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We are proud and delighted to present this report on the achievements  
of the Independent Review of the City of Greater Bendigo.
It is nearly four years since Council resolved to undertake this Review 
of Council and the organisation. It was the first substantive decision 
of this Council following the 2012 municipal elections.

When the Independent Review Committee submitted its Final Report 
with its 69 recommendations in June 2013, Council committed to 
responding to all recommendations by October 2016. The responses 
were finalised in June 2016.

As you will see the achievements have been considerable and far 
reaching. There are the obvious and easily measured benefits including 
substantial annual savings in expenditure, considerable operating 
efficiencies and improvements in services and systems. 

However the release of this report does not mean the review process 
is finished.

The implementation of the Independent Review has embedded 
many new practices and approaches that will be of lasting benefit: -

 ■ The introduction of a new Performance Evaluation System will 
track, benchmark and continuously improve the performance and 
output of Directorates, Units and individuals. This system is the 
key ingredient to lasting culture change where high performance 
is valued and encouraged.

 ■ The ongoing Service Review Program will reach all parts of the 
organisation to ensure Council invests in the right services at the 
right standard and in the right way to get the best value.

 ■ Significant improvements to the annual budget deliberation 
processes will provide ongoing savings through more rigorous 
assessment of expenditure items.

 ■ The new framework for evaluating, prioritising and funding capital 
works will ensure limited funds go only to chosen projects to best 
reflect the needs and priorities of Council and the community.

 ■ Improved systems for logging, tracking and handling customer 
inquiries and complaints will ensure faster, more informative, 
more reliable responses and help the organisation learn from 
customer feedback.

 ■ New asset management arrangements predicted to drastically 
reduce the funding gap for asset renewal over the next 10 years.

From the outset of this Review the community and staff responded 
positively to the opportunity to contribute ideas for the betterment 
of our community. 

We commend community members who participated in the process 
and the hundreds of staff who worked on the implementation.

The final result is arguably one of Council’s most significant achieve-
ments in a period of important milestones including the opening of 
Ulumbarra Theatre, adoption of the Residential Development Strategy, 
the launch of the Bendigo Airport upgrade and the Bendigo Indoor 
Aquatic and Wellbeing Centre.

Rod Fyffe OAM Craig Niemann
Mayor	 Chief	Executive	Officer

Message from the Mayor  
and Chief Executive Officer



Implementing The ‘Review’ Executive Summary Final Report

Implementation of the Independent Review of the City of Greater Bendigo – July 2016 3

In 2013 the Greater Bendigo City Council undertook an Independent 
Review of the Council and organisation to identify improvements to 
its operations.

Council appointed an Independent Review Committee (IRC) to gov-
ern the conduct of the review and Aurecon Australia Pty Ltd as the 
independent consultant to undertake the review. 

Aurecon interviewed 120 individuals and groups from across the 
Greater Bendigo community and reviewed 129 written submissions.

The IRC presented its Final Report to Council in July 2013. It noted 
the need for improved transparency, financial reporting and Council 
governance. It found no grounds to indicate the City was systemi-
cally overstaffed. 

The report made 69 recommendations for Improvements in:

 ■ Governance, 
 ■ Income & expenditure and economic development, 
 ■ Quality of service delivery, management and staffing, structure 

and innovation, 
 ■ Prioritising capital works, 
 ■ Communications and community engagement.

Council adopted in-principle the 69 recommendations and committed 
to completing all before its term expired in October 2016.

Council received regular reports on progress with implementation 
between June 2013 and June 2016.

In October 2013 the first set of recommendations were acknowledged 
as completed by Council and the final five recommendations were 
acknowledged as complete June 2016.

This report explains the Greater Bendigo City Council’s response to 
the Review’s findings, conclusions and 69 recommendations.

The report provides a detailed account of the:

 ■ Organisation’s key achievements from the Review
 ■ Background to the Review – its process and key themes.
 ■ Response process – how the organisation responded to and 

implemented the Review.
 ■ Organisation’s response to each recommendation including 

achievements to date, expenditure savings, efficiencies and im-
provements to services, processes and decision-making.

 December 2012 Council resolves to undertake an Independent Review of Council

 February 2013 Council appoints the Independent Review Committee (IRC) to oversee the conduct of the review.  
Council adopts a community engagement plan to encourage public and staff participation in the Review.

 March 2013 Aurecon Australia Pty Ltd is appointed as the independent consultant to the Review.

 July 2013 Council receives the IRC Final Report

 August 2013 Council adopts in-principle the Review’s 69 recommendations; appoints an Implementation Advisory Committee  
of All Councillors to oversee the City’s response to and implementation of the recommendations.

 October 2013 The response first group of recommendations is reported to Council and acknowledged as completed.

 December 2013 Appointment of implementation coordinator

 June 2016 The response to the final group of recommendations is reported to Council and acknowledged as completed.

Foreword

Key Dates
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The Independent Review of the Council and organisation has cre-
ated a more efficient and responsive, better-governed organisation 
equipped to engage with and meet the needs of its growing community.

Since the Final Report of the Review was released in June 2013 action 
on its findings and recommendations has resulted in: -

Governance
 ■ Improved systems and processes for the good governance of the 

organisation,
 ■ Increased support for Councillors, including training and education, 

to undertake demanding and increasingly time consuming roles.

Income and Expenditure and Economic Development
 ■ Net savings predicted to reach more than $4.2 million for the four 

years to 30 June 2017,
 ■ Significant improvements to the annual budget process including 

improved expenditure scrutiny measures resulting in the removal 
of $3.67 million of expenditure items from the 2016-17 budget, 

 ■ The retention and ‘refreshment’ of the City Futures Directorate as 
the City’s primary vehicle for driving Greater Bendigo’s economic 
development and jobs growth,

 ■ Substantially increased support for small business.

Quality of Service Delivery, Management and Staffing, 
Structure and Innovation

 ■ The introduction of an ongoing service review program to reach 
all parts of the organisation over the next three years,

 ■ Improvements to a range of services including statutory and 
strategic planning,

 ■ A new system for measuring the performance of Directorates, 
Business Units and individuals to encourage a culture of high 
performance at all levels of the organisation,

 ■ A better system for recording, tracking and responding to customer 
inquiries, requests and complaints,

 ■ The consolidation of Bendigo and Heathcote customer support 
phone systems.

 ■ An offer to work with the State Government to explore the feasibility 
of providing a single building or one-stop-shop to house a range 
of State and Council services

Prioritising Capital and Major Works
 ■ A more transparent, objective and rigorous approach to evalu-

ating and prioritising projects to be funded through the Capital 
Works program,

 ■ An overhaul of asset management resulting in:
 – An increase of approximately $5 million in annual spending 

on asset renewal,
 – An estimated $60 million reduction in the forecast asset 

renewal funding gap over the next 10 years. (Source: City 
of Greater Bendigo: Asset Management: Projected 10 Year 
Renewal	Funding	Profile,	2016.)

Communication and Community Engagement
 ■ Better guidelines and standards to improve the organisation’s 

ability to engage residents in the decision-making process.

Key Achievements

Review savings and costs

0 $1M $2M $3M $4M $5M $6M $7M

Deleted 
expenditure ($3.6M)

Savings ($6.6M)

Costs avoided ($0.7M)Costs avoided ($0.7M)

-$1M-$2M-$3M

Costs (-$2.7M)
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The City responded to most of the recommendations by deploy-
ing existing resources. However in some circumstances additional 
expenditure was incurred in staff; consultants; staff training in new 
policies, systems and procedures; customer surveys and system 
improvements. 

Council approved additional expenditure directly associated with 
implementation of the Review covering staff; consultants; staff 
training in improved policies, procedures and systems; software, 
customer/stakeholder surveys and system improvements. These 
costs are estimated to total $2,371,334 for the period 1 July 2013 
and 30 June 2017.

Savings achieved through action on the recommendations are esti-
mated to reach approximately $6,602,168 over the four-year period. 
The major areas of savings arose through:

 ■ Review of waste management contracts (Recommendation 19)
 ■ Reviews of aged & disability and early childhood services (Recom-

mendations 6, 7, 15, 20 & 21)
 ■ Savings in graphic design costs (Recommendation 45)
 ■ Review of advertising costs and the renegotiation of contracts 

(Recommendation 38)
 ■ Improvements to budget preparation and expenditure scrutiny 

arising from the review culminated in the removal of a further $3.67 
million of expenditure items from the 2016-17 budget.

 – $1.6 million by deleting some line items transferred from the 
previous year’s budget

 – $978,000 by not increasing all expenditure line items by CPI 
or another growth factor, and 

 – $1.1 million by removing some projects which had not 
proceeded in the previous year. (See Recommendation 4)

Additional expenditure totalling approximately $737,217 over the 
four-year period was avoided when staff identified alternative ways 
to implement Recommendations 69 – Asset Management System 
and 55 Continuous Improvement. In addition, the decision not to 
appoint a Councillor research officer saved approximately $87,000 
in annual spending from 2016-17.

1. Costs 
 1 July 2013 to 30 June 2017

Additional staff* $1,210,120

Staff redundancies and associated costs $44,628

Staff training $104,608

Consultants/Contractors/legal fees** $366,302

Software/communication equipment $405,891

Additional operational expenditure $238,082

TOTAL $2,371,334

* Includes short term positions to assist in the implementation 
of	the	performance	evaluation	system,	Reconciliation	
Plan,	Cultural	Inclusion	and	Diversity	Strategy	and	
service review program and ongoing positions in 
graphic	design	and	community	engagement.

**	 Includes	cost	of	Review	(Aurecon)	$250,000

2. Savings
 1 July 2013 to 30 June 2017

Staff and on-costs  
(Aged & Disability and  
Early Childhood Service Reviews)

$1,686,000

Operating costs  
(Early Childhood Service Review)

$108,000

Consultants/Contractors/External Services 
(Advertising, waste management, graphic design)

$4,808,168

TOTAL $6,602,168

3. Deleted expenditure
 2016-17 Budget scrutiny

Additional savings achieved by deletion  
of expenditure items

$3,678,000

4. Costs avoided
 Additional savings achieved by not proceeding with a  

Recommendation as proposed by the Review.

Additional staff*** $87,217

Software $500,000

Operating costs $150,000

TOTAL $737,217

***	 Councillor	Research	Officer.

Costs and savings from the Review
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In 2013 the Greater Bendigo City Council undertook an Independ-
ent Review of the Council and the City’s operations. The resolution 
required that:

 ■ Council conduct an external independent public review by 30 
June 2013.

 ■ That an estimated amount of $250,000 be set aside mid-year to 
carry out the Review.

 ■ That an Independent Review Committee (IRC) be established 
comprising of an independent Chairman, three Councillors and 
two other community members.

Scope of Review
The scope of the review addressed six key areas:

 ■ Council income and expenditure,
 ■ Quality of service delivery by Council,
 ■ Innovative strategies in management, staffing and structure of 

Council,
 ■ Prioritising Capital and Major works,
 ■ Greater Bendigo’s economic development and the City’s role 

associated with it,
 ■ City’s communication and community engagement strategies.

Governance emerged as a key area of interest during the review and 
was added to the scope.

The Independent Review Committee
The Independent Review Committee, appointed after a call for 
expressions of interest comprised the following:

 ■ Rod Hanson (Community Member and Chair),
 ■ Nigel McGuckian (Community Member),
 ■ Margaret O’Rourke (Community Member),
 ■ Mayor Cr Lisa Ruffell,
 ■ Cr James Williams,
 ■ Cr Peter Cox.

The Review process
Aurecon Australia Pty Ltd (Aurecon) was appointed as the independ-
ent consultant to undertake the review. Work took place between 
April and June 2013.

The Review received 129 written submissions and more than 120 
individuals and groups (internal and external) representing a diverse 
cross-section of the Greater Bendigo community were interviewed 
by Aurecon.

As a growing community the City of Greater Bendigo, like other 
municipalities across Victoria, faces many cost pressures and other 
challenges in trying to provide the range of services and infrastructure 
needed by the community.

These challenges intensified for the 2016/2017 budget and beyond 
with the introduction of the State Government’s decision to cap rate 
increases to CPI. This means rate increases now provide for cost in-
creases only, and do not provide for service growth or infrastructure 
expansion. 

Other pressures on the 2016/2017 budget included:

 ■ Managing the impact of being a growing regional city.
 ■ A significant reduction in some Federal and State Government 

recurrent grants through a freeze on indexation.
 ■ Ongoing cost shifting from the Federal and State Governments 

leaving local government to pick up the costs of some services 
delivered on behalf of the State and Federal Governments.

 ■ The potential future liability of the Defined Benefits Superannua-
tion Fund (see Recommendation 31).

 ■ Delivery of the Council and the community’s priorities as outlined 
in the Greater Bendigo Council Plan.

 ■ The need to replace and upgrade ageing infrastructure.

Despite these pressures the City has produced a budget to maintain 
existing service levels, provide for minor service growth in some 
areas, fund a range of new, renewal and upgrade infrastructure 
works throughout the municipality and deliver the largest program 
of capital works even seen in Greater Bendigo. 

In summary, the range of one-off and ongoing savings, efficiencies 
and expenditure reduction measures achieved through the Inde-
pendent Review has played a substantial role in enabling the City 
to continue to deliver high quality services and infrastructure to the 
Greater Bendigo community in an environment of financial constraint. 

Process and Key Themes  
of the Independent Review

Impact on the 2016-17 budget
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The key issues
Key issues to emerge during the Review included a belief that City 
operations and decision-making lacked transparency, the City was 
overstaffed and cost efficiencies could be found. These were ad-
dressed as follows:

Transparency
A number of the key Recommendations arising from this Review are 
concerned with transparency and governance.

Key themes included the need for:

 ■ The City to provide timely and more detailed information to 
Councillors on ongoing and emerging issues and risks including 
financial trends as they emerged. 

 ■ An improved working relationship between Councillors, City 
leadership and broader staff so that each recognised the other’s 
contribution. 

 ■ Improved financial reporting and transparency,
 ■ Consideration of the establishment of stand-alone entities to 

manage some activities.

Staffing
 ■ There were no grounds to suggest the City was systemically 

overstaffed based on benchmarking with comparable Local 
Government organisations. 

 ■ Total Chief Executive Officer (CEO) and Director remuneration as 
a percentage of total remuneration costs is below average for the 
benchmarked organisations

 ■ Total labour cost as a percentage of annual budget is the lowest 
at 32.5% compared to a high of 44%

 ■ Manager to staff ratio is 1:20 compared with a low of 1:18 and a 
high of 1:44

 ■ Expenditure in 2011-12 was $1,484 per head of population com-
pared to a low of $1,239 and a high of $1,848

 ■ Total staff per 100 of population was the lowest at 0.67 compared 
to a high of 1.01

 ■ The City’s current level of service delivery was consistent with the 
current Council Vision. 

 ■ However reviews into Waste Strategy, Aged and Disability Services 
and Early Childhood Services may identify areas for savings.

Cost efficiency
The salient points identified in the Report included:

 ■ Changes and improvements in the management of certain council 
activities, including Economic Development Unit, Tourism, the 
Bendigo Art Gallery, The Capital and Major Events may deliver 
cost efficiencies 

 ■ The reviews into Waste Strategy, Aged and Disability Services and 
Early Childhood Services should be completed and any recom-
mendations carefully considered. Any resulting changes to service 
delivery should be clearly explained to the community.

 ■ Long term asset management strategies and capital investment 
decisions must be justified through the preparation of a business 
case showing evidence of a direct cost benefit

 ■ The consolidation of certain activities, in particular media and 
communications (including purchasing) would deliver a more 
cost effective outcome

 ■ A comprehensive review of position descriptions, role titles and 
function would assist in identifying duplication and gaps

 ■ The lack of a comprehensive performance and development 
process including succession planning was a concern

 ■ User charges were inconsistently applied and did not recover 
costs incurred from damage and rectification to Council assets 
through fees or condition bonds.

Office consolidation
Significant operational efficiencies may be gained through the con-
solidation of activities into a single facility. A business case could 
be developed to explore whether efficiencies could be achieved 
in operating costs or service delivery through office consolidation.

Process and Key Themes  
of the Independent Review Independent Review Committee Members (left to right):  

Nigel McGuckian, Cr James Williams, Rod Hanson,  
Mayor Cr Lisa Ruffell, Cr Peter Cox and Margaret O’Rourke.
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Council response
Upon receiving the Final Report of the Independent Review in June 
2013 Council adopted in-principle all 69 recommendations and 
committed to responding to all 69 during the current Council term, 
which expires in October 2016.

Council established an Implementation Advisory Committee of all 
Councillors supported by the Chief Executive Officer and the Manager 
of Executive Services to oversee the City’s response and implementa-
tion of the recommendations.

Over 20 months Council received regular reports (approximately 
every six weeks) at its Ordinary Meetings on progress with the im-
plementation.

Council acknowledged a Recommendation as completed when:

 ■ all associated actions were completed, or
 ■  where the work was ongoing, when Council was satisfied all initial 

actions were completed and a framework was in place to ensure 
future work was undertaken and completed in a structured man-
ner, or

 ■  the recommendation was addressed in a different way that better 
aligned with Council’s objectives and the work was completed.

City’s response
The organisation adopted a structured approach to implementing 
the Final Report. The CEO assigned recommendations to the relevant 
Directorates to investigate and implement.

The recommendations proposing improvements to the annual budget 
preparations were incorporated into the 2014-15 budget process.

Recommendations addressing the same or similar issues/subjects were 
clustered and project teams appointed to prepare implementation 
project plans. For example a group of recommendations represented 
the building blocks to achieving a high performance culture in the 
organisation, specifically Recommendations 2, 9, 10, 49, 51, and 55. 

Similarly Recommendations 29, 37, 43, 46 and 50 addressed the key 
ingredients for an improved framework to guide the organisation’s 
community engagement.

Recommendations 23 and 24 addressed the need for a much-improved 
performance in recording, tracking, responding to and closing the 
loop on customer requests.

As Project Groups assumed the task of investigation and implementa-
tion the Executive Management Team established a quarterly moni-
toring and reporting to track progress with all the recommendations.

External advice was sought in evaluating Recommendation 8 on 
investigating the option of separating most functions of City Futures 
into a separate entity. 

For Recommendation 31 relating to reducing the City’s superannua-
tion liability, the City sought the support of the Municipal Association 
of Victoria in lobbying State and Federal authorities for reform of the 
legislation which places an unnecessary financial on municipalities 
including Greater Bendigo.

A coordinator was appointed from December 2013 to June 2016 to 
support the Project Teams, track and monitor progress and provides 
progress reports to EMT and Council.

Implementation
The implementation of some recommendations was straight forward 
and completed in a relatively short time. Some including those relating 
to ‘closing the loop’ on customer service took almost two and a half 
years and the task of pursing continual improvement in customer 
service will be ongoing.

In October 2013 the first set of recommendations were acknowledged 
as completed by Council and the final five recommendations were 
acknowledged as complete June 2016 – three years after the release 
of the Report.

Response and Implementation
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