phone service.

Individual expectation exceeds organisational service level – team members are trying to clear processing queues down to 
zero, when the organisational expectation is less than two business days.

R8: We recommend CTTG CS change the way of allocating the work.  Have staff self-direct themselves to where the work effort 
is most required at that point in time.  This will require 1) a sequencing table, 2) a resetting of expectation on service level for 
processing queues, 3) individual accountability to contributing via performance management and 4) change management.
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Examples of work sequencing tables

• All teams have bespoke work sequencing needs, but the principles are the same – Where (tray), What (worktype), When (SLA).
CTTG CS to design their work sequencing in priority order.

Next event / call?

Priority Criteria

1st UMO (top) Always

2nd ADSW P1 Always

3rd Phone Unless

4th ADSW P2 1 min +

5th P3 10 mins +

6th UMO (bttm) 30 mins +

7th P4 50 mins +

8th P5 Full screen

Note, you can pick up an earlier P3, 4 or 5 only if: 

- there are no phone calls, P1s or P2s 

- there is at least one colleague available for P1,2 or Phone

- you keep your eye on the queues and switch task if a P1 

or Phone come in

SD Team - Work Sequencing 

Work type Tray 
Service Level 

(business days) 

Live calls - business hours (inc. AH phone) AirCall Now (95% live) 

Phone Message Call back and to do list AirCall 15 mins (80% ) 

Text messages Individual phone 30 mins (80% ) 

Emails - triage (check and sort urgent/non) 'Services' Inbox 1 hr 

Unassigned shift covers - today & tomorrow CIMS 1.5 hours 

MS Teams task list (all tasks from Customer, 
Staff, other Depts, management) 

MS Teams 
"Team Tasks" 

2 hours 

LA resourcing pool - monitor and request 
recruitment needs (email to Tahlia / recruit s/s) 

phone / email As they occur - 2 hrs 

Permanent Allocations spreadsheet 2 BDs 

Unassigned shift covers - 2+ days CIMS 3+ days 

Incidents - reportable 
 - non urgent 

'Services' Inbox 
1 BDs 
3 BDs 

Non urgent emails / Tasks 'Services' Inbox 3 BDs 

*always leave one person available to receive a live call.  Do an activity that can be 
interrupted without undermining quality 
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Skimming / scanning emails for important ones – pure waste

• Staff members are spending 15 to 30 min blocks ‘scanning’ or ‘skimming’ the inbox for
important work (as reported in the time in motion study).  This is doubling handling and is
called overservicing waste in process theory.

• Given the service level target is three days on emails and two days on contact form, and
the customer needs to contact CTTG via other methods for urgent tasks, this time is likely
to be all waste.

• Likely drivers of this:

‒ Most days, work accumulates overnight.  Staff are worried there is an urgent message in there.

‒ Most days, there will be less than 7.5 hours of work in that ‘queue’, yet there will be that amount 
assigned.  Parkinson’s Law ‘expands the work to fill the time given to complete it’ so 
overservicing and overprocessing occurs.

‒ It’s possible some team members during the time in motion study used this category as they 
were waiting for work once they’d cleared the queue.

R9: We recommend CTTG stop reviewing emails for priority, and work FIFO (first in, first out).  It’s important 
to track WIP and oldest items (R6) and always keep the email queue under two business days.  This will save 
up to an hour and a half each week (based on self-reported data). 
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Email workflow – redesign approach for multiple users

• One of the main reasons provided for rostering in blocks by work type was that ‘multiple
staff members in the email inbox causes issues’.

• There are many organisations that use email inboxes as a workflow and have multiple
staff members working in them.  There are numerous ways to solve the issues that can
occur.

• CTTG CS may have designed the roster and work approach on either 1) lack of rules, or
2) poor behaviour, 3) lack of training and 4) feedback, or a combination of all four.

R10: Design the approach to using the shared inbox.  This may include use of categories, colours, flags, 
folders.  Team and individual rules (protocols) will need to be written and agreed, and feedback provided 
when team members don’t follow them.  Rules such as: 
• Where to move the email you are working on it so someone else can’t pick it up and duplication occur.
• Which email to pick up next (generally FIFO) – no ‘cherry picking’
• Where to file the email once you’ve completed it.
• Searching for past responses rules.
• And any other rule needed to ensure team members can work simultaneously in the inbox.
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Customer Service Resourcing
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Capacity summary – Time in motion study of customer service work

Note, the amount of time logged averaged over 95% utilisation compared to roster, providing assurance we can draw conclusions from the data.

There was between 4 hours and 12 hours logged each day as tasks that weren’t customer tasks which account for a proportion of the utilisation gap. 

Annual leave note – one team member was on annual leave all week.  With 7.2FTE, one person should be off on annual leave 58% of business days.  Therefore, we 
can assume this was a typical week for annual leave.  There was also some personal leave in the period, approximating a typical week.

The above confirms there is excess capacity in the team to cover the customer service work, which is evidenced by the service
levels and email queues clearing.   Additional evidence of:

▪ 2.3 FTE - 73 hours of gaps in between tasks during the time in motion study.

▪ 0.5 to 1 FTE estimate – Parkinson's law – given the excess capacity, it is likely the processing time on many items is
expanding given there is capacity to do so.  Spot checking of the variation processing times suggests this is occurring.
There is excess overprocessing and overservicing occurring. The ‘email skimming’ is an example.

Additionally, there is future reduction in effort about to occur:

‒ 0.2 FTE waste in Bin follow ups

‒ 0.1 FTE - Space to Co is being passed to another team.

‒ TBA – quick win improvements such as authorisation waste.

Description Mon Tues Wed Thurs Fri

Sum of CS data hrs logged 27.7 21.5 21.0 22.6 20.7 

FTE hrs rostered 54.2 48.6 42.5 43.0 45.5 

Utilisation on CS tasks 54% 46% 52% 55% 47%
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Rostering: Current state - staff are scheduled into single workflows

The current practice is to assign staff in 
30 min blocks.

The main tasks are:

• Phones

• Cashier

• Reception

• Corp Emails

• Social media

• Mail

• Space to Co

This becomes inefficient when a staff 
member is assigned to a single queue 
and there are gaps in between tasks.  
Data shows this is frequently occurring 
between phones, email and reception.

Blending processing work (emails) with 
on demand queues (phones, reception) 
is the way to utilise this latent capacity
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Rostering: roster for capacity vs demand

We recommend rostering for improved resource management.  Create a new roster to align to 
the Monday to Friday demand.  Incorporate other requirements such as recurring team 
meetings, or other needs.  The aim is to match the demand curve.

Simplify the design of 7 distinct rostered jobs, into 1) two locations working from a 2) work 
sequence table (R8).  In other words, remove scheduling by task or workflow, in favour of 
rostering by primary location – CS Front desk vs CS back office.  

Staff work from a prioritisation (sequence) table – refer to page 34 and 35 for more details:

1) immediate demand first (customers at desk or on phone), and then

2) email, mail, social media in service level order.

We additionally recommend rostering the capacity to slightly exceed the demand – refer to 
demand profile on the next two pages and the example roster guide.

R11.1: Rostering for improved resource management.  Details above. 
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Supply vs demand – day of week

• Roster 6th to 10th November vs volumes per day (phone data displayed, other queues align)

0
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FTE Hrs Capacity for Customer Service
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Roster based on demand

Timing Monday Tuesday Wednesday Thursday Friday

Morning 5 4 4 4 4 

Afternoon 4 3 3 3 3 

• Roster to minimums, and spread additional resource to clear non urgent WIP

 -

 0.5

 1.0

 1.5

 2.0

 2.5

 3.0

 3.5

 4.0

 4.5

8 AM 9 AM 10 AM 11 AM 12 PM 1 PM 2 PM 3 PM 4 PM

Customer Service tasks - hours of effort logged per hour

Monday Tuesday Wednesday Thursday Friday

*The above doesn’t account for seasonal peaks and troughs, nor for the shrinkage and
slack a customer service team needs – the above is a rostering guide, not a resourcing
table.

Example Roster guide* based on time in motion

R11.2 Roster the capacity to slightly exceed the 
demand - See table above as example 
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Supply vs Demand – Cashier quarterly and annual peak
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Supply vs Demand – seasonal Cashier peak

Seasonal peak Rates & DACO* (7 weeks)
Late July to early September

Rates Quarterly peak (2 weeks) 
Nov, Mar, Jun

*see next slide for separation of DACO effect

*Average handling time 188
seconds (3.1 mins), plus a 15 sec
micro break between transactions,
and 15% shrinkage for breaks.

Note, peak day, 4/9/23 suggests 
rates can be processed in 2 mins 15 
seconds or less (one terminal 222 
transactions over 8.25 hours)
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Date Vol. Add. FTE 

26/07/2023 62 0.33 

27/07/2023 69 0.39 

28/07/2023 74 0.43 

31/07/2023 72 0.41 

1/08/2023 49 0.21 

2/08/2023 55 0.26 

3/08/2023 54 0.26 

4/08/2023 52 0.24 

7/08/2023 53 0.25 

8/08/2023 50 0.22 

9/08/2023 35 0.09 

10/08/2023 54 0.26 

11/08/2023 42 0.15 

14/08/2023 53 0.25 

15/08/2023 53 0.25 

16/08/2023 58 0.29 

17/08/2023 77 0.46 

18/08/2023 96 0.63 

21/08/2023 83 0.51 

22/08/2023 85 0.53 

23/08/2023 63 0.34 

24/08/2023 73 0.42 

25/08/2023 88 0.56 

28/08/2023 114 0.79 

29/08/2023 105 0.71 

30/08/2023 127 0.90 

31/08/2023 145 1.06 

1/09/2023 154 1.14 

4/09/2023 223 1.75 

5/09/2023 51 0.23 

Seven days increased 
volume, and one 

significant day

6 weeks increased volumes, six significant days

Date Vol. *Add. FTE

28/11/2022 46 0.19 

29/11/2022 52 0.24 

30/11/2022 49 0.21 

1/12/2022 71 0.41 

2/12/2022 103 0.69 

5/12/2022 190 1.46 

6/12/2022 52 0.24 
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DACO drives the extra cashier volume in July and August 

• Note, this volume is included in previous slides.  This view shows why July, Aug and Sep
are bigger than the other quarters, driven by in part by DACO volumes.
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How to handle the Cashier peaks – Reduce volumes over time

Recommended activities to increase payment through other methods:

• Promote BPAY or phone automated service directly to the people who are coming in
quarterly and annually

Before:

‒ General ‘how to pay’ material in rates notice such as “save waiting in line, use BPAY” or similar

During:

‒ Signage – Queue here location.  “Did you know you can pay your rates with Bpay using your 
smart phone and banking application.   Or with your phone and a credit card by calling 8397 
7444  and selecting option 1”.  If the queue is large, they may choose to transact on their phone.

‒ Provide ‘how to pay’ material when they do pay in person to reduce future peaks.

R12.1: Manage Peaks - Activities to promote paying online or on the automated phone  (see above)
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How to handle the Cashier peaks – Resourcing

Resourcing 

Know the peak period, the relative impacts and resource accordingly: 

‒ Quarterly peaks: One significant day is the first Monday of Dec, Mar and Jun.  The general peak start 5 days before and 
includes the Tuesday after.

‒ Annual peak:

▪ The general peak days (23 days prior to the first Monday in September).

▪ Significant peak days - driven by rates and combined with DACO volumes. Begins six days prior to the first Monday in
September. Refer to page 45 for details.

Increase staff (bench): See next slide for details of additional ‘Bench’ resources:

▪ General peaks: one extra person on front desk for cashier duties for 4 hours per day.

▪ Significant peak days: two extra staff for cashier duties running two terminals.

Annual leave: 

▪ Black out periods on the seven significant peak days. Grey out periods in the general peak periods.

▪ Grey out means one in team maximum on leave, and blackout means no annual leave.  Exception - Unless covered by
additional confirmed skilled resources above the additional needed (listed above).

Sick leave: during peaks, must be replaced with bench resources.

R12.2: Manage Peaks.  plan for the peaks, bench and leave management
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Rates peak – workflow management, overtime and engagement

• R12.3 Workflow management:  There are workflows that have 2-day SLAs (email, SSS, contact forms).  In the
lead up days prior to single significant peaks the team should clear those trays down to zero, and then allow
those trays to fill up to 2 days and prioritise the rates processing (phones and cashier).

• R12.4 No shrinkage in those peak periods:  No meetings, training or other activities during peak periods.  Let the
rest of the organisation know not to disturb the team with non-essential work during peaks – show them the
graphs for context.  This message needs to go out every quarter.

• R12.5 Overtime:  If the workflow trays reach close to the 2-day limit, request overtime to clear the trays in the
evening or on the next weekend.  Note, if bench staff are available, utilise them as it is preferable to overtime
(cost, engagement etc).

• Post peak period engagement:

‒ Recognition activities during and after peak periods.  CEO / GM / leader thankyous, morning teas etc.
Articles or mentions in internal newsletters or group emails about the great effort.

‒ Ensure annual leave is booked for the weeks following peak periods (even if it only 1 or 2 days for long 
weekends).

R12.3: Manage Peaks.  Workflow management, shrinkage, overtime and engagement activities 
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Rates peak - Bench

• The Customer Service team should have a small ‘bench’ of three or more staff members who can
come and assist when:

‒ Quarterly peaks occur.

‒ 2+ staff members away:  Annual leave and sick leave occurs on same day.

Note, current volumes suggest only one is needed during general peaks, and two on significant 
peaks, however three available is recommended.

• The CS team could partner with teams where staff members are already able to process payments.
They may be able to support those teams as well during their peaks.

‒ Rates team

‒ Waterworld

‒ Immunisation team – can take payments – take their own, but might be able to help

‒ Manager / CI specialist

‒ Any other team members across the business who was promoted from Customer Service team

Agreement with the ‘bench’ team member and their manager is essential and is required in advance. 
Support from Executive team is often required to ensure the resource is provided when needed.
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Team Performance – group and individual

Currently, output per person is not provided as a performance indicator.  Useful 
comparison is not possible in current state as team members are allocated to single 
work types for long periods of time, so any comparison is unlikely to be fair.

The AHT variation to the right suggests there is an opportunity in managing the 
efficiency of the calls.

To be able to predict the amount of FTE capacity needed, understanding of the 
consistent output of the team and individual team members is required.

Without measurement, it is possible that some staff are significantly 
underperforming compared to peers.  This is more likely given the excess capacity 
compared to demand that is occurring during some time periods.

CS Team AHT
Faster / slower (-) 

than average

0:02:28 15%*

0:04:26 -52%

0:03:10 -8%

0:02:24 18%*

0:03:09 -8%

0:03:27 -18%

0:03:33 -22%

0:03:12 -9%

0:02:32 13%*

0:02:36 11%

0:02:51 3%

12 month Average 0:02:55

* The fastest performers last 12 months are
no longer core team members

R13: We recommend setting up the conditions for performance assessment 
and management: 
• Cross skill staff in all activities and move to work prioritisation sequencing where staff

can move through channels to where the work is.  Staff will have an equal opportunity
to complete more work.

• Rotate staff through front counter in one or two-hour blocks.  This is the only role to
rotate through.

• Compare staff output on phones and emails. Emails will need a brief daily count of
responses sent from the shared inbox.

• Where a staff member is outputting less than others, work with them to lift their
performance.
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Additional Data Driven Improvements
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Bins delivery delay – causing follow up / escalation waste

There were 92 new or additional bin queries during the 
week we tracked, which was 80% of all bin queries. 

These follow ups take approximately 3.5 mins as the 
staff member checks the bin has been ordered, and 
likely delivery date, sometimes checking with Solo too.

The waste is approximately 0.2 FTE or $10,000 in 
wasted resource costs.

R14: We recommend applying pressure on the supplier to 
be delivering the orders within two weeks to remove the 
escalation waste.
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Escalation / authorisation waste

Two examples of escalation or authorisation waste were identified:

‒ Fines, late fee waivers – The Customer Service team need to ring through to inspections to 
waive the late fee, however the rule is well known and is consistently applied without variation: “if 
they pay on the day, we will waive the late fee”.  Therefore, the customer service team should be 
able to process this without the wasted call.

‒ Rates, removal of blocks – the need to have another team do this for the CS team via a request 
wastes time.

R15: Investigate the two examples above of possible authorisation waste – if possible, transfer the authority to 
the CS team.  Use this principle to unearth other opportunities i.e. what other tasks do CCTG CS have to receive 
authorisation from others where the rule is consistent, and no special skills are required?
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

School Patrol Program for 2024 

 

 

Record No: D24/8405  

Report of: Community Services 

Responsible 

Officer: 

James Walker, Team Leader Environmental Health & Inspections 
Michael Pereira General Manager Community Services  

 

  

patrolled on a rotational basis between 6  18 times a year. There are 34 schools within the 

s carry out regular 

patrols to ensure the safety of children, pedestrians and motorists in surrounding streets. 
Parents and caregivers also have a responsibility to ensure children stay safe around 

schools and have a key role in educating children about road safety.  

 

In preparation for this year, the Community Safety department contacted all schools prior 

to the commencement of the 2024 school year. We provided them with an electronic 

Safety Around Schools pamphlet and it was encouraged that schools 

print copies of these and provide them to parents and caregivers and/or include the 

information in their school newsletters.  

 

The Community Safety department also explained the approach that Council would be 
taking regarding school patrols this year, which would be using an educative approach for 

the first two weeks of Term 1. This has been carried out and involved Council officers 

approaching drivers who had parked or stopped illegally and explaining to them the 
offence that they had committed under the Australian Road Rules. After the first two weeks 

of Term 1, this approach has changed to enforcement, where drivers who have committed 

parking offences will receive expiation notices. 

 
 

 
 

Attachments  

 

1.⇩  Safety Around Schools pamphlet ............................................................................... 80 
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SAFETY AROUND 
SCHOOLS

School zones

Drivers must slow their vehicles to 

25km/h in a school zone at any time, 

day or night, when a child is present. 

A zigzag white line is also usually 

marked on the road to let drivers 

know they are approaching a school 

zone.

School crossings

You cannot stop 

within 20m of the 

approach side 

or 10m of the 

departure side 

of a school crossing. This rule applies to all 

pedestrian crossings.

Koala crossings

A Koala crossing 

consists of two 

yellow flashing 

lights mounted 

on red and white 

striped poles.

A 25km/h speed limit applies when the lights 

are flashing.

A driver must giveway to any pedestrian.

Emu crossings

An Emu 
crossing has a 
red ‘Children 
Crossing’ flag 
displayed on red 
and white striped 
posts.

The speed 
restriction of 25km/h applies at any time 
when a child is present so slow down to be 
safe and take care of children.

Bicycle lanes
Bicycle lanes run 
alongside kerbs or 
next to parking lanes. 
They are indicated by 
painted lines, bicycle 
symbols and bicycle lane signs, or the 
word ‘lane’ painted in white. Some 
bicycle lanes (or sections of lanes) are 
painted green.

Some bicycle lanes operate around the 
clock. Others only operate during peak 
travel times (as specified on the signs) 
to allow parking for local businesses 
and residents.

It is illegal to drive, park or stop your 
vehicle in a bicycle lane and fines apply.
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Common parking problems
No Stopping

You must not park 
or stop in a No 
Stopping Zone 
for any reason. A 
continuous yellow 
line marked on 
the edge of the 
road has the 
same meaning as a No Stopping zone.

No Parking

You can only stop in a No Parking 
area for the immediate purpose 
of picking up or dropping off 
passengers or goods. You must not 
leave the vehicle unattended (no 
more than three metres away).

You can wait in this location no more than two 
minutes (without moving).

Double parking

Drivers must not 
stop next to a 
parked vehicle 
when picking up 
or dropping off 
children, not even 
for a few seconds. 
This practice is 
illegal and creates 
dangerous situations at any time on any 
street.

We want to ensure the safety of children, 
pedestrians and motorists around our streets 
and schools.

Parents and caregivers have a great 
responsibility to ensure children stay safe in 
school zones and have a key role in educating 
children about road safety.

Helpful tips for parking 
around schools
• Allow enough time to take the child 

to the school gate safely without 
rushing

• Always observe parking signs and 
speed limits in and around school 
zones. They are designed to keep 
children safe

• Talk about signs and traffic lights 
with your child. Identify and discuss 
places where it is safe to get in and 
out of the car

• Teach your child how to cross the 
road using the ‘stop, look and listen’ 
process – stop at the kerb, look and 
listen for traffic and then decide 
whether it is safe to cross

• Park a few streets away and walk 
your child to school. This is also good 
exercise and helps teach your child 
road safety rules.

Note – Council officers patrol school 
parking in the morning and afternoon 
during school terms.

Driveways

You may park 
so that the front 
of your vehicle 
is level with the 
approach or the 
back is level with 
the departure side 
of a driveway to 
any private or public property so that vehicles 
can enter and depart.

Footpaths or 
nature strip

Parking is 
prohibited at all 
times. It creates 
dangerous 
situations for 
pedestrians nd 
other vehicles in 
the vicinity.

Bus zones

You must not stop or park in a bus 
zone at any time.

Kiss and drop

This is an area near the school 
gates for you to drop your child off 
safely and quickly. The intention is that drivers 
do not wait in 
these zones and 
that they stay 
in the vehicle 
so queues are 
minimised.
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

City Maintenance and Presentation Uplift Plan - 

Update 

 

 

Record No: D24/10551  

Report of: City Operations 

Responsible 

Officer: 

Adam Kelly, Manager Field Services 

Felicity Birch, General Manager City Operations 

Ryan McMahon, Chief Executive Officer  
 

  

Key Performance Indicator 2023-24 of:  
 

appealing, safe accessible and interesting, with progress updates reported to 
 

 

City Maintenance and Presentation Uplift Plan at its meeting dated 18 October 2023. At this 

time, for the initial implementation period between August 2023 and end of September 

2023, 63 reactive works requests had been completed within existing operational budgets 

and maintenance projects.  
 

The Plan is a live, ongoing document and has significantly grown since its inception.  The 

delivery of uplift works slowed during the last quarter due to being outside of the planting 
season, regular maintenance requirements leading up to and through-out the Christmas / 

New Year period, event preparations and unseasonal weather impacts. As we start planning 

for the next planting season, scoping for a number of sites will continue and onsite works 
will commence to progress the Plan.  

 

The success of the Plan has naturally evolved and now lists 125 individual works requests. 

Our maturity in delivering the Plan for capability and efficiency is now being reviewed 
including identifying process improvements in actioning works requests, as well as 

performance against agreed operational service levels. A roadmap to achieve the desired 

future state of delivery on the Plan will help us identify the processes and resources 
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required to make continued progress. An update on the maturity of the Plan linked to 

delivery will be provided in the next quarter report to the Service Review Committee.  

 

A copy of the City Maintenance and Presentation Uplift Plan, updated to the end of January 
2024, can be viewed in Attachment 1.  

 

 
 

Attachments  

 
1.⇩  City Maintenance and Presentation Uplift Plan - Update - February 2024 ............... 84 
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Field Services Uplift Program

Location Type (ie TCD, Treescreen, etc) Purpose Treatment Team Support Priority Priority Reason Start Date Status Comments

Wyuna Court Entrance Verge / Median Treatment Aesthetics Rock feature, planting and mulching City South N/A Medium N/A Mar completed

Linear Parkk A - Dernancourt Revegetation Beds Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A May completed

Linear Park E - Reconciliation Planting Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A May completed

Linear Park A - Denancourt Revegetation Beds Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A May completed

Linear Park B - Revegetation beds Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A May completed

Linear Park D - Revegetation beds Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A Jun completed

Linear Park E - Revegetation beds Reserve / biodiversity Increase Biodiversity Extension and infill planting City South N/A Medium N/A Jun completed

Waterford Reserve Reserve / biodiversity Increase Biodiversity Garden bed extension and infill planting City South N/A Medium N/A May completed

Berri Reserve Reserve / biodiversity Increase Biodiversity New garden bed City South N/A Medium N/A Jun completed

Lyons/Parsons Revegetation Beds Reserve / biodiversity Increase Biodiversity Infill planting of revegetation beds City South N/A Medium N/A Jun completed

Lakeview Reserve Reserve / biodiversity Increase Biodiversity Garden bed extension and infill planting City South N/A Medium N/A Jun completed

Tarni Res  (Dryland Res) Reserve / biodiversity Increase biodiversity Revegetation Planting City North N/A Low N/A Jul completed Collecting plants 14/6

# Spring Res Reserve Beautification Beautification / Upgrade City North N/A Medium N/A Jun completed Collecting plants 14/6

# Hamilton Rd screen (Fill in planting) Tree Screen Beautification Infill planting City North N/A Medium N/A Jul completed Collecting plants 14/6

# Angoves Res  Reserve Beautification External request City North N/A Medium N/A Jul completed Trees currently necessary, awaiting water point

# Tilley Res Reserve Beautification Infill planting City North N/A Medium N/A Jul completed Collecting plants 14/6

Ross Reserve Reserve Beautification Infill planting City North N/A Medium N/A Jun completed 50x mixed native tube stock

Polar Ct Headwall/ Anare Ct Headwalls Beautification Re-planting, re-mulching City North N/A Medium N/A Jul completed Re-planted and re-mulched 4/8/23

Holborn Road Closure TCD Beautification Infill planting City North N/A Low N/A Jul completed Infill planted 4/8/23

Strachan Reserve Reserve Beautification Infill planting City North N/A Low N/A Jun completed Infill planted mixed native tubestock

Debenham Reserve Reserve Beautification Infill planting City North N/A Medium N/A Jun completed Infill planted mixed native tubestock

Debenham HW Headwall Beautification Remove dying/ sticky rosemary and r-eplant and re-mulch City North N/A Low N/A Aug completed Removed dying/ sticky rosemary and re-planted 

Golden Grove Road (end of Nugent Pl) Road Reserve Beautification Planting City North N/A Medium  Case 00088374 Jun completed Planted 

Target Hill Rd (The Golden Way- Halcyon) Tree Screen Beautification Infill plantings, part of tree screen upgrade City North TEM Medium N/A May Completed Completed 30/5/23, 450 mixed native tube stock

Atlantis Drive Road Reserve Beautification Infill planting City North N/A Medium

Cases 00083702, 

00082608 Jun completed Completed 19/6/23 Infill planted

St Just HW Headwall Beautification Re-planting, re-mulching City North N/A Medium Case 00082533 Jun completed Planted 19/6/23, Mulching to be completed by August

Target Hill Rd (Tongariro-The Golden Way) Tree Screen Beautification Infill planting, part of tree screen upgrade City North TEM Medium N/A May Completed Completed 30/5/23, mixed native tube stock

Marengo Reserve 1 Reserve Beautification Revegetation Planting City North N/A Medium Case 00069614 Jun completed Completed 21/6/23 mixed native tube stock

Marengo Reserve 2 Reserve Increase Fauna Revegetation Planting to increase fauna City North N/A Medium N/A Jun completed Completed 27/6/23, mixed native tube stock

McArdle Reserve (rose beds x2) Reserve Beautification Re-planting increase aesthetic City North N/A Medium N/A Jun completed Completed 27/6/23 planted and re-mulched beds

Raunsley Reserve Reserve Beautification Infill planting City North N/A Low N/A Jun completed Completed 21/6/23 mixed native tube stock

Waterfield Reserve Reserve Beautification Infill Planting City North N/A Low N/A Jun completed Completed 23/7/23, mixed native tube stock

Lemon Gum Reserve Reserve Beautification Replace damaged trees City North N/A Medium Case 00090668 Jun completed Completed 21/6/23 re-planted 2x Malus tschonoskii

The Golden Way (Braeburn Dr- Botany Dr) Tree screen Beautification Infill planting City North N/A Low Case 00086773 Jun completed Completed 20/6/23, infill planted tree screen

Jacaranda Grove Reserve Beautification Replacement plants City North N/A Low Case 00081278 Jul completed Completed 3/8/23, replaced 2 x Viburnum tinus

Chisolm Verge Tree Screen Pest plant removal / Beautification Rip out tree screen and poison ivy, re-plant top of retaining wall City North Pest Medium Case 00060754 Jun completed Completed 20/6/23, planted along top of retaining wall

The Golden Way (Tenison Dr – Surrey Farm Dr) Road Reserve Beautification Infill plant garden beds along The Golden Way City North N/A Medium Case 00047239 May completed Completed 31/5/23, infill planted garden beds

Shackleton HW Headwall Beautification In fill planting City North N/A Low N/A Jun completed

Highgate Plce TCD Beautification Replacement planting City North N/A Low N/A Jun completed

Austerlitz Reserve Reserve Beautification Infill Planting City North N/A Low N/A Jun completed Completed 21/6/23, infill planted reserve

Tomatin RSA Road Reserve Beautification

Cleaning up of verge, removing dead plants/ suckers and Infill 

Planting City North N/A Medium N/A Jun completed Completed 21/6/23, infill planted verge

Golden Grove Rd/TGW/ Reuben Richardson Rbout TCD- Roundabout Beautification Re-planting, failed previous planting of red hot pokers City North N/A Medium Various cases Jul completed

Completed 28/7/23, removed old plants, sprayed and removed rye grass. 

Re-planted and Re-mulched. 

Lockwood TCD TCD Beautification Planting City North N/A Low Jul completed Planted TCD to increase aesthetic 

Golden Grove Road (Stables entrance) Verge Beautification Re-Mulching City North ARB Medium Main Road Jul completed Mulched verge area July 23

Mildren- Festive walkway walkway Beautification Re-Mulching City North ARB Medium CFS Jul completed Mulched walkway July 23

Elisium Reserve Reserve Infill Planting Infill planting retaining wall in Reserve City North N/A Medium N/A Aug completed Infill planted retaining wall garden bed

Bloomsbury Verge Verge Treatment Beautification Ripping out old rosemary and re-planting verge, re-mulching City North PACS Medium Case 00072880 Oct completed Completed 3/8/23, planted verge area

Edinburgh Reserve Reserve Beautification

Clearing tree debris, weed removal, mulching, general tidy up, 

cutting City South

TEM, Bio, Pest, City 

North High Opening event 28 May Jul completed

O’Bhan – large scale planting Reserve Biodiversity / Beautification Biodiversity / Aesthetic plantings - 1000 plants City South N/A Medium N/A Jun completed Awaiting dial b4 dig plans before commencing

Golden Way – Rodeo Dr  RSA Tree Screen Beautification Planting of Hakea Tree Screen City South N/A High EM Request Apr completed

Avalon Dr Reserve Biodiversity / Beautification Infill planting (large scale) City South Sabine Medium N/A Jun completed

Grenfell Rd Tree Screen Biodiversity / Beautification Infill planting (large scale) City South Sabine Medium N/A Jun completed

Currawong Reserve Reserve Beautification Extension / infill planting City South N/A Low N/A May completed

Burragah Reserve/carpark Recreation Centre Beautification Extension / infill planting City South N/A Medium N/A May completed

Rosemary Reserve Reserve Beautification Extension / infill planting City South N/A Low N/A May completed

Hinkler Reserve Reserve Beautification Extension / infill planting City South N/A Low N/A May completed

Tolley/Smart RBT TCD Beautification Roundabout uplift City South N/A High ELT Request Jun completed

15 Headwalls Headwall Beautification Infill / replacement planting City South N/A Medium N/A Jun completed

Dawson Reserve Reserve Biodiversity / community planting day Clearing debris, spraying and large scale plantings City South Bio High

Biodiversity / 

community planting day Jun completed

Wynn Vale Dr treescreen Tree Screen Biodiversity / Beautification Clearing debris, spraying and large scale plantings (large scale) City South Sabine Medium N/A Jun completed

Pine Park Golden Pea Bee Habitat Planting Habitat Restoration/Biodiversity Community Planting, Led by Biodiversity Team Biodiversity Sabine Medium Environmental Aug completed Enhancement of Pea Bee and Orchid communities

Hallet Reserve School Planting Event Environmental Restroation Community Planting, Led by Biodiversity Team Biodiversity Sabine Medium Environmental Aug completed Revegetating degraded area 

City Wide Methodical Reveg Progression Structural Diversity Biodiversity Team Succession Planting Biodiversity Sabine High Quality Control Jun completed Building momentum for further progression 2024

Parkview Drive Verge Treatment Beautification Removal, spraying, mulching, planting City North PACS High CFS complaint Jul completed

The Grove Way (Marie Clark Dr – Wentworth Ct) Tree Screen Beautification Infill plantings, part of tree screen upgrade City North N/A Medium Case 00080746 Jul completed

Completed 8/8/23, infill planted, already previous planted shrubs. Needs 

reviewing street tree planting, mulching and additional plantings

Grenache Reserve Reserve Beautification Extension / infill planting City South N/A Low N/A Jul completed

Has been mulched and planted. More planted to be planted next planting 

season

Reservoir Road Median Modbury Precinct Beautification Infill planting City South N/A High ELT Request Jul completed Planted with larger plants. Vandalism is still an issue

Halcyon Avenue Tree Screen Removal of Exotic creeper, re-planting

Removal of sections of tree screen where jasmine and Ivy are taking 

over and pushing over shrubs encroaching over the footpath City North Pest High

Safety issue obstructing 

footpath Apr completed

Contractors have cleared area, will keep creeper sprayed out to re-plant 

in 2024 Planting Season. 

Beenbee Reserve plantings Beautification Street tree planting to backfill replacement of pines City South TEM Medium Complaint Oct completed

Smart Road (Tolley to Australia) Streetscape Beautification

verge uplift - design, treescreen, tree planting, 

explore additives to bind Yankalilla fines (style guide) for back of 

kerb work City South TEM, URMT High

CFS complaint 

Aesthetics Oct Completed Planning. Seeking to carry out works in October. Works now complete.

Hatherleigh/Meadowvale Reserve Reserve Beautification Planting, mulching, irrigation City South PMO High Precinct Nov completed

The Grove Way Streetscape Beautification Street tree planting, mulch , infill plants City North TEM High Complaint Oct partially complete

Street tree planting complete in front of schools mulching to commence 

this week (12/02/2024)

Quality Reserve Reserve Upgrade Beautification

Access behind properties is retricted overtime due to erosion issues 

by new developments in area. We are regrading the area to grant 

access and hoping to get mower access to maintain the area to a 

higher standard, reduce fire risk exposure to properties and overall 

increase the amenity of the area. Javes team has commenced work 

6/2/24 City South Civil Maintenance High

Aesthetics,Safety, Fire 

Prevention Feb partially completeCivil works complete. Planting to be undertaken 

Greenwith pond surrounds Waterway Clearing of pest weeds / Beautification

Area to be cleared of pest plants (olives, acacia saligna etc) and 

opened up. Re-mulching and infill re-planting. City North Pest High Decalred weeds Oct partially complete

Pest plants have been removed, review and assess for further planting 

and treatments

Bartlett Reserve Reserve Clearing / Beautification Rip out Dietes, Re-plant, new irrigation, re-mulch City North Irrigation, PACS High Flooding / Complaint Jun In progress

Stormwater issues from private residence - currently being investigated 

by Inspection team. Stormwater issues have now been rectififed, will 

plant out in the 2024 planting season. Existing vegetation has been 

removed in prep for replanting

Keithcott Farm Drive Road Reserve Beautification Extension / infill planting City South N/A Medium N/A Jul in progress Has been mulched and planting to commence next planting season

Elysium / Helicon RBT TCD Beautification Roundabout uplift City South N/A Medium N/A Aug in progress

Sourcing groundcover plants, RAB has been mulched and Correas are to 

planted within the next few weeks.

Hillendale/Keithcott RBT TCD Beautification Roundabout uplift City South N/A Medium N/A Jul in progress Mulched, awaiting irrigation inspection before planting

Clovercrest Gateway Beautification Extension / infill planting City South N/A High ELT Request Jun in progress

Whole of site  - irrigation, mulching, infill planting - require WZTM. Plant 

list has been developed and we are in the process of sourcing plants.

The Golden Way (Hillendale Drive to Rodeo Dr) Tree Screen Beautification

Extention to current treescreen upgrade, to include: Irrigation, 

spraying, removal, mulching, planting. City South PMO, TES High Budget request Jun in progress

Design completed to issue to PMO, irrigation has been checked, waiting 

on PMO/contractor. 

Balmoral Reserve Reserve Replace plants Replanting

City South

Projects team Medium plant suitability

Aug

in progress Will be meeting onsite with Emma hannath to discuss solution.

Dry Creek, Grenfel Rd- Laywood Road Wren Habitat Enhancement Habitat Restoration/Biodiversity Community Planting, Led by Biodiversity Team Biodiversity Sabine Medium Environmental Jun in progress Started by Contractor/Volunteers, Biodiversity finishing

City Wide Grove Planting Additions Structural & Genetic Diversity Planning, Site-prep, Ordering Species, Capturing Data Biodiversity Sabine High

Technique 

enhancement Aug in progress

First plantings 2024, Useful iformation for appropriate rehabilitation post 

Giant Pine-scale removals

John Road (Behind 29- 35) Tree Screen

Removal of Invasive creeper, re-

plantingRemoval of 

Removal of all shrubs as invasive creeper growing through 

everything, poisoning of creeper, re-planting City North Pest Medium CFS Apr in progress

Contractors have cleared area, will keep creeper sprayed out to re-plant 

in 2024 Planting Season. 

The Golden Way opposite Golden Fields to the Grove 

Way Tree Screen Beautification/rejuvination 

Whole site needs reveg - Trees, shrubs and ground covers - 

additional mulch required City North

Pest Team PSCS 

LT&ES Contracts Medium Multiple CFS requests Apr in progress

Planning underway for potential 2025 planting season or may need to be 

looked at as a capital works project - contract out - aligning with the 

already planned upgrade near this section of the Golden Way. Pest 

Management has undertaken control of undesirable plants

Richardson Reserve/Golden Way screen Tree Screen Beautification Infill planting to occur to replace failed species City South N/A Medium N/A Jul in progress Irrigation has been installed, awaiting mulching & planting

Hancock / Golden Grove Rd roundabout TCD Beautification/rejuvination Test and troubleshoot irrigation. Infill planting and mulch City North N/A Medium DIT Works, high visibility February in progress To be assessed and replanted with Carpobrotus sp.

Hyde Park Rose Garden Replanting

Replanting of rose beds, repairs of plinths and garden edges, 

removal of garden bed and retaining wall near playground. Water 

feature maintenance regime. Irrigation 

troubleshooting/replacement. Mulching rosebeds with sugarcane. City South

Civil Maintenance 

and TES High

Safety and Premium 

class of park TBA in progress

Irrigation checked.Creating a staged plan for future works. Needs civil 

work done in areas before replanting 

Angove Drive Tree Screen Streetscape Replacement planting City North N/A Medium

CFS, Safety - Line of 

sight May in progress

Line of sight diminished - current plants have been removed, awaiting 

replacement plants

Grenfell Road & Milne Road Roundabout Beautification/rejuvination 

Mulch and plant out area - Could add compacted material to raise 

aesthetics City North N/A Low N/A TBA in progress

Plants removed, commenced discussion on what is best to do with this 

RAB - Determine which round about this is

Golden Grove Road - Grenfell to Highgrove Roadside Vegetation - Tree Screen Beautification/rejuvination Infill plants/trees, re-mulch and remove dead/weeds City South N/A Low N/A TBA in progress Area between grenfell and Park Lake has been cleaned and mulched

Texas Reserve Tree Screen Woody Weed Control

Removal of Casuarina species to improve CEPTED and general 

cleanup of reserve removing dead trees and shrubs etc City South Pest Team High Safety issue CEPTED Dec in progress

Removal and control of weed species completed. Chipping of material in 

progress. Planting to be undertaken following further clearing and 

estimated planting season2025/2026

Richardson Reserve Reserve Erosion control

Instalation of plinth to prevent loss of mulch and soil. Planting and 

mulching of site City South Civil Maintenance Medium

Erosion and increase of 

maintenance Feb in progress Irrigation completed, to be mulched by contractors

Kestrel Way TCD Beautification Removal of existing vegetation and replace with smaller plantings City South PACS Medium Line of sight Jan in progress

Vegetation removed and mulched. Requires planting in next planting 

season

Waterfield Reserve / Reuben Richardson Block Beautification

Short term:

-	Site clearing of builders debris and spoil

-	Snip / slash block

Medium term:

-	Spray, Mulch and minor plant out of block

Longer term:

-	Consider sale of the property as minimal value to Council and a 

potential optimal location for a residential dwelling City North Bio Medium

Request from Elected 

member TBA not started

Have commenced discussions Further discussions to be had with 

Biodiversity and Sabine Koolen for potential to join back in the the 

"Scarps". Prime site for trial native grass understory

Brassey street, Redwood Park Verges x 2 Beautification

Remove weed mat and debris, remove current conifers, discuss 

plans with residents, weed spraying, mulching, replanting with 

street trees only City North PACS and TEM Medium Customer complaint May not started

Planned for 2024 planting season. Need to consult residents before any 

works commence. Assess any 221 applications if any.

Balmoral Reserve Reserve 2) address footpath dropoff to softfall 

playground spaces

Chamfered edge to footpath at playground boundaries

City South

Civil Maintenance Medium Safety due to edge drop 

off
TBA not started

Balmoral Reserve Reserve 3) address tracking across lawned area from 

Vingara Rd carpark

consider low tubular fencing from carpark

City South

TES Low N/A

TBA not started

Hancock / Milne Rd roundabout TCD - roundabout Beautification following DIT works, replanting and replace mulch City North N/A Medium DIT Works, high visibility April not started Review replacement plants for optimal longevity

Kaplan Reserve - playground reserve / creek bank Beautification follow on from current works - clear dead shrubs, etc City South N/A Low N/A TBA not started

Valiant Road, Holden Hill Streetscape Beautification Require review the amenity of the streetscape City South Mulching 

contractor

Medium Amenity TBA

not started

Montague Rd, Modbury Nth (west of Kelly Rd) centre island Beautification Yankalilla fines with treatment followed up with mulching and 

plantings

City South Civil Maintenance Medium Entrance statement

TBA not started

Kelly Rd/ Milne Rd, Modbury North TCD - roundabout Beautification Irrigation, Design for kerb, planting, mulching City South TES Medium ELT Request TBA not started Require design and irrigation repairs

O-Bahn Linear Park North Reserve / biodiversity investigate - cluster of trees in poor health Investigate location and scope of works - determine health City South TBA Low N/A TBA

not started

Illyarrie Reserve Revegetation Revegetation Infill Planting around edge of reserve, mulching, irrigation if able to City North LT&ES Medium Amenity of area TBA not started

Potentially 2024 planting season if plants are available. Start date TBC 

after design has been undertaken
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Golden Grove Road Tree Screen Beautification To be scoped and determine if project nomination is required City South TBA Medium Amenity on arterial TBA not started

Golden Grove Road (near the Settlement) to Target Hill 

Road Tree Screen Beautification/rejuvination 

Plant out with shrubs/trees - Mulch and investigate oppurtunities 

for irrigation City North TE&M High

High volume road- area 

has deteriarated 

overtime TBA not started This may need to be put up as a capital works project.

The  Golden Way - Spring Hill Embankment - Both sides 

of road Tree Screen Beautification/rejuvination 

Whole site needs reveg - Trees, shrubs and ground covers - 

additional mulch and review of irrigation is required City North ALL Low N/A TBA not started

Still awaiting a review of this area to determine what this project will look 

like. To large a project to be undertakend by P&R staff. Capitol works and 

engage a contractor

Grosvenor Reserve, Wynn Vale Reserve Beautification/rejuvination 

Whole site needs reveg - Trees, shrubs and ground covers - 

additional mulch and review of irrigation is required - Dead Shrubs 

near BMX park required City South N/A Low N/A TBA not started

Gunda Reserve - Grenfell Road End Reserve Beautification/rejuvination Continue plantings and re-mulch in areas mising vegetation City North Contracts Medium

Upgrades to 

surrounding 

infrastructure TBA not started Awaiting 2024 Planting season

Grenfell Road - Adjacent Golf Club Tree Screen Beautification/rejuvination 

Area adjacent Golf Course requires shrubs/ground covers to 

compliment the existing vegetation City North N/A Low N/A TBA not started

This is subject to other projects being given a higher priority and may not 

go ahead at this time.

Kimberley Reserve, Modbury North Reserve Upgrade Beautification Renewal of plantings City South N/A Low Resident Request TBA not started

Request: 101834 - Resident wants whole reserve upgraded with trees and 

irrigated grass. Doesn’t appear to a high priority based on location and 

size of reserve 

Martindale Reserve, Golden Grove Storm Water Outlet Erosion control New plantings Biodiversity N/A Low N/A Apr not started

Aquatic planings that will provide stabilisation to the storm water outlet 

and reduce erosion

Warne St Redwood Park Lane way planting Beautification

New plantings after removal and realignment of lane way footpath 

to lessen the impact of water flooding residents home City North Civil Maintenance Medium

Prevent flooding into 

residents home Apr not started

Dryland plantings will require drought tolerant species; such as saltbushes 

etc; application treatment of river pebbles or similar to slow water 

movement

Mulkarra Street, Stevens Reserve, Ridgehaven Reserve Increase biodiversity

Exstension of biodiversity plantings after civil works on Mulkarra 

Street Biodiversity N/A Low N/A Apr not started

Selection of plant species with ground covers due to potential line of site 

issues

Mulkarra Street, Ashley Reserve, Ridgehaven Reserve entrance Beautification

Beautification required around the signage/entrance to the Dog 

Park City South N/A Low N/A TBA not started Tube stock with small shrubs and ground covers at entrance to dog park 

Montague Rd / Kelly Rd Roundabout Beautification Surface treatments and plantings City South Civil Maintenance Medium Beautification TBA not started Design and approval required

Linear Park Reserve Erosion control

Grass seeding of embankment and walking track, to be seeded 

spring 2024 City South N/A Low Erosion  Sep not started

Linear Park Reserve Increase biodiversity Biodiversity plantings City South Bio Low Beautification May not started

O'bahn Reserve Beautification Planting and mulching City South N/A Low Beautification May not started

Modbury Precinct Streetscape Beautification

Foot path repair, infill planting, mulching, irrigation repair, potential 

permapine post removal, plinth repair City South P&CD High Precinct May not started

John Road  Tree Screen Beautification

Review of whole of John Rd road side areas to be replanted - 2025 - 

Potential for capital works to be undertaken City North PMO Low N/A not started Revamp of entire Streetscape

Halcyon Avenue Tree Screen Replanting Removal and replanting existing vegetation City North LT&ES Medium ELT Request Jul not started Earmarked for capitol works project. LT&E

Smart Rd (Australia to Reservoir Rd) Modbury Precinct Beautification Extension / infill planting City South N/A High ELT Request July on hold Irrigation issues - requires discussion.

Mulkarra Street, Ashley Reserve, Ridgehaven Batter/Verge Erosion control

After civil works implemented on Mulkarra Street, erosion control 

required as well as plinth installed City South Civil maintenance Medium

Prevent further erosion 

prior to Winter 24 TBA on hold

Use of seed mix with ground covers and grasses to control erosion. 

Waiting on civil to install a back of footpath curb to hold back batter.



 

Service Review Committee Meeting - 21 February 2024 Page 86 

It
e

m
 1

5
.4

 

 

Service Review Committee Meeting - 21 February 

2024 

Information Report 

City Operations Service Reviews - Update 

 

 

Record No: D24/10573  

Report of: City Operations 

Responsible 

Officer: 

Eloise Penna, Manager Project & Contract Delivery 
Adam Kelly, Manager Field Services 

Felicity Birch, General Manager City Operations 

Ryan McMahon, Chief Executive Officer  
 
  

 

• City Operations Opportunities Review 

• Verge Maintenance Service Review 

• Road Management Service Review 
 

An update on each Service Review is provided below and in the referenced attachments.  

 
Community Value Program - City Operations Opportunities Review 

 

Achievements since the Service Review Committee received the October 2023 update are 
provided below.  

 

• Recruitment within City Operations continues to be of significant importance with 65 

recruitment processes across the portfolio now undertaken over the past 12 months (8 
of which are under review or being finalised). This is an increase of 10 recruitment 

processes since the October 2023 update. The increase relates to further retirements, 

backfilling of existing staff successful in new roles as well as departures from the 

organisation.  

1.  

• Implementation of Internal Communications Strategy by the Corporate Services 

Portfolio (refer Project 3 of Opportunities Review), improving our engagement across 
the organisation and guiding how we disseminate information across the organisation 

in a timely and consistent manner.  
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2.  

• Operations Support Services department has fulfilled position vacancies for the 
Operations Assessment Team, ensuring the triage of CFS for the portfolio is managed 

by one team prior to being assigned to the appropriate officer for works management. 

This has improved the consistency of assessment and effectiveness in triaging of 
customer requests related to operational work.  

 

Attachment 1 provides a status update for the additional projects to be delivered as part of 
the City Operations Opportunities Review.  

 

Verge Maintenance Service Review 

 
The new verge maintenance specification and tender was released to the market in May 

2023, closing 4 July 2023, and reflected the deliverables of the Service Review (schedule of 

rates contract, telematics and data collection, increased cuts and revised cutting structure, 
expectations of managing seasonal peaks, whole of site treatment).  

 

The tender specification, in general terms, required a tender submission which responded 
to carrying out general maintenance to clean, cut, control, manage grass, turf or weed 

boundaries as directed by Council. 

 
The tender specification also provided Council with greater transparency in its pricing 

mechanism where unit rates have been applied for each verge and area (m2) of services 

provided. 
 

Tender evaluation was extensive and culminated in a confidential report to a Special 

Meeting of Council on 31 October 2023 to finalise the budgetary requirements. A contract 
was subsequently awarded to the successful tenderer (LD Total) following Council 

endorsement of the above mentioned report, with the new contract commencing 2 January 

2024. Whilst the contractor continues to mobilise its full contingent of plant and personnel, 

verge maintenance commenced swiftly, with the first round of the verge maintenance 

now commenced under the new contract with a schedule of cuts soon to be finalised.  

 
Negotiation with the Department for Infrastructure and Transport (DIT) resulted in DIT 

providing in-principle support in October 2023 to Council to undertake DIT median 

maintenance, and receive a base funding allocation for this work based on full cost 
recovery. The potential maintenance of DIT median was included in the Verge and Median 

Maintenance Service tender and a commencement date for Council to undertaken median 

maintenance is tentative for 1 April 2024, pending receipt of the base allocation contractual 

document from DIT in advance.  
 

Attachment 2 provides further information in relation to the Implementation Plan actions.  
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Road Management Service Review 

 

Major achievements since the Service Review Committee received the October 2023 update 
are provided below.  

 

• Council has engaged with the market to seek support in delivering the roadworks 

renovation / reconstruction program.  A review was undertaken comparing processes, 
timeframes, cost and risk using the works associated with the Clifford Avenue road 

reconstruction. The outcome of this review resulted in Council seeking the market to 

deliver all components of this project. Once complete, a further review will be 
undertaken to assess the performance of the project.    

3.  

• Following the Field Services departmental structure review and implementation, a 

draft cyclical maintenance program has been developed resulting in a proposed two-

yearly roads maintenance cycle with the majority of work undertaken through the 

cooler months, April to September. The departmental structure focused on task / 

unsealed footpaths team to further utilise plant and resources and to align skill sets to 

deliver works through the ideal weather periods, particularly for the accessibility and 

safety of both functions.  
4.  

5. Maintenance Service levels for reactive assessments based on risk ratings, 
priority ratings and expected response times are continuing to be reviewed and refined. 

These are to be published to the community once finalised.  

 

Attachment 3 provides further information in relation to the Implementation Plan actions.  
 

 
 

Attachments  

 
1.⇩  City Operations CVP - Opportunities Review Status Update - February 2024 .......... 89 

2.⇩  Implementation Plan - Verge Maintenance Service Review - February 2024 ........... 94 

3.⇩  Service Review - Implementation Plan - Roads Management - February 2024 ....... 96 
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CVP Status Report: Opportunities Review 
 

Opportunities Review Projects     
Status Report 

Significant Deliverables Resp Status Q1 Q2 Q3 Q4 

PROJECT 1: Value Proposition for Executive Portfolios 

Consult and confirm value proposition 
(purpose and remit) for each (Portfolios) 

RM    ☑ 
    

Complete 

Communicate VPs to all staff RM    ☑ 
    

Complete 

Opportunities Review Projects:    Due Date 31 December 2023 
Status Report 

Significant Deliverables Resp Status Q1 Q2 Q3 Q4 

PROJECT 2: City Operations Structure 

Consultation with City Operations 
managers and staff complete 

RM ☑ 
    

Complete 

Implementation of new structure:        

 Manager appointments confirmed for all 
four departments 

FB ☑  31/3   Complete   

 Letters issued to all employees BH ☑ 30/1    Complete.  

 Position Descriptions for all employees 
refreshed 

BH ☑  30/6   Complete. 
 

 MOF and CTTG Way BH ☑   30/9  Complete - CTTG Way promoted across 
the portfolio via various methods. 
 
Complete - MOF: Business Plan, IPP’s 
and 90 day plans implemented. Team 
and 1 on 1 meetings in place. 
 
Wider leadership development program 
being scoped by People and Capability. 
This element forms part of Project 4. 

 IPP and Performance Management 
expectations established 

BH ☑    31/12 Complete 

Expectations and Accountabilities defined 
in approved Transition Plans for: 

FB ☑  30/6   Complete 

 Technical Engineering Services  GD ☑ 31/3    Complete 

 Field Services  AK ☑ 31/3    Complete 

 Project & Contract Delivery FB ☑  30/4   Complete 

 Operations Support Services  DH ☑ 31/3    Complete 

 Functions moving into other Portfolios FB ☑ 31/5    Complete 
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Opportunities Review Projects:    Due Date 31 December 2023 
Status Report 

Significant Deliverables Resp Status Q1 Q2 Q3 Q4 

PROJECT 3: Improve Communications across City Operations teams 

Review and implemented an improved 
CTTG internal communication strategy 
addressing themes such as culture, 
motivation & engagement 

OH ☑ 
    

Complete.  
CTTG Internal Communications 
Strategy launched by Marketing and 
Communications  

Internal communication strategic 
scheduling of staff briefings and mthly 
news (via email) 

OH/
FB 

☑     Complete 
Monthly CEO email updates and 
quarterly CEO briefings. Internal 
Communications Strategy 
implementation.  
 
Plus, regular information updates to all 
City Operations staff regarding 
priorities or status updates from 
General Manager and/or department 
managers.  

Document and implement a 
communications accountability plan 
(messages & method) for disseminating 
information to City Ops staff.  

FB / 
OH 

☑ 
   

31/12 Complete.  
Incorporated into Business Plan, IPP’s, 
1:1 meeting’s, Project Delivery 
schedule, introduction of Walk in 
Wednesdays, networking sessions, 
toolbox meetings, etc.  
 
Customer experience training (delivery 
of CX Strategy) programmed and being 
undertaken with Field staff (December / 
January).  

PROJECT 4: Enhance Leadership Capability 

Review leadership capability framework 
and explore leadership gaps and determine 
approach to address. 
 
Added: MOF review and training 

PC  ☑ 
   

31/12 Complete.  
Review and approach to market 
undertaken.  

Establish a contract to deliver a leadership 
development program 

PC     28/2/24 Proposals received and evaluated by 
P&C, with shortlisting presentations 
scheduled for February 2024.  
 
Due date updated due to market 
approach.  

PROJECT 5: CFS Workflow and effective triage 

Process map CFS workflows within City 
Operations to identify improvements and 
prepare implementation plan for CVP SC 
approval 

DH/
OH 

☑ 
   

30/12 Complete (DH): CFS triage for City 
Operations now managed via 
Operations Support Services, following 
appointment of key positions. This has 
one team performing the initial 
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investigation and assessment of a 
CFS prior to it being assigned to the 
appropriate team within City 
Operations for action. 
 
Additional work underway (DH): 
Works Management review to combine 
reactive and proactive work requests / 
programs for efficiency, capability and 
forward planning gains.   
 
Additional work underway (OH): CFS 
workflows for CTTG to be reviewed as 
part of Salesforce project, which is 
underway and a Salesforce working 
group has been established.  

Establish CFS Governance for wider 
organisation 

OH ☑    31/12 Complete 
 
Salesforce identified as priority 
customer platform (refer CX Strategy) 
 
Case / CFS request management 
underway as part of CX Strategy 
deliverables.  
 

Opportunities Review Projects:    Due Date 31 December 2023 
Status Report 

Significant Deliverables Resp Status Q1 Q2 Q3 Q4 

PROJECT 6: Enhance Procurement Practices 

Review procurement process and identify 
procurement pain points 

PR / 
FB 

    
30/6/24 Date updated to finish due to Manager 

Procurement and Contracts and Senior 
Procurement Officer resigning.  
 
Items Completed:  

- Quotations Service Review and 
implementation plan enacted. 

- Review of purchasing thresholds and 
purchasing levels undertaken and 
implemented.  

- Purchasing Checklist reviewed and 
updated.  

 
To Do: Collaboration and training piece 
for procurement processes between 
City Operations and Procurement and 
Contract department, pending new 
Team leader Procurement commencing 
late February 2024.  

Establish a processes and practices that 
addressed procurement pain points and 
gaps. 
 

     30/6/24 As per above.  
 
To Do: Collaboration and training piece 
for procurement processes between 
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City Operations and Procurement and 
Contract department, pending new 
Team leader Procurement commencing 
late February 2024. 
 

PROJECT 7: Business Planning 

Explore and implement improvements 
within Business and Operating Planning 
cycles. 

FB ☑ 
   

31/12 Complete.  
City Operations Portfolio 
Business Plan implemented, aligning 
Council’s Strategic Plan and CEO KPI’s 
to plan.  

PROJECT 8: Enhanced capability and training for safety leadership 

Specifically address behaviours that impact 
a functioning Safety Culture (use existing 
tools), through undertaking a safety 
leadership practice review and recommend 
way forward establishing a framework with 
associated governance 

PC / 
FB  

    30/6/24 Complete: Work Health and Safety & 
Injury Management Plan 2024 – 2026 
finalised and implemented by WHS and 
Injury Management team (People and 
Capability). This Plan includes 
governance responsibilities and clear 
actions / deliverables for City 
Operations.  
 
Due date updated to correlate with 6 
December 2023 Audit and Risk 
Committee who noted the Strategic 
Risk Management Report, including all 
strategic and organisational risk 
profiles, and the specific register 
treatment of “Review of City Operations 
Safe Work Method Statements, 
practices and operating procedures”, 
with due date of 30/6/24.  
 
Additional actions undertaken:  
- Plant and Fleet insurance register / 

compliance review 
- WHS Certificate IV course 

enrolments for two City Operations 
Team Leaders in Field Services 

- Commenced review of site 
documentation requirements and 
streamline of site risk assessment 
practices.  

- Roll out of Safety Awareness 
presentation including 
requirements for Site Risk 
Assessments and need for Safe 
Work Method Statements.   

 
 
 
 
 
 

LEGEND 
Responsibilities:  
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Initial Name Position 
AK Adam Kelly Manager Field Services 
BH Belinda Halling,  Project Lead OD 
DH Dewald Hartzenberg Manager Operational Support Services 
FB Felicity Birch General Manager, City Operations 
GD Gabby D’Aloia Manager Technical & Engineering Services 
PC People & Capability Manager People & Capability 
OH Olivia Harvey Manager Customer and Communications 
PR TBA Procurement & Contract Management Department 
EP Eloise Penna Manager Project & Contract Delivery 

 
Project Status  
 

Complete      ☑  
 
On-Track    Delayed  Overdue  
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 Verge Maintenance Service Review Significant Deliverables          Update: February 2024 
(Timelines updated to reflect extensive tender evaluation process) 

2023/24  

Recommendations:  Proposed Action Q2 Q3 Q4 Q1  Q2 Comment/Update 

Systems 

1. Data collection to assist with 
- Future market approach in relation to the verge 

maintenance contract to inform specification 
- Allow performance under the contract to be 

more accurately tracked  
- Incorporate real time reporting 

a. Create a new GIS layer to collate and collect 
data regarding verge type across the city. 

         Tender awarded. Verge types and telematics 
to be collected by new contractor during 
2024.  
 
New specification and tender released to the 
market, reflecting the deliverables of the 
Service Review (schedule of rates contract, 
telematics and data collection, increased cuts 
and revised cutting structure, expectations of 
managing seasonal peaks, whole of site 
treatment).  
 
Evaluation and Negotiations are nearing 
completion, pending outcome of DIT 
Agreement for inclusion of DIT Median.   

b. Installation of Telematics for internal and 
external tracking of blades down 

     To be actioned via Contractor during 2024.  

2. CRM System amendments to disaggregate 
complaints data by:  
- Separation of medians and verge complaints 
- Separation of DIT and Council roads 

a. Amendments to CFS System to allow for 
separation of complaints. 

     Underway 

Services 
3. Increase services a. Increase service to replicate proposed 5 

week structure for verge maintenance 
b. Review and allocation of Budget including 

reporting through quarterly reporting. 

     Complete 
Included in Verge Maintenance Tender.  
 
Budget increase supported and applied as 
part of Annual Business Plan endorsement.  

4. Contract to be more transparent and flexible 
 

a. Amend contract to be schedule of rates 
contract 

     Complete 
Included in Verge Maintenance Tender.  
 

b. Utilise data to develop program and 
contractor resourcing 

     Complete 
 

c. Contractual requirements for use of 
telematics 

     Complete 
Included in Verge Maintenance Tender.  
 

d. Set expectations of managing seasonal 
peaks 

     Complete 
Included in Verge Maintenance Tender.  
 

5. Responsibility for the maintenance of DIT Medians a. Meet with DIT regarding costs and 
responsibilities. 

     Complete 
Liaison with the Department for Infrastructure 
and Transport (DIT) regarding median 
maintenance has been ongoing. Negotiations 
have been positive and remain active, with 
informal support for Council to undertake 
median maintenance and receive a financial 
base allocation in return generally supported 
by DIT. Awaiting formal draft Agreement.  

b. Create schedule of DIT Median maintenance 
and issue to contractor (if endorsed) 

     Complete.  
DIT Median locations included in tender 
discussions. Implementation pending DIT 
agreement commencement.  
 
Note: DIT confirmation of CTTG ability to 
undertake DIT Median Maintenance, to 
commence 1 April 2024.  

6. Trial of Broad Leaf Spray in selected suburbs and 
measure its effectiveness in reduced cutting time and 
improving the visual appeal 

a. Create trial program for Broad Leaf Spraying 
services 

     To commence in 2024.  

b. Report on trial program      As above.  

7. Volunteer Verge Cutting Program a. Implement a Volunteer Verge Cutting 
Program for senior/frail residents 

     To commence in 2024. 

Communication 
b. Council Reporting a. Quarterly reporting on Implementation plan 

progress and budget amendments 
     On Track 

First report submitted to 18 October 2023 
Service Review Committee.  
 
Second report submitted to 21 February 2023 
Service Review Committee.  

c. Improving the information available to the public on the 
CTTG Website to include: 

- Cutting schedule service standard 
- Clear view of when their verge or median will be 

cut. 
- Which roads are maintained by DIT and a link to 

DIT website.  

b. Amendment to CTTG website to include 
information and links 
 
 

     Complete.  
Cutting schedule on Council’s website 
updated to include completed and all future 
planned cut dates, as well as main road 
cutting program.  
 
Verge maintenance content on Council’s 
website updated. 



Implementation Plan - Verge Maintenance Service Review - February 2024 Attachment 2 
 

Service Review Committee Meeting - 21 February 2024 Page 95 

A
tt

a
ch

m
e

n
t 

2
 

It
e

m
 1

5
.4

 

 

 

d. Community Education 
- Benefits of maintaining own verge 
- Encourage residents to plant out a verge (on the 

basis they maintain under 221) 
- Marketing and social media campaign re. caring 

for your and neighbours verge 
- Use of broadleaf spray 
- Establishing programs to recognise highly 

beautified streets 

a. Development of Communications plan      Promotion and communication on verge 
maintenance, maintaining own verge and 
Council’s increase to the cutting program has 
been finalised, to occur via:  
- Website articles / content 
- Gully Life Rates Newsletter 
- Gully Grapevine 

 
Items yet to educate on: 

- Use of broadleaf spray 
- Establishing programs to recognise 

highly beautified streets 

Other 
e. Levels of Service (application of standard treatment types 

across the city) 
 

a. Development of Levels of Service for verge 
types 

     This is a longer term opportunity that is linked 
to the Opportunities Review structural
considerations for City Operations for each 
Asset type 

b. RASCI for verge management       In progress 

f. Application of Section 221- consider: 
- removing or rebating the application fee for 

those who wish to plant out a verge.  
- Determine inclusions for alternate verge 

plantings, etc 
- Enforcement for maintenance of planted verge 

areas 

a. Workshop and Review of Section 221 with 
EM’s 

     The application fee for planting out own verge 
has been waived and this is reflected on 
Council’s website.  
 
Workshop to occur at a later date (TBD) 
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9.1.1 Adopt the new design to realise the customer, financial, environmental 
and workforce capacity benefits.   

9.1.2 Develop a multi criteria assessment approach to guide the design brief 
for consultants.  The design brief should only require a full road 
reconstruction where necessary. 

9.2.1 Review asset management plans with a focus on minimising whole of life 
cost specifically optimising the mix of capital, renewal and operating 
investment  

9.3.1 Redeploy existing staff to work on other civil works 
 

• Determine suitability and 
transferability of those within road 
reconstruction team and aligned civil 
construction activities (e.g., carparks, 
kerb and gutter, creek maintenance, 
fencing and retaining, bulk earthworks 
etc).  

• Identify a training and development 
program and costing option. 

9.3.2 Redeploy or sell plant 
 

• Determine cost options for 
repurposing or sell plant and take 
action. 

9.3.3 Undertake market sounding to test whether road construction can be 
delivered under contract for lower cost 

• Undertake market sounding to test 
whether road construction can be 
delivered under contract for lower 
cost.

10.1.1 Commit to a three program to all capital works as follows: 

• Year 3: identification of project 

• Year 2: preparatory works including design, procurement packaging and 
any physical preparatory works 

• Year 1: physical construction - Design and seek approval for the program 
of works for all capital works 

10.1.2 Allocate budget to undertake design, preparatory works and 
procurement packaging in the year prior to the physical works   

10.1.3 Any changes to the next financial years physical works are locked down 
six months prior to the start of the financial year (i.e., in Dec/ Jan). 

10.2.1 Undertake a team restructure to ensure alignment of duties between 
asset optimisation, project delivery and maintenance 
10.2.2 Consolidate all asset planning into a single team known as asset 
optimisation 
10.2.3 Consolidate all capital works (roads, kerbing, unsealed roads, 
footpaths, stormwater, carparks etc) into a single team.   
10.2.4 Consolidate all civil maintenance (roads, kerbing, unsealed roads, 
footpaths, stormwater, carparks etc) into a single team.  This team would 
focus on programmed maintenance and responding to customer requests 

10.3.1 Undertake all preparatory works including design, procurement 
packaging and any physical preparatory works in the year prior to 
commencement of physical works.   
10.3.2 Group up packages of work and release to the market as larger scopes 
to be delivered over the course of a year or multi-year rather than as 
individual packages 
10.3.3 Establish standing contracts for major packages of works such as minor 
civil works, concrete and plant hire over a 3-to-5-year term working with only 
2 or 3 suppliers 
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11.1.1 Every four years council develop a publicly available SAMP covering all 
asset classes in a single document, outlining current condition and investment 
forecasts for the next 4 to 10 years 
11.1.2 Document all condition service levels (at the whole of asset level) for all 
asset classes through the SAMP 

 

11.2.1 Prioritise asset investment in pedestrian and cycling infrastructure  
11.2.2 Embed decarbonisation into the selection criteria of procurement 
processes of construction works and supply of concrete, asphalt and other 
materials  
11.2.3 Embed decarbonisation into the MCA process of design of roads to 
encourage a minimalist approach  
11.2.4 Work in partnership with suppliers to leverage new technology and 
around use of recycled product and leverage new technology 

11.3.1 Increase proactive inspections on a routine basis 
11.3.2 Appoint dedicated inspectors who travel the network undertaking 
inspections (condition rating, renewal treatment recommendations and 
maintenance inspections) 
11.3.3 Appoint dedicated maintenance planners who schedule inspections, 
create work orders and schedule maintenance crews to undertake 
programmed maintenance work  
11.3.4 Ensure all work is time confirmed to support analysis and improvement  
11.3.5 Use the Technology One functionality to embed works management 
processes to support programmed maintenance 

11.4.1 Facilitate workshops with field staff to identify critical safety risks and 
identify critical controls adopting a hierarchy of controls approach  
11.4.2 Undertake process improvement and re-engineering around safety 
reporting and systems with view to streamline 

11.4.3 The ELT / MLT spend at least two hours per week on a rotational basis 
spending time in field engaging with the workforce and demonstrating visible 
leadership around safety. 

11.5.1 Visual balanced scorecard which is displayed in key areas of the service 
centre highlighting the key metrics that the road construction program is 
looking to achieve  
11.5.2 Standard expectations for debriefs at toolbox meetings on lessons 
learned operations and team activities 
11.5.3 Quarterly 90-day planning to overlay the annual capital works program 
to reset priorities and deliver continuous improvement activities 
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

Service Review Program - Status Update 

 

 

Record No: D24/10584  

Report of: Office of the Chief Executive Officer 

Responsible 

Officer: 

Samantha Rose, Lead, Continuous Improvement 
Ilona Cooper, Manager Corporate Governance 

Ryan McMahon, Chief Executive Officer  
 

  
An update on the progress of projects being undertaken as part of the Service Review 

program is provided below.  They have been divided into the following types of projects: 

• Service review 

• Continuous improvement 

• Structure review 

• Performance reporting 

• Implementation plan reporting 

 

Service review projects 

Project title Scope 
endorsed 

Status Notes Resources 

Customer request 

system workflow 

Outcome of 

City 

Operations 
Review 

In progress / 

on track 

Update to be provided 

at meeting 21 May 2024 

Internal/ 

External 

Customer 

Relations Service 

Review 

18 October 

2023 

In progress / 

on track 

Outcomes update 

provided at meeting  

21 February 2024.  
Refer to Attachment 1. 

Internal / 

External 

eServices 2 February  

2022 

In progress / 

on track 

Update provided at 

meeting 21 February 

2024 

Internal 

Property / 

Building 

Management and 
Maintenance  

1 December  

2021 

In progress / 

on track 

Facilities Services 

maintenance 

Final report at meeting 
21 February 2024 

Internal 
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Service review projects 

Project title Scope 
endorsed 

Status Notes Resources 

Property Management 

(including leases) 

Update to be provided 
at meeting 21 May 2024 

Main Roads and 

Gateways 

Council 

resolution  

11 April 2023  

Complete Monitored via Council 

action status report 

Internal 

Payroll Function 
Review 

Outcome of 
HCM system 

review 

Complete Outcomes report 
presented 18 October 

2023.  

Refer to Attachment 1 

Internal / 
External 

 

 

Continuous improvement projects 

Project title Scope 

endorsed 

Status Notes Resources 

Procurement 

Practices  

Quotations 

5 July 2023 In progress / 

on track 

Outcomes report 

presented 18 October 

2023.  

Refer to Attachment 1 

Internal 

Building 

Optimisation 

6 April 2022 On hold Next update TBA Internal 

WHS  Site Risk 

Assessments 

Process Review 

 Awaiting 

Scope 

endorsement 

Scope presented to 

meeting 21 February 

2024 

Internal / 

External 

 

 

Structure review projects 

Project title Scope 
endorsed 

Status Notes Resources 

Community 

Services 

Opportunities 
Review 

5 April 2023 In progress / 

on track 

Outcomes report 

presented 18 October 

2023.  
Update report scheduled 

21 May 2024 

Internal 
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Performance reporting 

Project title Origin Status Notes Resources 

Playground Guide 
Review 

CEO KPI Complete Report presented 18 
October 2023 

Internal 

City Maintenance 

Uplift Plan 

CEO KPI In progress / 

on track 

Quarterly Update: 

Meeting 21 February 2024 

Internal 

Quarterly CEO KPI 
Update 

CEO KPI In progress / 
on track 

Quarterly Update: 
Meeting 21 February 2024 

Internal 

Community Safety 

Performance 

Update 

• School Patrol 

Program  

Community 

Safety Policy 

In progress / 

on track 

Performance Update: 

Meeting 21 February 2024  

Internal 

Quarterly KPI 

Status Update - 

2023/24 Financial 
Year 

Terms of 

Reference 

(2.8) 

In progress / 

on track 

Quarter 2 update: 

Meeting 21 February 2024 

Internal 

 

 

Implementation plan reporting 

Project title Report date Status Notes 

City Operations 

opportunities 

review 

• Road 
management  

• Verge 

maintenance 

24 August 

2022 
 

In progress / 

on track 

Quarterly Update: 

 
 

Ongoing Actions: 

Refer to Attachment 1 

Active Ageing 5 July 2023 In progress / 
on track 

Refer to Attachment 1 

Private Parking 5 July 2023 In progress / 

on track 

Refer to Attachment 1 

Council Reports  
Templates 

5 July 2023 Complete Refer to Attachment 1 

Draft Community 

Safety Policy 

 

5 July 2023 Complete Monitored via Council action status 

report 

Update performance reporting to 
Service Review Committee as required 

  

Waste and 

Resource Recovery 
Strategy 2033 

5 July 2023 In progress / 

on track 

Quarterly Update: 

 Waste and 
Resource Recovery Strategy 

meeting 21 February 2024 
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Outstanding actions from the listed projects will be presented to the Committee in the 

attached 

a nominated alternative reporting mechanism. The Register will ensure completed projects 
are reviewed, actioned and reported on. 
 

 
Attachments  

 

1.⇩  Register - Summary of Service Review Actions ........................................................ 102 
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SRC Project SRC Meeting Date Ref Subject / Finding Title Recommendation Agreed Action Action Owner Due Date Status Action Progress Comments Revised Date 

Road Management 24-Aug-22 9.1 Road construction design 9.1.1 Adopt the new design to realise the customer, financial, environmental and 
workforce capacity benefits

9.1.2 Develop a muliti criteria assessment approach to guide the design brief for 
consultants. The design brief should only require a full road reconstruction where 
necessary 

9.1.1 To be applied from 2022 / 23 financial year

9.1.2  Treatment options assessment tool to be developed

Manager Technical & 
Engineering Services

Dec-22 Closed Complete New design options reviewed based on site conditions and 
best practice. Applied to 2022-23 construction program.

Road Management 24-Aug-22 9.2 Reduce whole of life cost 9.2.1 Review asset management plans with a focus on minimising whole of life cost 
specifically optimising the mix of capital, renewal and operating investment 

9.2.1 To be incorporated in ongoing review of AMPs Manager Technical & 
Engineering Services

Nov-24 Open On Track In progress. Due date updated to reflect due date for 
AMPs. 

Road Management 24-Aug-22 9.3 Redeployment of internal resources 9.3.1 Redeploy existing staff to work on other civil works 

9.3.2 Redeploy or sell plant

9.3.3 Undertake market sounding to test whether road construction can be delivered 
under contract for lower cost

9.3.1 Determine suitability and transferability of those within 
road reconstruction team and aligned civil construction activities 
(e.g. carparks, kerb and gutter, creek maintenance, fencing and 
retaining, bulk earthworks, etc) 

Identify a training and development program and costing option

9.3.2 Determine cost options for repurposing or sell plant and 
take action 

9.3.3 Undertake market sounding to test whether road 
reconstruction can be delivered under contract for lower cost

Manager Field Services

Manager Projects & Contracts 

Jun-23 Closed Complete 9.3.1 Complete

9.3.2 Complete

9.3.3 Complete

Road Management 24-Aug-22 10.1 Implement Three Year Forward Works Program 10.1 Commit to a three year program to all capital works as follows:
Year 3: identification of project
Year 2: preparatory works including design, procurement packaging and any physical 
preparatory works
Year 1: physical construction - Design and seek approval for the program of works for 
all capital works 

10.1.2 Allocate budget to undertake design, preparatory works and procurement 
packaging in the year prior to the physical works

10.1.3 Any changes to the next financial years physical works are locked down six 
months prior to the start of the financial year (i.e. in Dec / Jan)

10.1.1 Develop a rolling 3 year roads program for Council 
adoption

10.1.2 / 10.1.3 Allocate budget to support design and preparatory 
work for subsequent FY roads program

Manager Technical & 
Engineering Services

Dec-23 Open On Track 10.1.1 Partially commenced. Design has been completed 
and will be carried out in 2024 

10.1.2 /10.1.3 Complete. 
Budget has been included in the annual program to 
undertake design the year prior to the physical works. 

Road Management 24-Aug-22 10.2 Role Clarity and Organisational Structure 10.2.1 Undertake a team restructure to ensure alignment of duties between asset 
optimisation, project delivery and maintenance

10.2.2 Consolidate all asset planning into a single team known as asset optimisation 

10.2.3 Consolidate all capital works (roads, kerbing, unsealed roads, footpaths, 
stormwater, carparks etc) into a single team. This team would focus on programmed 
maintenance and responding to customer requests 

Reccomendations picked up as part of the City Operations 
Opportunities Review Project

General Manager City Operations Jun-23 Closed Complete Department structures implemented for City Operations, 
aligning with function focus. 

Road Management 24-Aug-22 10.3 Supplier Relationship Management 10.3.1 Undertake all preparatory works including design, procurement, packaging 
and any physical preparatory works in the year prior to commencement of physical 
works

10.3.2 Group up packages of work and release to the market as larger scopes to be 
delivered over the course of a year or multi-year rather than as individual packages

10.3.3 Establish standing contracts for major packages of works such as minor civil 
works, concrete and plant hire over a 3 to 5 year term working with only 2 or 3 
suppliers

Review current contract procurement practices to support 
bundling and multi year works packages

Manager Projects & Contracts 
Delivery  

Dec-23 Open On Track 10.3.1 Partially commenced 

10.3.2 / 10.3.3 Commenced 

Road Management 24-Aug-22 11.1 Strategic Asset Management Plan (SAMP) 11.1.1 Every four years council develop a publicly available SAMP covering all asset 
classes in a single document, outlining current condition and investment forecasts for 
the next 4 to 10 years 

11.1.2 Document all condition service levels (at the whole of asset level) for all asset 
classes through the SAMP

To be considered in the improvement plan for AMPS Manager City Strategy Jun-24 Open On Track Specification being drafted. 

Road Management 24-Aug-22 11.2 Environment, Decarbonisation and Sustainability 11.2.1 Prioritise asset investment in pedestrian and cycling infrastructure

11.2.2 Embed decarbonisation into the selection criteria of procurement processes of 
construction works and supply of concrete, asphalt and other materials

11.2.3 Embed decarbonisation into the MCA process of design of roads to encourage a 
minimalist approach 

11.2.4 Work in partnership with suppliers to leverage new technology and around use 
of recycled product and leverage new technology

To be considered as part of revised climate action plan strategic 
review

Manager Projects & Contracts 
Delivery

Manager Technical & 
Engineering Services

Jun-24 Open On Track Updated to end of Financial Year  - June 2024

Road Management 24-Aug-22 11.3 Works Management 11.3.1 Increase proactive inspections on a routine basis

11.3.2 Appoint dedicated inspectors who travel the network undertaking inspections 
(condition rating, renewal treatment recommendations and maintenance 
inspections) 

11.3.3 Appoint dedicated maintenance planners who schedule inspections, create 
work orders and schedule maintenance crews to undertake programmed 
maintenance work 

11.3.4 Ensure all work is time confirmed to support anlysis and improvement 

11.3.5 Use the Technology One functionality to embed works management processes 
to support programmed maintenance 

Consideration in the Opportunities Review for functions and 
organisational structure 

Further develop corporate systems for greater capture and review 
of works, OSL's, work orders

Continue to roll out teams for Works management in Tech One

Manager Technical & 
Engineering Services

Manager Operations Support 
Services

Dec-24 Open On Track 11.3.1 Inspections have commenced 

11.3.5 Underway. Review of Works Management has 
commenced and will explore all options available to 
ensure the right effective solution is implmented. 
Anticipated completion is Q1 2024. 

Dec-23

SERVICE REVIEW COMMITTEE - REGISTER OF ACTIONS
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Road Management 24-Aug-22 11.4 Zero harm Safety Strategy 11.4.1 Facilitate workshops with field staff to identify critical safety risks and identify 
critical controls adopting a hierarchy of controls approach 

11.4.2 Undertake process improvement and re-engineering around safety reporting 
and systems with view to streamline

11.4.3 The ELT /MLT spent at least two hours per week on a rotational basis spending 
time in field engaging with the workforce and demonstrating visible leadership 
around safety

To be referred and incorporated into Council WHS programs

In field engagement to be consulted with relevant corporate 
leaders

Create a leadership presence by visiting worksites and engaging 
with team. Audit sites. 

Manager Field Services Jun-24 Open On Track Updated to end of Financial Year  - June 2024 due to 
recruitment of key positions still occurring

Site safety documentation matrix created to determine 
site requirements. SWMS being reviewed and rolled out. 

Action plan is to be developed in consultation with WHS

ELT and MLT have commenced engaging with their 
workforce with an emphasis on safety 

Road Management 24-Aug-22 11.5 Improving Performance 11.5.1 Visual balanced scorecard which is displayed in key areas of the service centre 
highlighting the key metrics that the road construction program is looking to achieve

11.5.2 Standard expectations for debriefs at toolbox meetings on lessons learned, 
operations and team activities

11.5.3 Quarterly 90 day planning to overlay the annual capital works program to reset 
priorities and deliver continuous improvement activities 

Incorporated into operating management framework for 
corporate leaders once organisational structure confirmed 

Manager Field Services Jun-23 Closed Complete 11.5.1 No longer required

11.5.2 / 11.5.3 Implemented as an agenda item at toolbox 
meetings on an ongoing basis 

City Operations CVP 
Opportunities Review

10-Oct-22 Project 1 Value Proposition for Executive Portfolios Consult and confirm value proposition (purpose and remit) for each portfolio

Communicate VPs to all staff 

Consult and confirm value proposition (purpose and remit) for 
each portfolio

Communicate VPs to all staff 

Dec-23 Closed Complete Complete

City Operations CVP 
Opportunities Review

11-Oct-22 Project 2 City Operations Structure Consultation with City Operations managers and staff complete

Implementation of new structure:
- Manager appointments confirmed for all four departments
- Letters issued to all employees
- Position description for all employees refreshed
- MOF and CTTG Way
- IPP and Performance Management expectations established
Expectations and Accountabilities defined in approved Transition Plans for:
- Technical Engineering Services approved
- Field services approved
- Project & Contract Delivery approved
- Operations Support Services approved 
- Functions moving into other portfolios

Consultation with City Operations managers and staff complete

Implementation of new structure:
- Manager appointments confirmed for all four departments
- Letters issued to all employees
- Position description for all employees refreshed
- MOF and CTTG Way
- IPP and Performance Management expectations established
Expectations and Accountabilities defined in approved Transition 
Plans for:
- Technical Engineering Services approved
- Field services approved
- Project & Contract Delivery approved
- Operations Support Services approved 
- Functions moving into other positions

General Manager City Operations

Project Lead OD

Manager Technical & 
Engineering Services

Manager Field Services 

Jun-23 Closed Complete Complete 
Manager Project & Contract Delivery now appointed with a 
commencement date of 24 July 2023.
Complete. All staff received letters of transition.
 PD review completed for all portfolio staff. Currently being 
scoped to include an update to MOF and CTTG Way values 
and behaviours
Yet to commence 
City Operations Leadership Team formation occuring with 
establishing norms and Manager accountabilities and 
expectations
 
Structure for each department approved and 
implemented. Staff moving into Corporate Services and 
Straegy and Finance is complete. 

City Operations CVP 
Opportunities Review

12-Oct-22 Project 3 Improve Communications across City Operations teams Review and implement an improved CTTG internal communication strategy 
addressing themes such as culture, motivation & engagement

Internal communication strategic scheduling of staff briefings and monthly news via 
email

Document and implement a communications accountability plan (messages and 
method) for disseminating information to City Ops staff

Review and implement an improved CTTG internal 
communication strategy addressing themes such as culture, 
motivation & engagement

Internal communication strategic scheduling of staff briefings and 
monthly news via email

Document and implement a communications accountability plan 
(messages and method) for disseminating information to City Ops 
staff

General Manager City Operatoins

Manager Organisational 
Development

Manager Customer and 
Communications

Dec-23 Closed Complete Complete. Development of internal communication 
strategy complete

Ongoing program - monthly CEO email updates and 
quarterly CEO briefings. 

Communication accountability incorporated into Internal 
Communication Strategy for Council wide approach.

City Operations CVP 
Opportunities Review

13-Oct-22 Project 4 Enhance Leadership Capability Review leadership capability framework and explore leadership gaps and determine 
approach to address

Establish a contract to deliver a leadership development program

Review leadership capability framework and explore leadership 
gaps and determine approach to address

Establish a contract to deliver a leadership development program

General Manager City Operations

Manager Organisational 
Development

Feb-24 Open On Track Review and approach to market undertaken/completed. 
Proposals received and evaluated, with shortlisting 
presentations scheduled for February 2024. 

Due date updated due to market approach. 
City Operations CVP 
Opportunities Review

14-Oct-22 Project 5 CFS Workflow and effective triage Process map CFS workflows within A&E to identify improvements and prepare 
implementation plan for CVP SC approval

Establish CFS Governance for wider organisation

Process map CFS workflows within A&E to identify improvements 
and prepare implementation plan for CVP SC approval

Establish CFS Governance for wider organisation

Manager Operational Support 
Services 

Manager Customer and 
Communications

Dec-23 Closed Complete CFS triage for City Operations managed via Operations 
Support Services, following appointment of key positions. 
This has one team performing the initial investigation of a 
CFS prior to assigning it to the appropriate team for 
delivery.

Review of CFS categories and workflos being further 
reviewed to ensure alignment with new structure. 

Coordinated by Manager Operations Support Services, and 
being delivered in partnership with Manager ITS, Manager 
Customer and Communications and Lead Continuous 
Improvement.

Salesforce Working Party to define governance principles 
for customer satisfaction and engagement.  

Salesforce identified as priority customer platform (refer 
CX Strategy)

Case / CFS request management underway as part of CX 
Strategy deliverables. 

Additional work underway: Works Management review to 
combine reactive and proactive work requests / programs 
for efficiency, capability and forward planning gains.  

City Operations CVP 
Opportunities Review

15-Oct-22 Project 6 Enhance Procurement Practices Review procurement process and identify procurement pain points

Establish a process and practice that addresses procurement pain points and gaps

Review procurement process and identify procurement pain 
points

Establish a process and practice that addresses procurement pain 
points and gaps

Manager Procurement & 
Contract Manager

Feb-24 Open On Track Items Completed: 
- Quotations Service Review and implementation plan 
enacted.
- Review of purchasing thresholds and purchasing levels 
undertaken and implemented. 
- Purchasing Checklist reviewed and updated. 

To Do: Collaboration and training piece for procurement 
processes between City Operations and Procurement and 
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City Operations CVP 
Opportunities Review

16-Oct-22 Project 7 Business Planning Explore and implement improvements within Business and Operating Planning cycles Explore and implement improvements within Business and 
Operating Planning cycles 

General Manager City Operations Dec-23 Closed Complete Complete. City Operations Portfolio Business Plan 
implemented. 

CTTG Business Planning format reviewed by City Strategy 
for implementation from next Financial year. 

City Operations CVP 
Opportunities Review

17-Oct-22 Project 8 Enhanced capability and training for safety leadership Specifically address behaviours that impact a functioning Safety Culture (use existing 
tools), through undertaking a safety leadership practice review and recommend way 
forward establishing a framework with associated governance

Specifically address behaviours that impact a functioning Safety 
Culture (use existing tools), through undertaking a safety 
leadership practice review and recommend way forward 
establishing a framework with associated governance

Manager Organisational 
Development

General Manager City Operations

Jun-24 Open On Track Complete: Work Health and Safety & Injury Management 
Plan 2024 – 2026 finalised and implemented by WHS and 
Injury Management team (People and Capability). This 
Plan includes governance responsibilities and clear 
actions / deliverables for City Operations. 

Due date updated to correlate with 6 December 2023 Audit 
and Risk Committee who noted the Strategic Risk 
Management Report, including all strategic and 
organisational risk profiles, and the specific register 
treatment of “Review of City Operations Safe Work Method 
Statements, practices and operating procedures”, with 
due date of 30/6/24. 

Additional actions undertaken: 
 -Plant and Fleet insurance register / compliance review
 -WHS Certificate IV course enrolments for two City 

Operations Team Leaders in Field Services
 -Commenced review of site documentation requirements 

and streamline of site risk assessment practices. 
 -Roll out of Safety Awareness presentation including 

requirements for Site Risk Assessments and need for Safe 
Work Method Statements

Verge Maintenance Review 5-Apr-23 1 Systems 1.1 Data collection to assist with:
- Future market approach in relation to the verge maintenance contract to inform 
specification 
- Allow performance under the contract to be more accurately tracked
- Incorporate real time reporting

1.2 CRM System amendments to disaggregate complaints data by:
- Separation of medians and verge complaints
- Separation of DIT and Council roads

a. Create a new GIS layer to collate and collect data regarding 
verge type across the city

b. Installation of Telematics for internal and external tracking of 
blades down

c. Amendments to CFS System to allow for separation of 
complaints

a) Manager Technical & 
Engineering Services,
b) Manager Field Services, 
c) Manager Operational Support 
Services

Dec-23 Open On Track a) to be implemented once new contractor identified and 
has commenced

b) New contract has been awarded and includes 
telematics. 

c) underway

Verge Maintenance Review 5-Apr-23 2 Services 2.1 Increase services

2.2 Contract to be more transparent and flexible

2.3 Responsibility for the maintenance of DIT Medians

2.4 Trial of Broad Leaf Spray in selected suburbs and measure its effectiveness in 
reduced cutting time and improving the visual appeal 

2.5 Volunteer Verge Cutting Program

2.1 Increase service to replicate proposed 5 week structure for 
verge maintenance 
2.1 Review and allocation of Budget including reporting through 
quarterly reporting

2.2 Amend contract to be schedule of rates contract 
2.2 Utilise data to develop program and contractor resourcing
2.2 Set expectations of managing seasonal peaks

2.3 Meet with DIT regarding costs and responsibilities 
2.3 Create schedule of DIT Median maintenance and issue to 
contractor (if endorsed)

2.4 Create trial program for Broad Leaf Spraying Services 
2.4 Report on trial program

2.5 Implement a volunteer verge cutting program for senior/frial 
residents

Manager Projects and Contracts 
Delivery

2.1 Mar 24
2.2 Oct 23
2.3 Oct 23
2.4 Jun 24
2.5 Jun 24

Open On Track 2.1 Complete. Budget increase supported and applied as 
part of Annual Business Plan endorsement. 

2.2 Complete. New specification and tender released to 
the market, reflecting the deliverables of the Service 
Review (schedule of rates contract, telematics and data 
collection, increased cuts and revised cutting structure, 
expectations of managing seasonal peaks, whole of site 
treatment). 
Tender awarded. Verge types and telematics to be 
collected by new contractor during 2024. 

2.3Complete. Liaison with the Department for 
Infrastructure and Transport (DIT) regarding median 
maintenance has been ongoing, with confirmation of CTTG 
taking over DIT Median maintenance from 1 April 2024 and 
received cost recovery for up to 7 cuts in return.  . Awaiting 
formal draft Agreement to finalise. 

2.4/2.5 - yet to commenceVerge Maintenance Review 5-Apr-23 3 Communication 3.1 Council reporting

3.2 Improving the information available to the public on the CTTG Website to include:
- Cutting schedule service standard
- Clear view of when their verge or median will be cut
- Which roads are maintained by DIT or link to a DIT website

3.3 Community Education
- Benefits of maintaining own verge
- Encourage residents to plant out a verge (on the basis they maintain under 221)
- Marketing and social media campaign re caring for your and neighbours verge
- Use of broadleaf spray
- Establishing programs to recognise highly beautified streets

3.1 Quarterly reporting on implementation plan progress and 
budget amendments

3.2 Amendment to CTTG website to include information and links
3.3 Development of a communications plan

Manger Projects and Contracts 
Delivery

3.1 June 2024
3.2 Dec 23
3.3 Dec 23

Open On Track 3.1. Ongoing. Cutting schedule on Council’s website 
updated to include completed and all future planned cut 
dates, as well as main road cutting program. 

3.2. Complete. Verge maintenance content on Council’s 
website updated.  

3.3. Partially Complete.  Promotion and communication on 
verge maintenance, maintaining own verge and Council’s 
increase to the cutting program has been finalised, to 
occur via: 
 -Website articles / content
 -Gully Life Rates Newsletter
 -Gully Grapevine

Remaining Items
 - Use of broadleaf spray
- Establishing programs to recognise highly beautified 
streets

Verge Maintenance Review 5-Apr-23 4 Other 4.1 Levels of Service (application of standard treatment types across the city)

4.2 Application of Section 221 - consider:
- removing or rebating the application fee for those who wish to plant out a verge
- Determine inclusions for alternate verge plantings, etc
- Enforcement for maintenance of planted verge areas 

4.1 Develop Service Levels for Verge Maintenance

4.2 RASCI for Verge Management

4.3 Worksop and Review of Section 221 with EM's

Manager Technical & 
Engineering Services
Manager Field Services

Mar-24 Open On Track This is a longer term opportunity that is linked to the 
Opportunities Review structural considerations for City 
Operations for each Asset type.

1 People Create Position Descriptions
Recource vacant FTE
Undertake Upskilling
Volunteer workforce Plan

Develop new Position Descriptions
Transition contractors to permanent roles
Recruit for vacancies
Implement Training and Development Program of upskilling
Commence volunteer workforce plan review

Team Leader Active Ageing Jun-24 Open On TrackActive Ageing Review 5-Jul-23
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2 Process Review Social Group Capacity listing
Increase attendance at Social Group Activities
Investigate process of referral to other Council Services (non-CHSP)
Identify alternative program venues
Review Suppliers

Utilise wait list to fill social group programs
Esnure groups attended at capacity by increase attendance 
beyond vacancy
Utilise CRM to better capture client interest and data to facilitate 
active referrals to other Council programs
Review all venues and provide recommendations
Review labour market for Home Modofication suppliers and 
provide recommendations
Undertake supplier performance meetings

Team Leader Active Ageing Jun-24 Open Not yet commenced Possible commencement by March 2024

3 Systems Undertake systems review Proceed with planned software implementation
Assess integration opportunities with Councils Tier 1 CRM system - 
Salesforce
Adjust phone lines to redirect IVR to group line

Team Leader Active Ageing Jun-24 Open On Track New software implemented and staff training to finalise by 
27 October 2023. Staff operating 2 systems (previous and 
current) until full use and testing applied. Expected new 
system to be fully in use by 1 December 2023.

Salesforce and phone lines commencement by February 
2024.

Procurement Practices - 
Quotations

5-Jul-23 1 Process Review of Council's current Quotations (Procurement) administration process to 
identify effiencies

Undertake functional analysis to identify pain points and 
inefficiencies
Review governance arrangements and procurement delelgations

Team Leader Procurment Dec-23 Closed Complete Functional analysis review completed 
Marketplace module (VendorPanel) identified as efficiency 
opportunity
Pilot program undertaken
SRC update report 18 Oct 2023

1 Process Review Council's current Human Capital Management and Payroll systems Undertake functional analysis
Engage consultant to undertake market scan analysis
Develop business case for transformation project

Manager Finance Jun-23 Closed Complete Functional analysis review completed 
Market Scan completed
Business Case developed
Presentation to Service Review Committee 5 July 2023

2 Systems Commence a planned implementation to an inhouse payroll processing 
administration model

Develop  key systems requirement specifications
Undertake RFT - supply of HCM and Payroll solution
Identify implementation roadmap including decommission of 
current systems

Manager Finance Jul-25 Open On Track RFT selection phase completed
Implementation phase to commence June 2024 for 
completion July 2025

Community Safety - Private 
Parking

5-Jul-23 1 Process Undertake a 12 month trial weekend program and provide a future report to the 
Service Review Committee 

Report to focus on outcomes of the 12 month trial program - 
impact and effectiveness

General Manager Community 
Services

Jul-24 Open On Track

Council Reports - Templates 5-Jul-23 1 Process Review of Councils current standard report template Undertake internal process review, including comparative 
analysis benchmarking, identification of best practice methods

Governance Advisor Dec-23 Closed Complete Updated Standard Report template developed
Staff user training completed
New report template(s) updated to InfoCouncil

Waste and Resource 
Recovery Strategy

5-Jul-23 1 Process Update Service Review Committee on implementation program and performance Quarterly Reports Lead Waste and Strategic 
Projects

Dec-25 Open On Track First Quarterly report to be presented 21 February 2024

1 People Identify opportunities to reduce duplication of tasks and improve employee 
experience

Engage a consultant to undertake a Customer Relations Contact 
Centre Time in Motion Study
Undertake data metrics assessments

Manager Customer and 
Communications

Feb-24 Closed Complete Consultants report received

2 Systems Reduce customer effort required to transact with Council services Review Councils multiple service platforms Manager Customer and 
Communications

Jul-24 Open On Track Consultants report received
Presentation to service Review Committee 21 February 
2024
Actions scheduled to be in place and BAU by June 2024

Customer Relations Contact 
Centre - Service Review

18-Oct-23

Payroll Function Review 5-Jul-23



 

Service Review Committee Meeting - 21 February 2024 Page 106 

It
e

m
 1

5
.6

 

 

Service Review Committee Meeting - 21 February 

2024 

Information Report 

Quarterly report - Waste and Resource Recovery 

Strategy implementation 

 

 

Record No: D24/11046  

Report of: Strategy & Finance 

Responsible 

Officer: 

Tony Amato, Lead - Waste & Strategic Projects 

Ingrid Wilkshire, Manager City Strategy 

Justin Robbins, General Manager Strategy & Finance  
 

  

As part of the Waste and Resource Recovery Strategy 2033 governance structure, quarterly 

progress reports will be provided to the Service Review Committee on an ongoing basis. 
 

Waste and resource recovery performance 

Progress has been made against the topline strategic targets set out in the Waste and 
Resource Recovery Strategy 2033.  

 

For the period July to December 2023-2024, we have recorded: 

• 0.20% (18 tonne) reduction in waste to landfill when compared with 2022-2023. 

• 4.94% (477 tonne) reduction in waste to landfill when compared with 2021-2022 

• 5.25% (1,124 tonne) reduction in total waste generation when compared with  

2022-2023 

• 4.36% (925 tonne) reduction in total waste generation when compared with  

2021-2022 
 

 Baseline Actual Year to date  Target 

 2021-2022 2022-2023 2023-2024 2026 

Total waste generation 40,825 t 41,597 t 20,294 t 39,600 t 

Landfill 18,809 t 18,336 t 9,180 t  

Recycling 7,695 t 7,459 t 3,670 t  

Food and Organics 12,760 t 14,434 t 6,937 t  

Hard waste 1,560 t 1,368 t 404 t  

Hard waste  Waste to energy - - 209 t  

Total waste generation per capita 398 kg 405 kg 198 kg 386 kg 

Diversion of waste from landfill 50.11% 52.63% 53.3% 55% 
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Waste action plan 

In December 2023, the Waste and Resource Recovery Strategy Action Plan was provided to 

the Executive Management Team for endorsement. These actions have been set to progress 

Council towards the targets set out in the Waste and Resource Recovery Strategy 2033. 
 

The attachment provides a headline overview of the action items for the forward 18 

Months. The key actions are bolded, with the remainder to be considered where resources, 

budget and time permits. 
 

Bins portal 

Progress has been made in relation to the bin portal. While we are nearing the end of the 
build phase, there is a substantial amount of work to be undertaken in rolling the bin 

register up into the portal and connecting this with our rating system.  

 
Barring any unforeseen issues, the portal is estimated to go live in March 2024. The bin 

portal will provide ratepayers with a convenient way to manage their waste services, 

including requesting new bins and managing additional bin subscriptions.  

 
Free additional bins 

s and charges register was changed to provide additional 

green-lid food and organics and yellow-lid recycling bins free of charge to City of Tea Tree 
Gully ratepayers. 

 

The free additional bin program has experienced a higher than anticipated level of demand. 

The higher than anticipated demand has been further complicated by supply chain issues, 

which has resulted in a longer than expected delivery time, currently between 10-12 weeks.  

 

To date, Council has received 8,488 additional bin requests: 

• 5,783 green-lid food and organics bins  

• 2,705 for yellow-lid recycling bins 

1.  

The number of orders has stabilised and Council continues to receive an average of about 
350 requests for green-lid food and organics bins and 200 yellow-lid recycling bins per 

month. 
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Removal of service  Department for Education schools 

Government schools in the City of Tea Tree Gully have now transitioned to a new waste 

management system.  Under this system, schools no longer require Council-provided waste 
services. 

 

The week commencing Monday 5 February 2024 Council ceased to provide waste collection 

services to Department of Education Schools. Where practical to do so, Solo also collected 
any previously supplied Council bins. To date, no negative feedback has been received.  

 

Landfill and hard waste processing contract renewal 
The contract for Kerbside Collected Residual and Hard Waste was awarded in October 2023, 

with the contract commencing on 1 November 2023. The initial term is two years, with 

extension provisions for up to a further four years. This term aligns with other Council waste 
service contracts, which conclude in 2025. 

 

The contract was awarded in two parts: 

• The Kerbside Collected Residual Waste processing contract was awarded to 
Integrated Waste Services 

• Hard Waste processing contract was awarded to Veolia Recycling & Recovery Pty 

Ltd. 
 

Around 95% of the residential hard waste material delivered to Veolia is now being diverted 

from landfill through Veolia- -order waste 

hierarchy outcome sees the material processed into Processed Engineered Fuel (PEF) which 

is used as an alternative fuel by Adelaide Brighton Cement. This fuel has been the driving 

 

 
Bounce back and landfill/hard waste processing contracts 

A new method to collect and recycle mattresses has been trialled in December and January. 

This is largely due to Veolia not receiving mattresses as part of the hard waste processing 
contract. 

 

The mattresses are now being collected separately from the other hard waste materials and 
transported to Bounce Back where they are recycled. This means mattresses are collected 

on the same day, or day after, the booked hard waste collection.  

 

Under the new arrangement, 433 mattresses have been diverted from landfill: 

• 173 mattresses were collected in December 

• 260 mattresses were collected in January 

 

way mattresses are collected. There are no other changes from t

The biggest change for Council is the diversion outcome. 

 

https://www.bouncebackrecycling.com.au/
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We are currently reviewing these arrangements with Solo to better understand the cost 

implications of this revised process. 

 

Policy changes 
Waste Management Policy was reviewed in line with the Waste and Resource 

Recovery Strategy 2033 and reshaped to align with the new policy templates. The changes 

to the Policy were endorsed by the Governance and Policy Committee at the 22 November 

2023 meeting.  
 

The Policy will be again reviewed by the Governance and Policy Committee at the 6 March 

2024 meeting alongside the Leases and Licenses for Community and Sporting Organisations 
Policy. The intent of the changes to these policies is to provide clear direction to our lessees 

in relation to their waste management responsibilities. 
 

The Policy will continue to be reviewed and updated in line with the progressive 

Resource Recovery Strategy 2033. 
 

Waste education  

Following ELT endorsement, Council commenced recruitment of a Waste Education Officer 

in January 2024. The position is offered at a level 4 on a three-year contract. Council 
received 41 applications, with interviews to commence shortly. 

 

Reporting to the Lead Waste and Strategic Projects the Waste Education Officer is 
responsible for driving strategic and business outcomes through the leadership and 

waste education and behaviour change program. This includes 

the design, implementation and delivery of strategic marketing and communication 
activities, educational programs and training. 

 

Council staff have also commenced the development of the next community waste 

education campaign. This campaign will carry a simple, single-minded message  Feed food 
waste to your green-lid food and organics bin. It is anticipated that it will commence in 

March/April 2024. Further information will be provided to Council prior to the 

commencement of the campaign. 
 

Consultations 

Over the past six months Council has actively participated in a number of State Government 

consultations. Having an active voice in shaping future policy is a key focus area of the 

Waste and Resource Recovery Strategy 2033.  

• January 2024 - Proposed regulations to ban additional single-use and other plastic 

products. 
2.  

• November 2023 - -Year State Infrastructure Strategy 

Discussion Paper. 

 

https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/waste_management_policy.pdf
https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/leases_and_licences_for_sporting_and_community_organisations_policy_-_council_-_22_october_2019.pdf
https://www.teatreegully.sa.gov.au/files/assets/public/council-documents/documents/leases_and_licences_for_sporting_and_community_organisations_policy_-_council_-_22_october_2019.pdf
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• August 2023 - Responded to a letter from the Hon. Michelle Lensink MP regarding the 

establishment of a select committee to report on the recycling of soft plastics and 
other items in South Australia. 

 

 

 

Attachments  

 
1.⇩  Action Plan - Waste and Resource Recovery Strategy - Service Review Committee111 
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The next 18 months

Avoidance, reuse & recovery

• Kerbside waste collection review  
- business case and investiagte potential trial

• Public place bin system review  
(Inc. provisions for pet waste) 
- business case and trial

• Increase access to compostable bags

• Lease/licence and one-off  
hall hire agreements 
- Review of waste services

• Investigate a sustainable living incentive program  
- Business case and budget bid

• Community incentive program 
- Scope and budget bid

• Support second-hand economy through targeted 
programs and service delivery

Engagement, education & activation

• Review and update customer touch points

• Digital community facing dashboard

• Waste education campaign - Community
• Waste education and support - Schools
• Waste education and support - Businesses
• Real-time kerbside education

• Investigate separation of waste fees - rates notice

• Community report card - rates notice

• Community content creation

• Investigate sustainability festival - Scope and budget 
bid

• Extend volunteer program to incorporate waste

• Identify and leverage contractor provided 
educational tools and resources.

• Support government and non-government education  
programs and initiatives

Service delivery & operations

• Embed governance structure (Inc. reporting)

• Resource allocation, recruitment & training

• Contract renewal - collection & processing
• Waste audit & action plan (Inc. Council 

operations)

• Waste management, minimisation and diversion 
plans for facilities,  inc. new community facilities 

• Waste portal implementation
• Improve event waste management practices

• Review sustainable procurement options

• Best practice waste management 
- new developments (Council & private)

• Sustainable office program

• Continued phase out the use of single-use plastics 
and other items from Council operations

• Exploration of reuse and recycling precinct in CTTG to 
include consideration of Enviro Care

• Seek applicable grant funding opportunities

The key actions are bolded, with the remainder to be 
considered as part of a shopping list where resources, 
budget and time permits.
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Reform, advocacy & alignment

• Monitor government policy/legislation changes and 
adjust approach accordingly 

• Participation in relevant consultations and reviews

• Support business and industry grant applications

Collaboration & innovation

• Develop a regional waste management working party

• Explore continuous improvement and innovation  
opportunities with Council's waste contractors, gov-
ernment, LGA and commercial entities

• Advocate for options to divert waste from landfill 
through advanced waste processing technologies

• Monitor, trial and review new waste management 
technologies and strategies

• Maintain regular dialogue industry partners

• Attend waste related seminars and events

Environmental protection & human health

• Ensure Council operations comply with Environment 
Protection (Waste To Resources) Policy obligations.

• Expansion and promotion of hard-to-recycle  
item collection points 

• Investigate a annual program of recycling events  
- hazardous and hard to recycle items

• Monitor emerging problematic waste streams  
and advocate for and support solutions to manage 
these waste streams

WASTE AND  
RESOURCE RECOVERY
STRATEGY 2033

The next 18 months
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

eServices - Service Review Progress Update 

 

 

Record No: D24/12047  

Report of: Corporate Services 

Responsible 

Officer: 

Nathaniel Mason, Acting Manager IT Solutions 
Leisha Bond, General Manager Corporate Services  

 

  

Background 
 

The eServices project sought to discover ways in which Council can deliver improved value 

to customers and enhancing their experience when interacting with our digital online 
 

 

A Digital Economy describes the range of online interactions, economic and social activities 

which are enabled by information and communications technologies.  

 

 

Scope and Governance 

 

The project commenced in February 2022, established a project plan and steering 

committee.  The scope of this activity was to review; 
 

• Existing customer facing Council platforms 

• Business processes and integration with other enterprise systems 

• Opportunities to achieve operational efficiencies and improved digital and online 

customer experiences 
 
 

Community Consultation 

 
The first project phase undertook community consultation, to seek feedback about 

community and customer use of Council's online services.  

 
Services identified in our Digital Economy and we sought feedback on were; 
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• Customer Service Requests  Logging a customer service request 

• Rates Portal  Managing and paying rates through the portal 

• Online Payments  Making a payment for invoices or expiations 

• Online Bookings - Facilities, Programs and Events 

• Forms and Enquiries  General enquiries and forms 

 

Council received 299 responses to the community consultation. There was a generally high 
level of satisfaction recorded for online services, particularly for the Rates portal, 

my.teatreegully to report or request a service, and online payment services. 

 
Where there was dissatisfaction with an online service, it was typically related to reported 

delays in a response, or what the customer felt was an unsatisfactory outcome, rather than 

the online experience. 

 

 

Focus Areas 

 
Based on feedback from community consultation, the project team developed work 

packages and scope for improvement opportunities. Focus areas included; 

 

• Salesforce optimisation and enhancements 

• Online bookings through SpaceToCo 

• Data quality across digital systems 

• Business process automation 

 
 

Next Steps 

 

Councils digital engagement initiatives will continue to be led by the CX Strategy. The next 

KPI to provide a positive experience for customers based on honesty and transparency. 

 

superseded by improved services and experiences delivered through Salesforce 

enhancements and optimisation of services delivered through improvements to the portal, 
Councils website and online forms. 

 
 

 

 

 

 
 

Attachments  

 

N/A        
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Service Review Committee Meeting - 21 February 

2024 

Information Report 

KPI Status Update - Quarter 2 2023-2024 Financial 

Year  

 

 

Record No: D24/12847  

Report of: Strategy & Finance 

Responsible 

Officer: 

Justin Robbins, General Manager Strategy & Finance 

Ryan McMahon, Chief Executive Officer  

 
  

In alignment with the Services Review Committee Terms of Reference (clause 2.8), this 

information report provides a summary of the progress against Key Performance Indicators 

(KPIs).  
 

1. DISCUSSION 

 
1.1 Progress against Key Performance Indicators 

 

Key Performance Indicators (KPIs) enable Council to track progress in achieving the CEO 
KPIs as determined by Council and other Business Plan KPIs set within departmental 

business plans. A report detailing progress against the KPIs will be presented to the Services 

Review Committee on a quarterly basis. 

 
This Quarter 2 report represents the reporting period from July to December 2023 for the 

financial year 2023-

 
 

A summary of the relevant KPIs can be viewed in Attachment 1. 

 
The report for Quarter 2 indicates CEO KPIs are on track to be achieved by 30 June 2024 

 

 

 
 

Attachments  
 

1.⇩  Key Performance Indicators 2023-24 - Q2 Progress Update ................................... 117 
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Attachment 1 Item 15.8 

 
 

Key Performance Indicators 2023-24 

Output and Outcome Measure Responsibility Status 

Progress Update 

1. Financial Sustainability 

Ensure robust financial management by achieving 
the following (subject to decisions of Council not 
within the CEO’s control): 

• Operating surplus ratio - between 2.5% and 
10% on an annual basis in accordance with 
Long Term Financial Plan 

• Asset sustainability ratio – Capital outlays on 
renewing / replacing assets net of proceeds 
from the sale of replaced assets, as greater 
than 90% but less than 110% of depreciation 
over a rolling 3 year period 

• Net financial liabilities ratio of between 25% 
and 35% within a 3 to 5 year period 

As per measures in 
Financial Sustainability 
Policy 

Manager Finance 
& Rating Services 

On Track 

The most recent financial forecast for 
the year ending 30 June 2024 was 
presented to Council on 28 November 
2024. The following forecasts were 
reported: 
Operating surplus ratio: 5.9% 
 
Asset sustainability ratio: 124.9% - 
above target due to the strategic 
building investment program. 
 
Net financial liabilities ratio: 13.8% - 
below target due to grand funding 
received in advance for the strategic 
building program. 
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2. Customer Experience 

Commence implementation of the Customer 
Experience Strategy / Plan in order to provide a 
positive experience for customers based on 
honesty and transparency. 

Report presented to 
Service Review 
Committee providing 
status update on 
implementation 

Manager 
Customer & 
Communications 

On Track 

Customer Experience Strategy 
developed and rolled out. CX Coach 
position has been established to provide 
a dedicated resource towards 
implementation. Training program for 
all staff has been developed and 
deployment has commenced with 
training for key front-line staff a priority. 
 

Develop consistent standards and expectations for 
programs and events in Community Services 
including ongoing monitoring and review, having 
considered regular participant feedback and 
alignment to community needs and wellbeing. 
 

Standards presented to 
Service Review 
Committee 

General Manager, 
Community 
Services 

On Track 

Community connections framework 
currently being established to facilitate 
consistent program logic. 

3. Community Wellbeing 

The extent to which residents agree or disagree 
(based on their experience of living in the City of 
Tea Tree Gully), whether;  

• diversity is welcome and celebrated; 

• the City is a good place to raise a family and 
grow old; 

• the City is a place of growth and prosperity; 
and  

• people feel safe in the community. 
 

Measurement obtained 
from community survey 
results 

Manager 
Community 
Wellbeing 

On Track 

Annual community wellbeing survey will 
be undertaken during May 2024. 
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Undertake a review of active ageing services to 
ensure the service is sustainable, accessible and 
responds to changing community needs, while 
supporting belonging, inclusion and connection. 

Review outcomes 
presented to Services 
Review Committee. 

Manager 
Community 
Wellbeing 

Action Complete 

Review of Active Ageing Services has 
been completed with findings presented 
to Service Review Committee on 5 July 
2024. 
 

4. Asset Management 

Undertake a review of Asset Management Plans 
(AMPs) in accordance with legislative requirements 
to ensure they effectively guide the strategic 
direction of Council. 

AMPs presented to 
Council within 
legislative timeframes 

Manager 
Technical & 
Engineering 
Services 

Watch 

Project Plan for the development of the 
revised AMP is being developed for 
presentation to the March 2024 Audit 
Committee. 
 

Review the Playspace Guide to consider 
appropriate classification and distribution of 
playgrounds across the City, in consultation with 
Elected Members, to ensure playspace 
development addresses current and future 
community needs that aligns to strategic plans. 
 

Reviewed playspace 
guide adopted by 
Council by 30 June 
2024 

General Manager 
Strategy & 
Finance  

On Track 

Workshop with Elected Members has 
been scheduled for 19 March 2024 to 
seek input into the review of the 
Playspace Guide. 
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5. Strategic Planning 

Undertake a review of Strategic Plan to ensure it 
effectively guides the strategic direction of Council. 

Presented to Council 
within legislative 
timeframes 

Manager City 
Strategy 

On Track 

Preliminary investigations are underway 
for the update of Council’s Strategic 
Plan. Early engagement with the 
community and staff has been 
undertaken via a survey which has 
received nearly 540 responses. The 
findings of the survey, as well as 
broader feedback received will be 
workshopped with Elected Members in 
late February/early March. This will help 
lead to the development of a draft 
Strategic Plan for community 
consultation in June 2024 
 

6. Places 

Develop a master plan for Civic Centre, park and 
surrounding areas to ensure planning considers 
current and future community needs, and supports 
the revitalisation of Modbury Precinct as the City’s 
key activity centre. 

Masterplan presented 
to Council by 30 June 
2024 

General Manager 
Strategy & 
Finance 

On Track 

A workshop with Elected Members to 
present further concepts is currently 
being planned for late March. 
 

Prepare a City maintenance and presentation uplift 
plan to ensure places are appealing, safe, 
accessible and interesting, with progress updates 
reported to the Service Review Committee 

Plan developed, with 
progress updates 
provided to the 
Committee at every 
meeting 

General Manager 
City Operations 

 

On Track 

Refer to Service Review report attached 
to the agenda for the meeting on 21 
February 2024. 
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7. Project delivery 

Delivery of Council’s capital works program to 
ensure projects that are delivered are appealing, 
safe, accessible and interesting. 

Greater than or equal 
to 85% of delivery of 
Council’s planned 
capital works program 

Manager Project 
Management 
Office 

 

Watch 

While there has been progress in 
delivery of Council’s planned Capital 
Works program, market engagement 
activities continue to see price 
submission above budget. This has 
required value management exercises 
to ensure projects can be delivered, 
while still providing value to 
community. 
 

8. Continuous Improvement 

Demonstrate value for money and continuous 

improvement in what we deliver across our 

services, with four service reviews undertaken with 

regular progress reporting. 

4 services reviews 
undertaken with 
progress reports to 
Service Review 
Committee 
 

Manager 
Corporate 
Governance 

 

On Track 

Two services have been undertaken and 
completed with outcomes presented to 
Service Review Committee. 
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9. Staff Engagement 

Ensure the regular measurement of staff 
engagement levels, with an achievement of an 
employee engagement result of at least 65%, with 
at least 50% employee participation. Ensure that a 
process is in place to address the feedback 
provided. 

Pulse surveys at least 
once per quarter, with 
results based on the 
prior 12-month average 

Manager People 
& Capability 

On Track 

The Pulse Survey is run every 10 weeks. 
Response rate 67.03% and satisfaction 
rate of 72%. The results from each 
survey period are discussed with 
relevant staff and teams. This aims to 
ensure that the feedback is actioned 
and opportunities for improvement 
progressed. 
 

10. Leadership 

Create sustainable leadership that is focused on the 
long-term interests of the community, with the 
implementation of a revised organisation structure 
for Community Services 

Revised structure 
implemented 

General Manager 
Community 
Services 

On Track 

RFQ for the development and rollout of 
a targeted leadership program is 
currently being evaluated for 
commencement in Q4 2024. 
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Service Review Committee Meeting - 21 February 

2024 

Status Report on Service Review Committee 

Resolutions 

 

  

 
 

 

Note: This report is provided as information only. Actions relating to confidential minutes may 

not be included in the Status Report.  
 

Note: This report will be presented on a monthly basis, to the first meeting each month. 
 

 

Pending Actions 

 
Nil 

 

Completed Actions 
 

Minute No. Meeting Date Officer Subject Completed 

10 18/10/2023 
Baines, 

Rebecca 

Payroll Functional 

Analysis (future state 
recommendations) 

1/11/2023 

D23/83782     

13 Feb 2024 11:19am Rose, Samantha 

RFT selection phase complete and implementation phase underway 

 

Minute No. Meeting Date Officer Subject Completed 

13 18/10/2023 
Harvey, 
Olivia 

Customer Relations 
Contact Centre - Service 

Review Scope 

10/01/2024 

D23/83782     

01 Nov 2023 7:48pm Harvey, Olivia  

Scheduled to be carried out in Nov with report due by Dec 

10 Jan 2024 9:47am Harvey, Olivia 

Action plan endorsed by CEO on 8 Jan, works to commence immediately 



 

Service Review Committee Meeting - 21 February 2024 Page 124 

It
e

m
 1

6
.1

 

10 Jan 2024 9:48am Harvey, Olivia  

Action plan underway, works to commence between Jan and April 2024. 

 

Minute No. Meeting Date Officer Subject Completed 

11 18/10/2023 
Masterman

, Victoria 

Draft Playground Guide 

Review Principles and 

Methodology 

1/11/2023 

D23/83782     

01 Nov 2023 4:33pm Masterman, Victoria 

The recommendations were presented to Council at its meeting 24 October 2023, the 

recommendation was amended and future updates will be reported through the Council 
Meeting Action 

01 Nov 2023 4:36pm Masterman, Victoria  

The recommendation was amended at the 24 October 2023 Council meeting and will be 

used for all future reporting. 

 

Minute No. Meeting Date Officer Subject Completed 

12 18/10/2023 
Masterman
, Victoria 

Draft Main Roads and 

Gateways - Citywide 
Principles and 

Methodology 

30/10/2023 

D23/83782     

30 Oct 2023 11:42am Masterman, Victoria  

Ongoing reporting will continue through the original NOM dated 9 May 2023 

 

Minute No. Meeting Date Officer Subject Completed 

4 5/07/2023 
Monteleone, 

Lauren 

Quotations 

(Procurement) Service 
Review Project Scope 

5/02/2024 

D23/48333     

12 Oct 2023 1:35pm Cooper, Ilona 

Update report to be presented at Service Review Committee 18 October 2023 

12 Oct 2023 1:39pm Cooper, Ilona  

Awaiting implementation until completing item. 

05 Feb 2024 10:05am Monteleone, Lauren  

Implemented and SRC updated 18 October 2023 
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