Implementing
‘The Review’
Final Report

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

Implementing ‘The Review’ – Final Report

Table of Contents
Page
Message from the Mayor and Chief Executive Officer

2

Foreword

3

Key dates

3

Key Achievements

4

Costs and savings from the Review

5

Impact on the 2016-17 Budget

6

Process and Key Themes of the Independent Review

7

Response and Implementation

8

Recommendations in detail

9

Council’s Top Ten

10

Governance

19

Income and Expenditure and Economic Development

22

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

29

Prioritising Capital and Major Works

44

Communication and Community Engagement

47

Table of Recommendations

53

Recommendations 2, 3, 4, 8, 28, 32, 16, 26, 10, 11

Recommendations 40, 41, 56, 57, 58, 67

Recommendations 48, 59, 63, 64, 65, 66, 18, 22, 30, 31, 49

Recommendations 5, 19, 6, 7, 15, 20, 21, 12, 13, 34, 42, 53, 54, 9, 14, 17, 23, 24, 33, 44, 47, 51, 52, 55, 68

Recommendations 25, 27, 35, 36, 69

Recommendations 1, 37, 29, 38, 39, 43, 45, 46, 50, 60, 61, 62

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

1

Implementing ‘The Review’ – Final Report

Implementing ‘The Review’ – Final Report

Message from the Mayor
and Chief Executive Officer

Foreword

We are proud and delighted to present this report on the achievements
of the Independent Review of the City of Greater Bendigo.

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 govern the conduct of the review and Aurecon Australia Pty Ltd as the
independent consultant to undertake the review.

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.

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

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.

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 systemically overstaffed.

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 achievements 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
Mayor

Craig Niemann
Chief Executive Officer

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 improvements to services, processes and decision-making.

Key Dates
December 2012
February 2013

March 2013
July 2013
August 2013

October 2013

June 2016
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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.

■■

Governance,
Income & expenditure and economic development,
Quality of service delivery, management and staffing, structure
and innovation,
Prioritising capital works,
Communications and community engagement.

December 2013

2

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

■■

The report made 69 recommendations for Improvements in:
■■

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

Council resolves to undertake an Independent Review of Council
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.
Aurecon Australia Pty Ltd is appointed as the independent consultant to the Review.
Council receives the IRC Final Report
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.
The response first group of recommendations is reported to Council and acknowledged as completed.
Appointment of implementation coordinator
The response to the final group of recommendations is reported to Council and acknowledged as completed.

Implementation of the Independent Review of the City of Greater Bendigo – July 2016
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Key Achievements

Costs and savings from the Review

The Independent Review of the Council and organisation has created 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.

■■

Prioritising Capital and Major Works

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
■■

■■

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
A more transparent, objective and rigorous approach to evaluating 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
■■

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,

Better guidelines and standards to improve the organisation’s
ability to engage residents in the decision-making process.

Review savings and costs
-$3M

-$2M

-$1M

0

$1M

$2M

$3M

Costs (-$2.7M)

$4M

$5M

$6M

$7M

The City responded to most of the recommendations by deploying 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.

1. Costs

1 July 2013 to 30 June 2017

Additional staff*
Staff redundancies and associated costs

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 estimated 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 (Recommendations 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.

$104,608

Consultants/Contractors/legal fees**

$366,302

Software/communication equipment

$405,891

Additional operational expenditure

$238,082

TOTAL
*

Deleted
expenditure ($3.6M)

Costs avoided ($0.7M)

$44,628

Staff training

$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

Savings ($6.6M)

$1,210,120

$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.
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Impact on the 2016-17 budget
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 increases 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 Superannuation 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 Independent 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.

■■

■■

■■

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.

The salient points identified in the Report included:

■■

■■

■■

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.

■■
■■

■■
■■

■■

6

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.

■■

■■

■■

The Review process

■■

Aurecon Australia Pty Ltd (Aurecon) was appointed as the independent 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.

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

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

The scope of the review addressed six key areas:
■■

■■

■■

Key themes included the need for:

■■

■■

Scope of Review

Cost efficiency

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 addressed as follows:
A number of the key Recommendations arising from this Review are
concerned with transparency and governance.

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

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.

The key issues

Transparency

Process and Key Themes
of the Independent Review
In 2013 the Greater Bendigo City Council undertook an Independent Review of the Council and the City’s operations. The resolution
required that:

Process and Key Themes
of the Independent Review

■■

■■

■■

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 compared 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.

■■

■■

■■

■■

■■

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 recommendations 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 consolidation 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.

Implementation of the Independent Review of the City of Greater Bendigo – July 2016
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Response and Implementation

Recommendations in detail

Council response

The following pages document the response to all 69 recommendations.

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 implementation of the recommendations.
Over 20 months Council received regular reports (approximately
every six weeks) at its Ordinary Meetings on progress with the implementation.
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 manner, 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.

8
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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 implementation the Executive Management Team established a quarterly monitoring 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 superannuation 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 recommendations are not listed in numeric but under the relevant subject heading:
■■
■■
■■
■■
■■
■■

Council’s Top Ten
Governance,
Income & expenditure and economic development,
Quality of service delivery, management and staffing, structure and innovation,
Prioritising capital works,
Communications and community engagement.

Implementation Workstreams

15% Council’s Top Ten

9%

Governance

16% Income, expenditure,
economic development

7%

Prioritising capital works

17% Communication and
community engagement

36% Quality of service, management,
staffing, innovation

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.

Implementation of the Independent Review of the City of Greater Bendigo – July 2016
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Council’s Top Ten
These were the top ten priorities nominated by Council.

Recommendation 2 –
Review of Classifications
Priority:
High
Timeframe: Short
Undertake an organisation-wide review of all classifications and work
structures to formalise and document consistent roles, responsibilities
and salary banding.

Expected outcome
■■
■■
■■

Consistent salary banding across the organisation.
Clearly defined roles and responsibilities.
Increased operational performance across the organisation.

Response
At the time of the Independent Review the City deployed 461 position
descriptions across the organisation. These position descriptions also
guide the setting of classifications for each employee.
It is understandable that Aurecon made the recommendation in
the context that not all roles and salary bandings had been recently
reviewed.
However, the recommendation is being implemented using methods
that avoid the costs and other implications of a one-off organisationwide review whilst still achieving the outcomes envisaged by the
recommendation.
Classification and work structure reviews are on-going and form part of:
■■
■■
■■
■■

Restructuring of Directorates or Business Units
Recruitment of new or replacement personnel
Requests for classification reviews under the Enterprise Agreement
Individual staff performance reviews.

The organisational restructure announced by the Chief Executive
Officer in June 2016 reducing the number of Directorates from five
to four will result in a further review of workplace classifications and
position descriptions.

Recruitment
Between 2010 and 2015 the City recruited on average 118 positions
each year, predominantly to fill vacancies for existing positions resulting in a review of 25.6% of the positions within the organisation
via the recruitment process.

Classification review requests
Between 2010 and 2015 a total of 36 PD’s were reviewed at the request
of staff resulting in 27 reclassifications.

Individual performance reviews
The Performance Evaluation System (Recommendation 10) triggers
an annual performance review of each employee including a review
of their position description and classification.
The above statistics relate to the period 2010-2015. Since 2015 an
additional 146 PD’s have been reviewed through restructures, position reviews and recruitment processes

Impact
The measures outlined above ensure there is regular and ongoing
review of classifications and work structures and employees have a
current PD reflecting their roles and duties. Since 2012 classification
reviews have resulted in the reclassification of 87 positions. Since 2014
the City has recruited to fill 218 vacancies. In three cases a review
of the classification resulted in the position being reclassified at a
lower level prior to recruitment.

Between 2010 and 2015 an estimated 98% of positions had undergone a formal work structure and/or classification review by the
responsible manager and the Human Resources team. This review
and improvement process is ongoing.
In addition, position descriptions are updated as needed to focus on
new requirements including – staff values and conduct, workplace
health and safety, customer responsiveness etc.

Restructuring
Since 2010 there have been significant restructures effecting whole
Directorates and numerous Business Units prompting a review of
relevant classifications and work structures.
By 2015 an estimated 88% of positions had also undergone a
review of classification and position description as a consequence
of restructure or realignment. This work is expected to be ongoing.

Recommendation 3 –
Matter for Decision Template

Recommendation 4 – Capital
Works Evaluation Framework

Priority:
High
Timeframe: Intermediate

Priority:
High
Timeframe: Short

Create a standardised Matter for Decision template for investment
and business case proposals (capital works, operational expenditure,
service provision, upgrades/renewals, direct requests from Council and
asset maintenance) to be applied across all Directorates.
The template must include:
–– Information on the project, the need and purpose,
and budget implications
–– The outcome for and benefit to the community
–– Clearly link the expose to the Asset Management Register
(if appropriate)
–– A clear link between Council’s Vision, Plan and the project
–– A monetary risk and threshold and decision-making process to
define the extent and depth of the business case and reporting
required and level of approval (similar to a procurement policy).

Expected outcome
■■

■■

Clear and transparent matter for decision process implemented
across the organisation.
This will enable transparent decisions to be collated and assessed.

Create a formal asset management and infrastructure project ranking
and evaluation framework.

Expected outcome
■■

Response
In response the City developed a Capital Evaluation Framework as
an assessment tool for prioritising new requests for capital works
projects. The framework was used for the first time as part of the
2014/15 Council Budget preparation process and has been refined
and improved each year since.
The key principles of the new framework are:
■■

■■

Response
New templates – a Capital Works Business Case and an Operating
Budget Initiative Form – have been introduced to standardised the
information required when lodging investment and business case
proposals. This process operated successfully (for the first time)
during the development of the 2014/15 budget.
It was subsequently extended to include any proposals to expend
funds which are lodged outside of the annual budget process. This
includes the mid-year budget review, and any other time of year when
Council approval is sought for additional expenditure.

Impact
The process has now been in place for two budgets.
The substantial benefits arising from this initiative, combined with
the new Capital Evaluation Framework are outlined in response to
Recommendation 4.

A structured and transparent approach to selecting the programs
and infrastructure investments that provides the greatest value
to the community.

■■

New project bids require a business case scored against a set of
pre-determined criteria to determine the priority against other
projects
The introduction of a new Evaluation Panel to weigh proposals
against community need/benefit and how they align with the
Council plan, particularly its aim of making Greater Bendigo
Australia’s most liveable regional city.
Projects are listed in order of highest to lowest priority. The highest
priority projects should receive funding, in order, until the budget
limit is reached.

The introduction of the CEF has been highly successful in creating
a clearer link between the business case and the decision making
process. It has also helped streamline the budget process.
These changes give priority to issues such as heritage preservation,
promoting productivity, sustainability and reducing environmental
impact, social equity/social inclusion particularly for residents experiencing disadvantage, responding to service demand, contributing
to township support, and improving presentation and vibrancy.

Impact
The process has been introduced for two budget cycles and has been
well received within the organisation. It has provided a structured,
more rigorous, transparent methodology for evaluating Capital Works
and the investment in new assets.

continued ▶
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As a result the community can be assured the City’s limited funds are
being spent on capital works projects that reflect Council’s priorities
in the Council Plan.
A further benefit is the early communication of available funds which
encourages staff to concentrate on priorities and reduces the number of budget submissions. Submission quality has also improved.
The reduction in the number of submissions, combined with the improvement in quality and the deletion of those least likely to receive
priority has resulted in a considerable time saving for Councillors and
senior management when reviewing the capital works budget bids.
This saving in time has freed the Finance Unit to concentrate on a
more exhaustive, more rigorous line item review of the draft budget.
During this process for the 2016/17 budget the Finance Unit identified
the following savings:
■■

■■

■■

Implementing ‘The Review’ – Final Report

Mr Stewart concluded:
■■

■■

■■
■■

The recommendation regarding separation does not appear to
be justifiable
There is no evidence the listed alternative business models would
be more efficient or offer better methods of fostering economic
development and jobs growth
Key outcomes can be delivered without need for separation
Alternative business models appear to be a much more costly
alternative than the current structure.

■■

■■

Total savings of these three processes equates to 3.6M

The recommendation to separate parts of City Futures into a
separate entity is seriously flawed and would fragment and stall
Greater Bendigo’s drive for economic development and jobs drive.
Further, the aspiration of self-sufficiency is unworkable.
Greater Bendigo community would be better served if the role
of the Directorate is retained in its present form but ‘refreshed’
to provide, amongst other things, greater support for small business, helping significant business/industry initiatives and major
developments through the regulatory, environment, and securing decentralisation of government services and employment to
Bendigo, possibly in combination with a future new centralised
office for the organisation.

Council released the CEO’s response to Recommendation 8 for public
exhibition for six weeks before making a final decision.

Priority:
High
Timeframe: Short
Investigate the option to separate the Economic Development Unit,
Tourism, the Bendigo Art Gallery, The Capital and Major Events from
City Futures into a separate entity.
This investigation must include an implementation plan which would
provide strategies and direction for the entity and underlying Business
Units to aspire to become a self-funding operation within five years of
separation. It must also include a plan to incorporate Major Projects
into another Directorate of CoGB.

Expected outcome
■■
■■

Increased and sustained economic development in the region.
Increased transparency and reporting on the income and
expenditure of these units.

■■

■■

Reaffirm the current strategy for driving economic development
and jobs growth;
Endorse the CEO’s proposal for refreshing the City Futures through
a series of actions including:
I.

A significantly elevated commitment to small business support, facilitation and development,

II.

An expanded role in helping the organisation move to a more
commercialised approach to achieve greater utilisation of
venues,

III. An enhanced role in assisting our significant business/industry initiatives major developments through the regulatory
environment,
IV.

An expanded brief to promote, secure and help accommodate a greater decentralisation of government services
and employment to Bendigo, possibly through joint venture
development with the private sector,

V.

Progress Recommendation 11 relating to consolidation of
COGB offices,

Response
In March 2015 Council considered a comprehensive 202-page response
to the recommendation by the CEO and including an independent
assessment of the recommendation by Mr Graeme Stewart of AFS
& Associates.

■■

Acknowledge that units of the City of Greater Bendigo will continue
to be subject to service reviews and continuous improvement
processes which will be applied broadly across the organisation.

■■

■■

■■

Impact
Considerable progress has been achieved in implementing Council’s
decision.

Small Business Support
The Economic Development Unit (EDU) re-allocated resources for
two employees to be engaged directly in supporting small business.
Small business advocacy has been enhanced through the introduction of:
■■

■■

■■

Public submissions demonstrated overwhelming support for the
current structure, role and strategic direction of the City Futures Directorate from within business, community organisations and residents.
After considering the CEO’s response and public submissions Council
resolved to:

In addition new organisations have been formed to help meet the
contemporary needs of small business groupings in Greater Bendigo.
These include:

VII. An expanded role in helping reinvigorate the Bendigo Trust
including its product offering and marketing.

The CEO’s report itself concluded:

$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

Recommendation 8 –
City Futures

VI. A mandate to investigate the progressive expansion of
Bendigo Tourism into a major and more widely focussed
Regional Tourism Body through the potential cooperative
consolidation of tourism services within Greater Bendigo and
participating neighbouring municipalities in the region, and

■■

■■

■■

■■

■■

A revised Business Support Directory that identifies all business
support organisations and services available to local businesses.
A Mentoring Program to align any local businesses with appropriate mentoring support to assist business growth.
A Small Business Health Check Service to allow a business to
self-assess its performance against 10 fundamental disciplines
of best business practices, followed up by a consultation with
an EDU staff member.
Bendigo Funding finder – allowing local businesses to quickly
identify and win grants or competitions available to enhance
business growth and recognition.
Supporting Local Business Bendigo online Forum. An online ‘selfhelp’ community for local small and micro business.
Eleven Business Education videos explaining the A-Z of running
a successful business, stored on the City’s YouTube Channel.
Bendigo Tourism created a low level entry level membership to
encourage small businesses to be part of the Marilyn promotions
this year and receive a taste of tourism. One of the benefits was to
receive a Marilyn welcome sign, which was funded by the Tourism
unit in conjunction with Economic Development (see attach). The
membership also included an invitation to a special preview of
the exhibition, as well as regular industry updates on events and
opportunities.
Bendigo Tourism sponsored workshops for the Bendigo Small
Business Festival with James Roper and Russell Zimmerman. These
workshops focused on retail in the 21st century and were offered
to Bendigo Tourism members and the wider business community.

Local business advisors and mentors have formed a representative entity called LEAD. This entity is a vehicle for collaborating in
the development of best practice and providing a representative
body for their profession in Central Victoria.
Another group has been encouraged to represent Central Victorian
virtual executives, a growing trend for micro businesses. Central
Victorian Virtual Associates (CVVA) addresses a growing trend for
small businesses who seek to outsource administrative tasks.
‘Supporting Local Business Bendigo’ is a new online forum to
support the business community through Facebook, Instagram
and Twitter accounts enables businesses to engage, share ideas
and obtain best practice advice or links to complementary businesses. This virtual community was launched on 5 May 2016.

EDU staff undertook a planned CBD business visitation program. More
than 200 businesses were visited. One of the outcomes has been a
series of workshops entitled “The Fine Art of Retail” and covering:
■■
■■
■■
■■

Visual Merchandising (due to demand, two sessions were held)
Timeless Marketing
Finance
Customer Service

Greater Utilisation of Venues
The Capital Venues & Events and Major Events Units are working
together to maximise use of key venues.
For example the success of Major Events in attracting significant
events to Bendigo, particularly in the sport and leisure portfolio,
is bringing new business to venues such as The Capital Theatre,
Ulumbarra, the Town Hall, Bendigo Stadium, the Bendigo Exhibition
Centre, the QEO, Tom Flood Sports Centre and the Greater Bendigo
Aquatic and Wellbeing Centre.
An important part of the Unit’s work is to continually scan for new
business to place into these venues to maximise occupancy.
The City’s relationship with the Lakkis Catering Group has helped
stimulate additional use of the Ulumbarra foyer and the Bendigo
Town Hall for weddings, dinners and other commercial events. Many
large conferences have also been held during 2016.
The City has also developed promotional alliances in the private
sector which has resulted in the regular promotion of our key venues through The Schaller Studio’s national database, Telstra Stores
Bendigo’s regional database and Audi Bendigo’s targeted list of
high-end luxury vehicle consumers. A new alliance with WIN TV will
result in more than $150,000 retail value in TV advertising delivered
to promote the City venues and events.
Finally, the City is looking to take advantage of the increased flexibility offered by Ulumbarra Theatre to The State Government and
the Victorian Association of Performing Arts Centres have both identified contemporary music as a growth opportunity for performing
arts and is exploring ways to better present and coordinate product
delivery in this space.
continued ▶
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Helping business/development with regulation
The Small Business employees help businesses navigate the array
of regulation involved in establishing and/or developing their business ventures.
As part of the process the Small Business Support team has linked
with other City employees who share a regulatory or statutory role
and expertise to provide advice and assistance.

Decentralisation of Government Services/Consolidation
of Offices
In 2015 the Victorian Government announced a review of its regional
economic development strategy and service review model overseen
by an external advisory board chaired by former Premier the Hon.
John Brumby and including the CEO Mr Craig Niemann.
The subsequent Regional Economic Development and Services Review Final Report included recommendations to encourage further
industry innovation and to improve regional service delivery.
The report recommended the Victorian Government provide a one stop
shop in regional centres through the co-location of government and
public sector agencies, beginning with Bendigo, Ballarat and Geelong.
The report found co-location would improve services to the public,
improve networking and collaboration between departments, provide
efficiencies and cost savings, boost economic activity in regional
settings and help with staff recruitment.
In response to the report the government committed to improving
rural and regional business support by providing one-stop-shops to
house new trade and investment teams and economic development
specialists from across government departments and local and Commonwealth governments. The new regional business centres would
be established initially in Bendigo, Ballarat, Geelong and Traralgon.
Council has written to the Government advising it would be willing
to participate in a feasibility study of such a proposal.
In the meantime the City’s executive team has investigated alternative models of office layout and design as part of the broader office
accommodation project.

Regional Tourism
The Bendigo/Loddon Region welcomes 1.733 million day trippers
and 866,000 over-night visitors each year – a total of 2.6 million
visitors annually.

Implementing ‘The Review’ – Final Report

BRT is also working with Visit Victoria and major media to showcase
the broader region. A business case is being prepared for official
recognition of Bendigo Regional Tourism as a regional tourism body
in its own right.
In May 2016 the Bendigo Regional Tourism Destination Management
Plan was launched in Castlemaine to build the region’s growing
tourism potential over the next five years through marketing activities and strategies to attract more tourists and provide more jobs
for local residents.

Bendigo Trust
The City’s recurrent funding for the Bendigo Trust (now Bendigo
Heritage Attractions) has increased significantly in recent years:
■■
■■
■■
■■
■■

12/13
13/14
14/15
15/16
16/17

Capital works funding also increased.
In addition to the extra financial support the Manager, Major Projects
supports the Trust on a variety of issues and is a conduit for the Trust
in accessing City expertise in Finance, Property, Risk and the City
Futures Directorate.
The Property Unit also provides project management expertise on
a number of capital works projects. The Finance Manager is a part
of the Trust audit committee.

Formalise and document the process used to develop individual project
budgets for Capital Works.

Expected outcome
■■

Four municipalities – Central Goldfields, Greater Bendigo, Loddon
and Mt Alexander – have formed Bendigo Regional Tourism (BRT) and
agreed in principal to taking a regional approach to tourism promotion and the potential cooperative consolidation of tourism services.
BRT is updating its Memorandum of Understanding (MOU) to reflect
the proposed operating model for the four municipalities.
The four municipalities have agreed to create a regional website
to consolidate their existing websites and provide a simpler visitor
experience.

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

A significant impact of staff training has been the ability of staff to step
up into acting roles as the need arises right across the organisation.

Recommendation 16 –
Major Projects

As part of a continual improvement process and in response to the
recommendations of the Independent Review a Budget Manual was
created to guide the annual budget process.

Priority:
High
Timeframe: Ongoing

The Budget Manual outlines the processes to be used to develop
the Operating and Capital Works Budgets. It is updated annually for
each budget cycle.

Mandate the completion of business cases to investment grade for all
major investment projects.

Impact
A benefit for the organisation is the manual sets clear guidelines and
standards for the preparation of business cases for capital works.
See Recommendation 4 for more detail on how budget processes
have been improved.

Expected outcome
■■

Responsible investment in major infrastructure projects that
achieve a positive financial return for the community.

Response
A business case template was established for the 2011/12 budget
process and has subsequently been updated each year.

Recommendation 32 –
Governance Training

In November 2012 Council adopted a revised Major Capital Works
Budget Submission Policy which requires a detailed business case,
meeting specified information requirements, for all Capital Works
projects valued at $3 million or more.

Priority:
High
Timeframe: Short

Service Reviews

All City Futures services are scheduled for service reviews.

Improved transparency in asset management across the organisation.

It must also be said that working together has not always been
successful and has led to a number of code of conduct breaches
during the term.

Response

A number of new Key Performance indicators included in the revised
funding agreement will be renegotiated for the 2017/2018 financial year.
The City has embarked on a rolling program of service reviews over
four years in order to ensure Council invests in the right services at
the right standard and in the right way to get the best value in pursuit
of Greater Bendigo becoming Australia’s most liveable regional city.

The current Council is better equipped to make sound decisions on
behalf of the community. Councillors are also individually and collectively able to engage the community more effectively, contribute
to strategic planning and budgets to advance its vision of working
together to become Australia’s most liveable regional city.

Priority:
High
Timeframe: Intermediate

There is a requirement in the new funding agreement for the Trust to
meet with the City Futures directorate at least quarterly to collaborate
on initiatives and events.

Tourism and supporting industry contribute approximately $460
million per year into the Bendigo-Loddon economy making it a
significant industry sector and a major regional employer.

14

$260,000
$550,000
$659,500
$710,000
$610,000

Impact

Recommendation 28 –
Budgets for Capital Works

Develop robust and detailed governance training for Councillors and
CoGB staff.

Expected outcome
■■

Effective training tools and material for the implementation of
ongoing training.

Response
As part of each governance meeting Councillors consider training
opportunities. The Governance meetings are also an opportunity for
Councillors to reflect on performance and any training needs. One
Councillor completed the Australian Institute of Company Directors
course and three Councillors successfully completed a Diploma of
Local Government. Councillors have all participated on both internal
and external training throughout the term as needs and opportunities have been identified.

In responding to the recommendation it was noted the recommendation reflects the need for business cases to ‘investment grade’
level to, amongst other things, measure the financial return of any
particular investment.
There is rarely a financial return on local government projects; more
likely there is a return in terms of community benefit.
Despite this the business case template has been updated to ensure
it can incorporate all the financial information needed for an investment grade proposal or alternatively to measure the return in terms
of community benefit, whichever is relevant.
For the 2016/17 financial year budget process the City’s new Project
Management System was used for the submission and assessment
of project business cases. This will be refined further for 2017/18
budget process.

An extensive learning calendar is available for staff. Members of
the executive team regularly participate in ongoing professional
development.
continued ▶
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In addition, the Capital Evaluation Framework (CEF) outlined in the
response to Recommendation 4 further strengthens the requirement
for a business case for all new capital projects. The CEF determines
how the business cases will be evaluated and therefore assigns each
project’s priority.

Recommendation 26 –
Asset Management Strategy
Priority:
High
Timeframe: Short

Impact
The benefits of these process improvements can be seen in closer
attention to detail in all facets of planning for major projects resulting in better managed projects, risk reduction and keeping costs
within budget.
This was a contributing factor in the completion of the Ulumbarra
Theatre to specification, on time and within budget.
Another example of how a comprehensive business case is guiding
decision-making on a major project is in the development of the
Greater Bendigo Indoor Aquatic and Well Being Centre. The business case prepared for the centre was able to incorporate Council’s
requirement for a 50 metre pool and predict the best mix of facilities
to a size and standard that would best meet community/market
demand while keeping operating costs as low as possible.
When tenders for management of the facility were considered in 2016
the City was able to compare the prices offered against a benchmark
for best value established by the business case. Ultimately the financial predictions contained in the business model gave the City the
confidence to reject all tenders, adjust the operating model and call
for new tenders. The City expects to report on the outcome of this
revised tender process in late August 2016. However it is predicted the
revised tender will result in greater savings for the City in the long term
and greater flexibility in how the facility is established and managed.

■■

Finalise the Asset Management Strategy and implement action plan
items to achieve 80% core maturity.

Expected outcome
■■

Improved efficiency in asset management across the organisation.

Response
In December 2013 Asset Management Strategy was finalised to:
■■

■■

■■

benchmark the current and preferred state of the City’s asset
management,
develop a structured set of objectives and actions to achieve the
preferred state, and
deliver on the commitments made through the Management Policy.

The Strategy includes an Asset Management Improvement Action
Plan, which identified 29 finance & asset management improvement
actions to be completed over two years. The Strategy and Improvement Action Plan are reviewed annually. The next review is due in
December 2016.
The Review’s benchmark of 80% core maturity is a measure against
a national assessment framework for asset management, financial
planning and reporting. This self-assessment tool was developed by the
Local Government Planning Ministers Council (LGPMC) and is known
as the National Asset Management Assessment Framework (NAMAF).
The NAMAF benchmarks were developed around an asset management maturity model involving 11 key elements and two levels of
maturity – Core and Advanced.
The minimum target benchmark level for all Councils should be at
least the “Core” level.

■■
■■

Major actions completed, and achievements made since December
2013 have been:
–– Development of the City’s Capital Works Evaluation
Framework (IR28);
–– Development of Asset Capitalisation and Asset Valuation
Policies;
–– Amendments to Council Plan to address Council performance
– measures and monitoring;
–– Amendments to Council’s Annual Report to include
statements describing variances between Budget and Actual
and how these may impact on the Council Plan objectives;
–– Development of an Assets & Surplus Land Disposal Policy;
–– Engagement of a Property Assets Officer to provide inspection
and maintenance services on Council’s buildings;
–– The nine Asset Management Plans have been endorsed.
Progress on a further 4 actions is well advanced.
The City’s plan is to build on this achievement and:
–– complete a further 7 actions by June 2017, culminating
in a ‘Core’ Maturity score of approx. 1050; and
–– complete the remaining 8 actions by June 2018,
culminating in a ‘Core’ Maturity score of 1100.

Impact
The benefits to the community and organisation from this improved,
structured asset management include:
■■
■■

■■
■■

■■

■■

Better decision-making by Council.
Greater awareness and acknowledgement of asset management
throughout the organisation.
Approximately $5 million more being spent on asset renewal.
An anticipated $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.)
More efficient asset maintenance and renewal resulting in better
asset conditions.
Anticipated improvements in service and safety for many assets.

Response
A new integrated software system has been installed to deliver improved performance management for all levels of the organisation.
Phase 1 involved using the system to monitor corporate-level performance by tracking key plans and strategies including the Council
Plan and Independent Review.
Existing and new strategies have also been uploaded into the system
and can be monitored and reported on a regular basis.
Implementation of an audit module has enabled the monitoring of
audits, recommendations and findings. Reporting is currently being
developed to enable reporting to the Audit Committee.
In 2014/15 and 2015/16 the software was used to prepare Unit Business
Plans. These plans use a centralised database of existing strategies
and plans to inform business unit actions and priorities.
Phase 2 involved using the software to plan and evaluate individual
performance. A new employee performance and development
framework was introduced in the second half of 2015.
The focus for the balance of the 2015-16 financial year was implementation including employee training in how to use the enabling
software (PES), how to develop meaningful and effective performance
plans, the preparation of relevant and measurable performance indicators and, for managers, how to conduct productive and effective
performance interviews.
This work is seen as preparatory to 2016-17 when existing performance
plans will be reviewed and all employees will be expected to have a
new performance plan to guide work and professional development
for the financial year.
The aim is for employees with a computer log-on to have a plan in
the software by 30 June 2016 and all employees without a computer
log-on with a paper version of the plan by 30 June 2016. Work is on
track to achieving these goals.

Impact

As at 17th December 2013 Council had achieved a score of 896 out
of 1100 which equates to 81.5% Core Maturity.

The benefits to the organisation and the community arising from the
Performance Evaluation System include:

Recommendation 10 –
Performance Management

The City has now completed 14 of the 29 actions and increased the
core maturity score to 993 or 90%.

■■

Priority:
High
Timeframe: Short

■■

Implement a performance management:
–– Framework;
–– Change management plan; and,
–– an information technology software system

■■

Greater transparency and consistency in tracking and measuring
organisation, unit and individual performance,
Greater capacity to track and monitor organisation and individual
performance and to develop a high performance culture across
the organisation,
Better alignment of all activity with the Council Plan and key
strategies.

which is capable of facilitating performance management for all levels
of the organisation (CoGB, Directorate, Business Unit and individuals).

Expected outcome
■■

■■
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Clear and transparent organisation performance and a ‘high
performance culture’.
Capacity to track and monitor organisation and individual
performance.
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Recommendation 11 –
Office Consolidation
Priority:
High
Timeframe: Long

Implementing ‘The Review’ – Final Report

Governance

Advocate and plan for the consolidation of CoGB offices.

Expected outcome
■■
■■

A high performance culture in the organisation.
Increased organisation efficiencies.

Response

Recommendation 40 –
Training and Education

Recommendation 41 –
Councillor Education Series

Priority:
Medium
Timeframe: Ongoing

Priority:
Medium
Timeframe: Ongoing

Council’s CBD Structure Plan (2005) envisages the Civic Precinct
to provide a single, central location for “a number of government,
Council and community based activities.”

Mandate ongoing training and education in Governance, roles and
responsibilities, communications protocols (internal and external) and
the Code of Conduct for all Councillors and Directors.

Subsequently the City has been carefully monitoring government
policy for any co-location opportunities.

Expected outcome

In 2015 the Victorian Government committed to providing one-stopshops to house new trade and investment teams and economic
development specialists to work with local and Commonwealth
governments. The new regional business centres would be rolled
out initially in Bendigo, Ballarat, Geelong and Traralgon.
The government’s proposal for co-locating State, Commonwealth and
local Government services in Bendigo provides an opportunity for
a possibly more affordable means for pursuing office consolidation
(Recommendation 11) subject to a feasibility assessment.

■■

Up-skilled Councillors and Directors able to provide the community
with strong leadership during his/her term in office.

■■

During the Council term Councillors and Directors have participated
in various training and education opportunities relating to governance, roles and responsibilities, communication and code of conduct.
Opportunities for training and education are now a regularly listed
agenda item for Governance meetings.

Impact
Codes of conduct have been further developed for both staff and
Councillors.

Meanwhile the City’s executive team have been investigating alternative models of office layout and design as part of the broader office
accommodation project.

New policies have been developed relating to the Councillor Code of
Conduct, roles and responsibilities and release of information to the
media. Council is much better equipped for the next Council term,
having policies and protocols in place.

Aurecon found the current office arrangements, spread across at
least 8 CBD buildings (some leased), adversely affects the City’s ability to deliver services efficiently as well as impacting on organisation
culture and communication among staff and the public. It prevents
the full integration of various functions, cannot accommodate future
growth and results in high leasing costs.

Expected outcome

Response

Council has written to the Government advising it would be willing
to participate in a feasibility study of such a proposal.

Impact

Develop an education series for Councillors to provide ongoing guidance and assistance on relevant subjects (such as planning, HACC
services, relevant legislation changes, cost shifting by the Federal and
State Government, asset management and capital works, roles and
responsibilities, Code of Conduct).
Up-skilled Councillors and Directors able to provide the community
with strong leadership during his/her term in office.

Response
Councillors acknowledge that presentations and workshops conducted on selected subjects are part of an ongoing education series
throughout the year and that Councillors and senior staff identify
any gaps, on an annual basis and as required, to ensure that the
education series is comprehensive and relevant.

Impact
The impact has been more informed and consultative decision making
throughout the term on many critical issues including;
■■
■■
■■
■■
■■
■■
■■

Waste and Resource Management Strategy,
Major planning scheme amendments,
Changes to the HACC services,
Amendments and review of the Local Government Act,
Asset management plans,
Adoption of extensive capital works programs,
Community engagement.

Further Aurecon suggested the high development costs could be
avoided if a significant proportion of the project was funded through
the public/private investment model. Sharing the new facility with
other government agencies would further reduce costs.
The report of the Independent Review explored the potential for construction of a new Bendigo Civic Centre with office accommodation
for both the City and the private sector with car parking.
In accordance with Recommendation 16 of the Independent Review
a full business case would be developed prior to detailed consideration by Council.
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Recommendation 56 –
Councillor Research Officer

Recommendation 57 –
Bullying, Discrimination and
Harassment Prevention

Priority:
Medium
Timeframe: Immediate

Priority:
Medium
Timeframe: Medium

Explore opportunities to create the position of an in-house Councillor
Research Officer, dedicated to assisting Councillors.

Expected outcome
■■

■■

■■

Efficient and effective provision and communication of key information to Councillors.
Reduced need for Councillors to approach CoGB staff for specific
information.
Councillors able to allocate more time to strategic activities.

Response
This recommendation was considered as part of the 2016-17 budget
process. The position of Councillor Research Officer has not been
created.

Impact
The recommendation has revealed that there is sufficient capacity
within existing staff to undertake research required.
Councillors regularly ask for future information when reviewing
reports and this is provided.

Review CoGB’s policies and training relating to bullying, discrimination
and harassment prevention, and how individual training needs are
assessed and align to performance and development goals.

Expected outcome
■■

More formalised and robust assessment and training in these areas
will provide CoGB Councillors and staff with a better understanding of workplace expectations.

Recommendation 58 –
Councillor Information

Recommendation 67 –
Councillor Mentoring

Priority:
Medium
Timeframe: Intermediate

Priority:
Low
Timeframe: Ongoing

Reiterate the process for Councillors obtaining information, providing
guidance on what is considered reasonable in relation to the matter
under consideration.

Develop and facilitate a formal mentoring program for newly elected
Councillors that will provide them with guidance for experienced
Councillors in Bendigo and/or other councils across the state.

Expected outcome

Expected outcome

■■

Greater respect and understanding of each other’s roles and
responsibilities by CoGB Councillors and staff.

Response

A policy on Councillor Access to Information was adopted in 2014.

Mentoring options have been identified for the newly elected Council
beyond the 2016 election.

Impact

The City’s Bullying Prevention Policy and Discrimination and Harassment Policy (previously Respecting Each Other in the Workplace Policy)
have been reviewed and updated in response to the recommendation.

There have been few concerns raised about information not being
provided in a timely manner.

As a result of this work, the City has recently completed Workplace
Behaviours training where all employees were invited to attend.
The training included identifying bullying and harassment, how to
manage this behaviour and who to ask for help if you experience or
witness the behaviour.

A formal framework in place to support new Councillors in his/
her transition.

Response

Response

The policies reinforce the City’s commitment, and provide an important tool, in continuing to provide a safe and harmonious workplace.

■■

Impact
The impact will be known following the 2016 election.

Information is often provided that goes well beyond that necessary
for sound decision making. It is acknowledged that Councillors
sometimes want to have very detailed information. If the provision
of extra information does not unduly deflect staff resources, pose a
risk to Council, or interfere with operations it is generally provided.

To ensure employees are aware of their obligations under the relevant
policies and legislation, multiple training sessions are run twice per
year. The training is mandatory on joining the City of Greater Bendigo
and must be refreshed every three years.
The Fair Work Commission expects this training to be refreshed
regularly to ensure employees have up to date information on how
to prevent bullying, harassment and discrimination.
To assist with identifying who is due to attend the training, improvements are currently being made to the Human Resource Information
System which tracks all employee training.
A total of 812 paid and unpaid staff have now attended the training.
A separate set of policies has also been developed for Councillors
and adopted by Council.

Impact
The recommendation of the Independent Review helped provide a
focus for the importance of this critical workplace issue. Further, it
helped to prioritise a review of policies and improvements to software and increasing awareness of workplace obligations for both
staff and Councillors.
Improvements in the software tracking staff training as a result of
this recommendation will save about one day every three months
in manual record keeping.
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Income and Expenditure
and Economic Development
Recommendation 48 – NBN
Priority:
Medium
Timeframe: Ongoing
Work with local businesses to maximise benefits of the NBN roll-out.

Expected outcome
■■

Increased and sustained economic development in the region.

Training funded by the Commonwealth and delivered for the City
by iBendigo has helped hundreds of businesses and individuals
improve their competitiveness by better understanding the new
technologies and the greater capacity of existing technologies that
will be incorporated in the NBN.
The City has developed an ongoing working relationship with NBN
Co. allowing for ongoing monitoring and dialogue during the roll out
phase. The roll out of NBN in Greater Bendigo will begin in earnest
during 2016.

Additionally the EDU has created a Weekly Business Development
Activities template for recording service activity including actions
taken, businesses contacted, attendance by businesses, new business inquiries and other engagement activities.

Impact
The result of this work has been the production of streamlined,
themed, easily accessible information and marketing material on
services provided, particularly to small and micro businesses.

Response
The City originally planned to support this work through the development of a Greater Bendigo Digital Strategy in 2014 as part of the
Economic Development Strategy. Preparation of a strategy to build on
the NBN roll-out was deferred until there was greater clarity around
the timing of delivery of NBN to Bendigo.

■■

Directly and indirectly advocating the need for the urgent roll out
of NBN in Greater Bendigo to the Commonwealth and NBN Co.
Preparing business to maximise the benefits of NBN when it arrives.

The City actively campaigned for the delivery of NBN to Greater
Bendigo at meetings with the Commonwealth Government and
Ministers and NBN Co over the past five years.
The City was supported through lobbying by the regionally-focussed
iBendigo Group of Businesses and the Bendigo Manufacturers Group
– both of whom the City helped establish.
Lobbying intensified when the Commonwealth deferred the introduction of NBN to Bendigo.
Construction on the necessary infrastructure to deliver NBN to Greater
Bendigo is now confirmed to begin in late 2016. NBN Co is ready to
start construction and has started informing residents of installation
plans for small fibre to the node ‘boxes’ in selected neighbourhood
where the initial build will commence.
In terms of preparing business for NBN, iBendigo with the City’s
support, secured Commonwealth funding to develop, promote and
deliver workshops helping mainly small businesses to accelerate
their on-line presence and competency.
Over two years, the Bendigo Digital Enterprise Program saw iBendigo
Loddon Mallee deliver more than 50 training sessions and 180 oneon-one mentoring sessions to local business.

Create an Economic Development Unit template document to produce
generically branded reports with similar content and structure.

Expected outcome
■■
■■

Response
An agreed template already existed to ensure consistency and to
make in-house production more efficient.
Council has the discretion to mandate changes or additions to the
template as appropriate.
However it is considered that the existing template satisfies the aim
of the Review and completes this recommendation.
During 2015/2016 Financial year, there has been a conscious effort
to apply the template and produce consistent reports, marketing
material and other publications.
The expansion of small business support resulted in themed messages
on the services offered by the City of Greater Bendigo’s Economic
Development Unit.
Business Support to the small business sector has resulted in the
production of a number of documents and publications requiring
consistency of presentation including:
■■
■■

Impact
Lobbying by the City and associated organisations has helped keep
a focus on the need for Greater Bendigo to access NBN.

Consistent reporting structure.
Increased efficiency and transparency.

■■
■■

Business Support Directory 2016 edition
Guides and Single sheet summaries of services offered
A template for “Email broadcast”
Developing Business Newsletter

Promote clustering of local businesses into ‘hubs’ to develop new opportunities and a ‘low cost solution’.

Expected outcome
■■

Increased and sustained economic development in the region

Response
The Economic Development and Tourism Units have a long history
of involvement in ‘cluster’ groups, either directly or in collaboration
with other entities over the past 10-15 years.
The most notable clusters include:
■■
■■
■■
■■
■■
■■
■■
■■
■■
■■

Similar to the BMG, the Bendigo Professional Services Group provides
advice on opportunities, gaps and threats to this sector. Two major
studies commissioned over the past 6-8 years to identify ‘leakage of
professional services outside of the municipality’” and to address
opportunities to close that gap.

Career Horizons
This collaboration between primary, secondary and tertiary education
bodies, auspiced by EDU is rare in Australia. Careerhorizons.com.au is
an on-line work experience hub delivering benefits to businesses and
the local community. This website connects students with the local
workforce and streamlines the administration process for businesses.
It also allows local businesses to plan work experience opportunities
for students to complement the individual workplaces and schedules.

Future clusters or hubs

Priority:
Low
Timeframe: Ongoing

Priority:
Low
Timeframe: Short

Instead the City’s response to this recommendation has been enacted through:
■■

Recommendation 63 –
Business Clusters

Recommendation 59 –
EDU Report Template

Bendigo Professional Services Group (BPSG)

Northern Poultry Cluster
Equine Cluster
Bendigo Information Technology Cluster
Bendigo Manufacturing Group
Bendigo Manufacturing and Mining Group
Professional Services Group
Career Horizons Project
Bendigo Tourism
Food Fossickers
Wine Grower Associations (Heathcote and Bendigo)

When Council ‘signed off’ on activity associated with this recommendation, the City indicated a strong desire to undertake further
work to facilitate retail clusters within activity centres in Bendigo CBD,
Kangaroo Flat, Eaglehawk, Kennington etc., as well as restaurants,
cafes and bars in central Bendigo.
This action responded to one of the stated aims of the Review recommendations – to “balance the focus of EDU between small and
large business” (page 51).
Since then other “hub” options have been established by EDU:
The Economic Development Unit secured State Government funding
to assist seven small and medium-sized businesses to join forces to
implement accredited quality, environmental and health & safety
management programs. Known as the Bendigo Manufacturing Management Project, these businesses successfully completed the project
in May 2016. This enabled them to achieve relevant ISO (9000 and
14000) and AS (4801) accredited systems.

Business Support Directory – Hub
The launch of the new Business Support Directory contains valuable information on the range of local Hubs now operating within
the municipality.

HUB space

Bendigo Manufacturing Group (BMG)
This cluster is the longest standing economic development alliance
(since 2002) between industry and the City.
Its primary purpose is to identify opportunities, gaps and threats to
the manufacturing sector and to provide intelligence on the major
issues facing our largest contributor to local economic output. The
companies are a cross-section to ensure that there is representation
from small medium and large operations to gain the best outcome
for our 450-plus manufacturers.

A gathering of 55 ‘hub’ businesses, Government representatives
and individuals interested in occupying a co-working space came
together to identify local trends, threats, requirements and opportunities for business clustering. Subsequent meetings are planned
to further promote and possibly identify ‘low cost hub’ solutions for
local businesses.
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Morley’s business hub
The EDU is supporting senior management at Radius Disability Services to explore the viability of converting the first floor of the Morley
Johnson building (23 Mitchell Street Bendigo) into a co-working
space for small business.

LEAD and CVVA
Local business advisors and mentors have formed a representative
entity called LEAD to collaborate on best practice and provide a
representative body for their profession in Central Victoria. Another
group has been encouraged to represent Central Victorian virtual
executives, a growing trend for micro businesses. Central Victorian
Virtual Associates (CVVA) addresses a growing trend for small businesses who seek to outsource administrative tasks.

Workspace
Workspace Australia (WA) continues to be a valued partner to the
EDU in supporting start-up businesses or businesses relocating to
the region. WA offers cost-effective ‘clustered’ work spaces and an
affiliate program for those that do not require physical space but still
require business advice and support.

Online Forum
The EDU currently supports the online business community through
Facebook, Instagram and Twitter accounts to intertwine with the
public forum ‘Supporting Local Business Bendigo’. This allows businesses to engage, share ideas and obtain best practice advice or
links to complementary businesses. This virtual community offers
sole traders or ‘tech start ups’ a space to share knowledge and build
their businesses.

HR Cluster
The emphasis of the HR Group is high level and practical assistance
to HR practitioners, regardless of size but with special interests in
small to medium enterprises through quarterly forums. There has
been a steady increase in attendance at sessions.

Impact
For many of these new hubs or clusters it is premature to identify
the full range of benefits. However under the Bendigo Manufacturing
Management Program all seven participating businesses gained a
range of accreditation enabling them to better compete and gain
access to national and international markets.

Recommendation 64 –
Business Opportunities

Recommendation 65 –
Australian Business Registry

Recommendation 66 –
Economic Development Australia

Priority:
Low
Timeframe: Ongoing

Priority:
Low
Timeframe: Ongoing

Priority:
Low
Timeframe: Ongoing

Facilitate local business opportunities in alternative energy, industrial
waste, digital/advanced manufacturing, micro businesses and greater
share of ‘professional services spend’.

Expected outcome
■■

Council noted the potential benefits but the level of contribution is
limited by resources and priorities.
The Economic Development Unit (EDU) developed a thorough understanding of typical waste streams generated from industries in
Bendigo and laying the groundwork to help reduce business waste
streams and attract waste-to-energy type enterprises.
However the focus for this resource was transferred to developing
a more comprehensive waste management strategy for the City.
The Strategy explores the possibility of harnessing energy through
waste as part of the long term closure plan for the Eaglehawk landfill. There are a number of smaller, specific actions that reference
energy from waste.
The focus for EDU, through the Economic Development Strategy, is
the following key areas:
■■
■■

■■
■■
■■
■■

Improved use of Economic Development Australia membership to
enhance benchmarking efforts and strategic planning.

Expected outcome

Expected outcome

■■

Increased and sustained economic development in the region.

■■

Increased and sustained economic development in the region.

Increased and sustained economic development in the region.

Response

■■

Improve use of Australian Business Registry information and demographic profiling products to capitalise on market intelligence.

Manufacturing support and collaboration;
Marong Business Park planning and advocacy;
Attraction of new major businesses – the most notable recent
successes being State Trustees and Hoffman Engineering;
Professional services collaboration and promotion;
Bendigo Inventor Awards and associated programs;
Workforce and training development initiatives (many and varied).
New initiatives to support the small business sector which are
outlined in response to Recommendations 8 and 63.

Response

Response

The Economic Development Unit (EDU) supports the recommendation and recognises the value of the Australian Business Register to
help validate and update data on local businesses operating within
the Greater Bendigo.

The City has enjoyed a long and fruitful association with EDA.

The EDU accesses economic input/output modelling and demographics provided by REMPLAN. Another source of vital business and
economic data are industry sector profiles developed by National
Economics (NIEIR). This model uses a range of data sources to show
local economic and industry trends.

A number of Economic Development Unit (EDU) staff are Association
members. The EDU Manager is Member of the Board of EDA (Victoria
practitioners). The team shares attendance at State and National
conferences depending on the conference focus, the potential to
build additional skills and provide networking opportunities.
The City is a significant ‘user’ of EDA services. For example:
■■
■■

Impact
There are a number of benefits from drawing on multiple sources
of data. Access to independent data has been a feature of specific
Greater Bendigo submissions to governments for funding, but has
also provided a competitive edge in the production of investment
submissions to proponents; workshops to educate the business
community of the City’s on opportunities and potential opportunities for future investment.
The EDU is currently developing a more co-ordinated approach
to its internal and external communication. This database will be
instrumental in the City’s ability to target specific sectors or businesses. The currency of the database and its “market intelligence
opportunity” remain pivotal to the provision of services to the some
7500 businesses currently operating in the municipality.

■■

EDU staff attend relevant EDA Master Classes.
The City uses membership of EDA to bring together neighbouring municipalities to develop regional initiatives in economic
development. These initiatives include the Central Victorian Export
Network, Regional Solar Initiative’s, Goldfields Career Horizons,
Goldfields Regional Living Expo Group and Central Victorian
Medical Recruitment Taskforce.
Staff rely on EDA members as sounding boards on a broad range
of issues including digital strategies, small business support initiatives and to share information and case studies from throughout
Australia. The annual conference provides the opportunity to
explore and compare initiatives and develop ideas.

EDA has recognised the work of the City with three national awards
for economic development excellence.
EDU drew on the EDA membership in developing of the Greater
Bendigo Economic Development Strategy to identify Australia’s best
examples of economic development strategies.

Developing opportunities in digital/advanced manufacturing, micro
businesses and greater share of “professional business spend” remain
a key function of EDU.
Council recently adopted the Environmental Upgrade Agreement
initiative. This program supports commercial / industrial property
owners seeking Government funding for building works to upgrade
existing facilities to reduce greenhouse gas emissions and to reduce
their energy operating costs.

24

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

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

25

Implementing ‘The Review’ – Final Report

Implementing ‘The Review’ – Final Report

Recommendation 18 –
Annual Reporting

Recommendation 22 –
Explanation of Rates
and Charges

Priority:
High
Timeframe: Ongoing
Monitor the revenue and expenditure associated with BenCon, the
Livestock Exchange and Bendigo Airport for annual reporting to Council.

Expected outcome
■■

Transparent trends of the actual cost of service provision to the
community.

Response
This recommendation was adopted in May 2014 and a revised reporting template prepared for annual reporting. The template responds
to the review’s objective for transparency in trends associated with
the cost of service delivery to the community.
The reporting template requires information on:
■■
■■

■■
■■
■■

Role of the venue,
Key achievements for the year ended, including annual attendance or other quantitative and qualitative performance measures,
Resource implications for the year ended,
A three year historic trend of revenue and expenditure, and
Current and emerging challenges and policy/strategic directions.

Annual reporting for these entities using the revised template began
in 2015 and is scheduled for September/October each year.

Priority:
High
Timeframe: Immediate
Ensure that a transparent explanation of rates charges and the rating strategy is provided to the community, particularly in reference
to evaluation.

Expected outcome
■■

Increased transparency.

Response
An explanatory brochure is distributed every year with the rate
notices. Details are also published on the City’s website. With every
year the level of information has become more detailed and more
easily understood.
The 2016 rates brochure included information about how rates are
calculated, why rates vary between properties, how differential rating
works, an explanation of rate-capping and its impact on individual
rate notices. A model showing how three properties’ rates changed
over a two year period, due to revaluations, was included.

Recommendation 30 –
Financial Reporting

Recommendation 31 –
Superannuation Liability

Priority:
High
Timeframe: Ongoing

Priority:
High
Timeframe: Intermediate

Monitor working capital (liquidity) and the capital replacement financial
ratios including any internal or external factors which will adversely
effect these and, if necessary, take corrective action.

Expected outcome
■■

Engage a specialist to define strategies for CoGB to reduce the burden
of the Defined Benefits Superannuation Plan liability.

Expected outcome
■■

Improved transparency in working capital and capital replacement costs.

Improved transparency in strategies to manage the Defined
Benefits liability.

Background

Response
Financial reports previously included Working Capital Ratios and in
response to the recommendation were updated to include capital
replacement financial ratios. This recommendation has been incorporated into Annual Ratios Report.
These ratios are reported to the Finance Committee and the Audit
Committee on a quarterly basis.

In 2012 the City, along with all other local authorities, was required to
fund a shortfall in Defined Benefits Superannuation of $10.3 million.
This amount included $1.546 million for the 15% Commonwealth
superannuation contributions tax.
Local authorities in Victoria were collectively required to contribute
$533 million, of which the superannuation contributions tax accounted for $79.94 million.

Impact

The 15% Commonwealth superannuation contributions tax applied
to the top up is a financial windfall for the Commonwealth resulting
solely from a call on the fund. Additional calls on the fund are caused
by a lower than required interest generated on the fund, rather than
underfunding by contributing councils.

This practice continues and ensures improved transparency for rate
charges and the rating strategy.

Response

Impact
The new reporting template improves the transparency of operations
and applies to the Bendigo Livestock Exchange, Works (formerly
BenCon) and the Bendigo Airport, and also Waste Services, The
Capital and associated venues, Bendigo Art Gallery, Bendigo Visitors
Centre; along with Related Entities, specifically Goldfields Library
Corporation, Bendigo Trust and Bendigo Stadium Ltd.
Councillors and the community are able to review the performance
of each unit annually for more informed decisions/discussion about
the performance of each unit.

Impact
The additions contribute to the operational transparency of the City’s
financial reporting and oversight.

The City has addressed this recommendation in three key ways:
1. To continue to lobby and advocate for changes to the Defined
Benefit Superannuation scheme implications for local government.
At its State Council meeting on 24 October 2014 the Municipal
Association of Victoria (MAV) adopted a resolution from Greater
Bendigo City Council to prepare a submission to the Federal
Government taxation review. The completed submission argued
for change on a range of taxation issues impacting on local government including removal of the contributions tax on Defined
Benefits Superannuation Liability shortfalls.
The MAV has continued to advocate for changes on behalf of the
City of Greater Bendigo and other Victorian councils.

continued ▶
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2. To consider joining the MAV’s Workcover Scheme when it is operational, in order to eliminate the impact of future superannuation
call ups on the City’s Workcover premium.
The MAV continued work to establish a Workcover insurance
scheme designed specifically for local government, and conducted
an expression of interest process for Councils to join this scheme
in 2015. Following a detailed review of the advantages and disadvantages of this new scheme compared to the City’s existing
Victorian Workcover Authority arrangements, Council decided
not to join the MAV scheme. The primary reason was Council’s
existing VWA arrangements were substantially more cost effective
than the MAV scheme, even when the costs of potential future
defined benefits call-ups are factored in. The City will continue
to monitor the MAV scheme, and reconsider joining in future.
3. The City has adopted a policy to hold up to $3 million in a Reserve
fund for the purposes of future Defined Benefit calls. The policy
states that council will allocate up to $1 million annually to the
fund, up to a maximum of $3 million. The fund held $2.2 million
at 30 June, 2016 and will hold $2.6 million on 30 June 2017.

Impact
The City’s efforts have ensured the MAV is actively engaged in dialogue with the state and federal governments about defined benefits
funding arrangements and the impact on local government and
Greater Bendigo.
The creation of a defined benefits superannuation reserve fund has
ensured that future budgets are fully or partially insulated against
the direct and immediate impact in the case of a future call-up by
not having to find significant amounts by directing funding away
from future projects and services.

Recommendation 49 –
Succession Management
Priority:
Medium
Timeframe: Short
Create a succession management plan for all senior management
and other critical CoGB positions.

Expected outcome
■■

An organisation resilient to change.

Response
Council agreed to a different approach to building organisational
resilience to change noting that whilst succession plans can offer
benefits, there can be unintended, negative consequences such as:
■■

■■

■■
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The City’s approach is to develop the whole workforce and not just
those in, or aiming for leadership roles. This approach recognises
a healthy, creative, and continuously developing workforce relies
on a percentage of external appointments to ‘grow’ the talent pool.
The Review resulted in increased focus on the 2011 Workforce
Development Plan. This plan delivered:
■■

■■

■■

■■

■■

New procedures for managing under performance and misconduct
and a more refined reward and recognition program for rewarding
and recognising performance,
Improved recruitment strategies including better job design to
attract a better pool of candidates,
A new focus on attracting and appointing candidates for the
right cultural ‘fit’,
Improved resource planning to ensure directorate and business
units have the necessary capacity to meet the operational requirements set out in the Council plan,
Opportunities for extended secondments and higher duties to
develop skills across the organisation.

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

Priority:
High
Timeframe: Short
Facilitate the development and finalisation of the Waste Strategy to
determine the best way to manage waste going forward, and undertake
analysis to determine the cost and requirements for the rehabilitation
of historic sites and current sites once they reach capacity.

Expected outcome
■■

Impact
The City’s staff development and training program is targeted to
identify individual and organisational needs.
The program also aims to expand the talent pool by making the City
an employer of choice by offering attractive employment conditions.
External benchmarking shows the City’s recruitment strategies are
succeeding in attracting quality candidates and below average
vacancy duration rates.
An important building block in the workforce development effort
will come through the implementation of a new Performance and
Development Framework, in accordance with Recommendation 10.
The performance reviews also match an individual’s skills training and
development needs to meet the changing needs of the organisation.
In summary, rather than adopting a succession plan Council agreed
to address this recommendation through the workforce development
process outlined above, combined with the approach to recruitment,
the ongoing development of training needs across the organisation
and the implementation of new performance and development
framework.
Details regarding progress with the new performance and development framework are addressed in response to Recommendation 10.
The organisation has demonstrated its resilience to change with staff
members stepping up to fill roles as acting managers and acting
directors as recent vacancies have arisen.

An over reliance on a manager’s perceptions of their direct reports.
Research has shown this to be the least reliable predictor of future
leadership capability,
A focus on the succession of small numbers of candidates rather
than developing a larger talent pool, and
Raised expectations of staff they will be appointed to a particular
role over external candidates.
Implementation of the Independent Review of the City of Greater Bendigo – July 2016

The City identified 18 former landfills operated and managed by
council or its predecessors. A further four sites were identified where
waste disposal of some type had occurred. These sites were never
operated as landfill sites and the disposal of waste was likely to have
been illegal and opportunistic.

Recommendation 5 –
Waste Strategy

Clear strategy for the future of waste management in the municipality and a clear understanding of the costs associated with
landfill rehabilitation and a plan from Council as to how this
should be funded.

Response
The resulting Waste and Resource Management Strategy was adopted
on 26/03/2014.
Progress continues on the key action items, including those listed
below:
■■

■■

■■
■■

■■

■■

■■

■■

■■
■■
■■

Implementation of Council’s decision to introduce an organics collection service to 40,000 properties in urban Bendigo and Marong
Monitoring customer satisfaction with domestic waste collection
services
Planning for the capping of closed parts of the Eaglehawk landfill
Provision of a household chemical service – Detox Your Home – to
keep chemicals out of the garbage stream
Promotion, support and provision of collection points for TVs and
computers under the National TV and Computer Recycling Scheme
Provision of a Drum Muster collection point to keep waste liquid
containers out of landfill
Development of options for the current Eaglehawk landfill site to
support ongoing resource recovery (e.g. a transfer station)
Ensuring Greater Bendigo’s future waste management requirements
are recognised in the Regional Waste and Resource Recovery Plan,
and the Infrastructure Schedule within the Statewide Waste And
Resource Recovery Infrastructure Plan
Planning for remediation of the former landfill site at White Hills
Planning for improvements to the former landfill site at Wolstencroft
Delivery of programs to schools to educate about recycling and
composting

The Independent Review found the risk from current and former
landfills as a potential financial liability should be identified and
quantified where possible.

Each site has undergone an initial risk assessment and a number of
sites identified for further investigation.
The proposed cost of undertaking further assessment of the high
environmental risk landfills is estimated at $100,000.
However the cost of any rehabilitation work that may be required as
a result of the investigations is not yet known. The analysis of these
historic and current landfill sites continues.
A detailed rehabilitation plan for Eaglehawk landfill was submitted to
EPA Victoria in June 2016 and awaits a formal response is expected
in August 2016.
Draft plans for the rehabilitation of White Hills landfill were submitted
to the EPA and are being assessed.
Cost of rehabilitation works at Eaglehawk and White Hills will be
clearer once the EPA responds.
Wolstencroft Landfill rehabilitation is progressing. Identification
of the remaining work and associated costs should be known by
September 2016.

Impacts
This work brings increased certainty about the costs and resourcing
required for waste and resource management.
It is reducing our environmental risk and increasing resource recovery.
This will help predict and reduce future environmental and financial
liabilities associated with waste management.
The introduction of the organics kerbside collection service is a major
service improvement. Residents will now have a three-bin system
dealing with waste, recycling and organics.
The organics service is expected to reduce organics to landfill by at
least 10,000 tonnes per year. When organics go to landfill, they decompose and produce greenhouse gases. When they are collected
and recovered for composting, the nutrients are captured and the
compost can be used to improve soil.
The organics service will also save money by reducing the amount
the City pays the State Government each year for every tonne of
waste it puts to landfill.
It will also extend the life of the Eaglehawk landfill.

continued ▶
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Recommendation 19 –
Waste Management Contracts

Recommendation 6, 15 & 20 –
Aged and Disability Services

Priority:
High
Timeframe: Short

Priority:
High
Timeframe: Short – Intermediate

Undertake a review of current waste management contracts with a
view to finding efficiencies.

Expected outcome
■■

Value for money outcomes for CoGB

Response
In 2013 measures were undertaken to ensure waste contracts approaching expiry were subject to comprehensive assessment to
determine, amongst other things:
■■
■■

■■

■■

Whether the service is still required
Whether the service is required in its current form or other options put in place
Any potential changes to service delivery that would create savings for the municipality.
How the contract specifications support the implementation of
the new Waste Strategy, particularly in reducing the amount of
waste going to landfill and the community’s expectations to find
more innovative ways to manage the City’s waste streams.

Impact
In 2013 a review of three interlinked contracts for the kerbside collection of recyclable materials and their disposal at a recycling sorting
facility and their rationalisation and retendering as one contract
resulted in savings of approximately $1.7 million over the five year
term of the agreement.
A short term (12 month) contract for waste loading and cartage from
Eaglehawk landfill which expired in May 2015 was not renewed with
a resulting one-off saving of $1.6 million.
The longer term contract for loading and cartage of waste from the
Eaglehawk landfill was the subject of an extension review. Adjustments to the contract, approved by Council in June 2016 will result
in further savings of $1.1 million annual from 2016-17.
The management of transfer stations has been brought in-house on
a temporary basis due to circumstances relating to the contractor.
This arrangements has resulted in increased costs expected to total
$201,110 by 30 June 2017.
Despite this cost impost overall savings achieved through the contract
reviews completed to date are predicted to reach $4,060,000 less
$201,110 by 30 June 2017.
Other contracts are being reviewed as they approach expiry:
■■

■■
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Trade waste management services – 2016
–– Extension review process is currently underway.
Expected to be completed in July 2016
Recyclable Collection and Acceptance – 2018
–– Not yet due for review

Response

The work done by staff to achieve a substantial reduction in the cost
of HACC services provided by the City is noteworthy and significant.

Finalise the Aged and Disability Services and Early Childhood Services
Reviews by 31 July 2013.

The City has written to members of Federal and State Parliament
detailing Council’s aim to make HACC services cost neutral over time
and seeking assurances that funding will be maintained in real terms.

Expected outcome
■■
■■

■■

Restructure of the unit in a timely and cost effective manner.
A clear recommendation on the future of Aged and Disability
Services and Early Childhood Services for consideration and
approval by Council.
Strong engagement and ownership of the process by staff affected
by the change.

Response
Following an extensive review of Aged and Disability Services Council
resolved on 6 May 2015:
1. Council retain Home and Community Care services and operate
them with the aim of becoming a cost neutral service that is fully
funded by State and Federal Governments and client fees by:
a) Efficiency measures submitted by staff
b) Efficiency measures submitted by the ASU including
amendments to the Enterprise Agreement
c) Fee increases that are reasonable but taking
into account the client’s ability to pay and
based on the Government’s fee structure
d) Income initiatives that will increase the
sustainability of the service
e) Administration efficiencies and Council’s internal
charge of operating the service with a full review to
be completed by the end of December 2017.
2. A report be completed within 6 (six) weeks outlining the implementation of the above.
3. Council strongly advocate with our local parliamentarians to the
Federal Government in regard to funding equalisation between
Victoria and other states in the delivery of H&CC services.
4. Council investigate alternatives to the current Meals on Wheels
service and encourage alternative models for the delivery of
property maintenance services under H&CC and that a report be
provided to Council within 6 (six) months
5. An annual review of H&CC services takes place during budget
discussions.

Priority:
High
Timeframe: Short – Intermediate

These measures have been implemented and amendments to the
City’s Enterprise Agreement were completed and dated July 2015.

Following completion of the Aged and Disability Services review,
implement and complete the recommendations adopted by Council
in a timely manner.

Develop a change management strategy to undertake any adopted
structural changes to the Aged and Disability Services Unit.

Recommendation 7, 15 and 21 –
Early Childhood Services

Following Council’s decision to retain HACC services an action plan
was developed to implement efficiency proposed by the ASU and
the staff. This was accepted by Council in May 2015.

Advocacy

To date responses have been received from the Federal Assistant
Minister for Social Services, Senator Mitch Fifield and the Member
for Bendigo East, the Hon. Jacinta Allan MP.
Senator Fifield acknowledges Council’s decision to remain providing
HACC services until at least June 2018 and refers to ongoing arrangements in the transitioning of HACC services for people over 65 to the
Commonwealth Home Support Program, further highlighting the
recent increase in unit prices paid to service providers to support
the services.

Following completion of the Early Childhood Services review, implement and complete the recommendations adopted by Council in a
timely manner.
Finalise the Aged and Disability Services and Early Childhood Services
Reviews by 31 July 2013.
Develop a change management strategy to undertake any adopted
structural changes to come from the Early Childhood Services Review.

Expected outcome
■■
■■

■■

Restructure of the unit in a timely and cost effective manner.
A clear recommendation on the future of Aged and Disability
Services and Early Childhood Services for consideration and
approval by Council.
Strong engagement and ownership of the process by staff affected
by the change.

Response

Meals on Wheels & Property Maintenance
During the review of HACC services, which included extensive community consultation, a number of social enterprises and other
private agencies expressed interest in providing food and property
maintenance services.
The State Government has agreed to fund the appointment of a City
project officer to work with the sector for three months to identify the
most appropriate service delivery model(s) including the potential
for social enterprises and/or not-for-profit organisations to assume
responsibility for these services into the future.
This position will be recruited in May 2016 with an out come to Council
expected in August 2016.

Annual Review
The ongoing monitoring of HACC services will be part of the annual
budget process and any additional program and policy changes
implemented by DHHS will be taken into consideration.

Impact
The aim of HACC services becoming cost neutral is progressing well
with the net cost of providing the services decreasing from $870,000 in
2013/2014 to an estimated $205,000 in 2015-2016. Savings in the four
years to 30 June 2017 are expected to reach approximately $1,524,000.

Early childhood services were reviewed in 2014.
The review noted the former City of Bendigo started providing
childcare to address a service gap and demand peaked in the 1980s.
Later the City Council’s service was seen as providing a benchmark
for quality and affordability.
In 2015 the City accounted for 13 per cent of child care centre services
in Greater Bendigo. This number was expected to decline to 9 per cent
by 2016 as new providers offering new centres and an equivalent level
of service entered this market. For example a new 104 place centre
had been built in the Bendigo Hospital precinct, another at Kangaroo
Flat and centres are planned for Epsom and Huntly.
However, despite declining market share, the net cost to Council
was forecast to increase from $619,720 in the 2014/2015 budget to
an estimated $855,420 in 2018/2019 due to general cost increases
and staffing qualifications and staff ratios. These forecasts did not
include maintenance and capital outlays.
Another factor was the condition of the Bendigo Early Learning Centre.
The building was in poor condition which contributed to the high
running costs and needed significant investment to address issues.
The Early Childhood Services Review reported to Council in 2014 and
provided a range of recommendations including strengthening the
City’s role in leadership, governance, service coordination, developing
infrastructure and shifting its focus from direct service provision to
addressing identified needs/gaps.
Council elected to focus the City’s resources on the strategic planning
of early years services, such as the delivery of upgraded and new
preschool infrastructure like the redevelopment of the Strathfieldsaye
Community Hub.
continued ▶
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Accordingly, Council resolved to close the Bendigo Early Learning
Centre (BELC) in December 2015.
An implementation plan including a change management strategy
was established to manage the transition and ensure all affected
residents and staff were supported and kept informed of the changes
and timelines for implementation.
More than 12 months’ notice was given to make all transitions as
easy as possible.
A Parent Consultative Committee was formed to assist with the
transitioning of families to other child care facilities. Families who
requested child care at the City’s Annie Galvin and Helen Jessen Early
Learning Centres were offered places. Some families chose to utilise
other child care providers.
A Staff Consultative Committee was also formed and met regularly during the transition process. A majority of staff were offered employment
at their preferred council centre, with only two staff made redundant.
Staff service was recognised at a function in December 2015.
The BELC was closed on 23 December 2015 as planned.
The City has invited expressions of interest groups or individuals
interested in removing and using the building elsewhere. There is
potential to utilise the site for another community purpose.
Most of the play equipment and furniture was relocated to other
City centres and to other community organisations including Annie
North Women’s Refuge and Bendigo District Aboriginal Cooperative.
Some fixtures from the building will be re-used elsewhere including
air conditioning units.

Impact
Closure of the BELC in December 2015 is predicted to generate savings of approximately $270,000 by 30 June 2017.

Recommendation 12 –
Planning Delegation

Recommendation 13 –
Consultation and Mediation

Priority:
High
Timeframe: Intermediate

Priority:
High
Timeframe: Intermediate

Review CoGB’s instrument of delegation for Planning permit Applications (including the Surf Coast Shire’s approach to delegation to a skills
based, volunteer, Council appointed Special Committee).

Expected outcome
■■

Increased focus on customer service

Review CoGB’s Statutory Planning Unit consultation and mediation
process and policy.

Expected outcome
■■
■■
■■

Response
Council adopted an amended instrument of delegation on 18 December 2013 for a trial period of 18 months.
In the past any application for a planning permit with one or more
objections had to be reported to Council for decision.

Recommendation 34 –
Benchmarking Statutory
Planning

Increased focus on customer service.
Increased skills in mediation for Planning Staff.
Increased transparency in Planning Permit Application decision
making.

Response
A review of the current consultation process and model was conducted
in 2015 and the following key conclusions were reported to Council:

A new process and protocols will be implemented for delegated
decisions involving applications with three or less objections. This
involved the establishment of an internal planning panel of qualified
planning officers to consider these contested applications.

1. The current model is generally working well.
2. Most objections are resolved by informal, one on one consultation
by planners.
3. The current formal consultation model is successful in resolving
issues.
4. The lack of feedback and communication is a common concern
that requires addressing.
5. The current objectives of the model should be amended.

Any recommendation to refuse a planning permit continued to be
reported to Council for a decision.

In response the statutory planning department implemented the
following improvements:

The amended delegation allowed for applications for planning permits with three or less objections to be considered and determined
by officers.

Impact
In March 2016 Council was briefed on the outcome of the trial and
resolved to continue the practice because of the efficiencies and time
savings achieved for the community, Councillors and staff.
During the trial:
■■

■■

■■

■■
■■
■■

A halving of the number of applications needing to go before
Council for decision resulting in time savings for officers, Council,
applicants and objectors.
95 contested applications were considered by the internal planning panel.
In 88 instances the internal panel adopted the recommendation
of the assessing officer
In six instances permit conditions were varied by the panel
One application was referred to Council for decision
Of the applications considered by the internal planning panel
four proceeded to the Victorian Civil and Administrative Tribunal
(VCAT) as objector appeals. All four decisions of the internal planning panel were upheld by VCAT.

On average a planning application reported to Council for decision
takes 164 days to determine; an application through the delegated
panel process is determined in 101 days.

1. The preparation of a series of information feedback sheets and
on-line information.
2. Agendas to be prepared and circulated at every meeting.
3. Appropriate higher level consultation/mediation/negotiation
training will be conducted for planning staff.
4. The notification process following a consultation meeting was
revised and improved.
5. Relevant information is to be circulated to the Ward councillors
prior to the conduct of consultation meetings.

Impact
The initial impact has been very positive but it is premature to assess
the impact of these changes. A further review will be undertaken in 2017.

Priority:
Medium
Timeframe: Ongoing
Benchmark planning practices and metrics with a minimum of two
comparable Councils (e.g. Ballarat City Council and the City of Greater
Geelong) for annual reporting to Council.

Expected outcome
■■

The benchmark will provide quantitative and qualitative comparisons around themes such as engagement techniques, process
timeframes and managing referrals.

Benchmarking of planning approvals was conducted with three
other Councils (Ballarat City Council, Greater Geelong City Council
and Yarra Ranges Shire Council) in 2015, repeated in 2016 and will
be conducted annually.
The latest benchmarking compares data for 2014-15.
This is compiled from the Statewide Planning Permit Activity Reporting
system which is administered by the Department of Environment, Land,
Water & Planning (DELWP). Specific data is uploaded to DELWP every
month from each council’s software system. This enables consistent
data reporting across the board for each council.

Greater Bendigo Highlights
In terms of permit timeframes, statutory planning in Bendigo compares quite favourably with these three Councils and is above average
compared to the rest of the State.
Greater Bendigo has continued to find efficiencies and improvements
to ensure planning permit trends meet or exceed the State averages
in performance measures. These improvements include the introduction of the delegated panel for decision-making and the VicSmart 10
business days planning permit process.
In the 2014-15 year, Greater Bendigo and the benchmarked councils
encountered an increased activity in the number of permit applications
received. The use of planning consultants and students in times of staff
shortfalls has meant the application process does not ‘fall behind’.
The VicSmart planning permit process was introduced in September
2014 for simpler applications. VicSmart applications don’t require
referral or advertising and amounted to 4.7% of all permits issued
(58 in number), with an average turnaround time of 5 business days.
The number of decisions made under delegation was 96%, an increase
of 3% on the previous year. The introduction of the delegated panel
resulted in 3% of permit decisions being made by the panel, which
has contributed to this increase and brought us in line with the State
average, also 96%.

In summary the new system saves time for councillors and staff and
has resulted in a faster decision-making process for applicants and
objectors.
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Bendigo
2014-15

Bendigo
2013-14

Ballarat
2014-15

Geelong
2014-15

Yarra Ranges
2014-15

Applications received

1318

1219

1052

1814

1706

Applications decided

1344

1184

1075

1842

1692

1246

1165

982

1679

1364

18

19

13

33

57

80

54

80

130

271

96%

93%

92%

89%

92%

21

21

18

32

43

76%

76%

44%

54%

48%

Permits issued
Permits refused
Withdrawn, Lapsed,
No permit required
Decisions made under delegation
Reviews at VCAT
Decisions upheld at VCAT

Public notice (advertising)

698

582

398

831

879

Further information request

398

385

328

793

892

Referrals

589

775

204

974

423

Objections
Value of permits issued

Priority:
Medium
Timeframe: Short
Consider opportunities to improve the relationship between the planning team and public/applicants. This may include educating the
community on the planning process and timelines so as to manage
community expectations.

Expected outcome
■■

106

95

118

254

184

$296M

$225M

$228M

$635M

$150M

Performance:

■■
■■
■■

83

94

85

87

113

Processing days (median)

49

56

58

58

88

78%

71%

76%

78%

66%

Decisions within 60 days
Performance trends are shown in the graphs below.

Applications decided within 60 days

Median processing days
100

90%
76%

78%

88

90
66%

70%

64%

76

80
70

60%

60

50%

58

40%

The Unit was previously based around three teams – a small specialist subdivisions team which concentrated solely on subdivisions; a
generalist land use team which handled all other permit applications, a policy and processes team which handled private planning
scheme amendments, compliance and in house applications and
heritage matters.
The unit has been reorganised. The subdivisions and land use teams
were combined to create two generalist teams that will handle all
forms of planning permit applications. The policy and processes
team has undergone some minor realignment and the administration team has also been restructured.
The creation of two generalist planning teams has a number of benefits and responds to the report in the following ways:

58

49

■■

50
40

30%

30

20%

■■

20

10%

10
Bendigo

Realignment of the Statutory Planning Unit teams,
Review and reforms to the pre-application process,
Review of the application lodgement and receipt process
(quality review),
Information for applicants

Unit Realignment

Gross days (average)

0%

A community that is well informed about the planning approval
process, leading to better customer service outcome and level
of satisfaction.

The Project Plan developed to respond to the Recommendation and
matters highlighted in the Report of the Independent Review as follows (Mediation/consultation is addressed in Recommendation 34):

■■

80%

The previously ad-hoc pre-application process has been reviewed
and formalised. Proponents wishing to discuss an application in
detail prior to lodgement must now complete a formal request for
a meeting and includes supporting plans and information.

Response

Applications with:

78%

Pre-application process

Recommendation 42 –
Statutory Planning Services

Ballarat

2013/14

Geelong

Yarra Ranges

State

2014/15

0

Bendigo

Ballarat

2013/14

Geelong

Yarra Ranges

State

2014/15

Impact
The benchmark report gives the community, the City and Councillors a precise indicator of how well the statutory planning team is performing in
comparison to other municipalities. These reports show Greater Bendigo’s performance has been comparable and better than like municipalities.

It broadens the skills base of the statutory planning unit by increasing the capacity of the planners to handle a broader range
of inquiries and applications of both a subdivision and more
general nature, and
Improves the flexibility of the unit to respond to an unexpected
or rapid increase in applications in one area such as subdivisions,
and thus has the potential to reduce turnaround times.

Feedback from the meeting is formalised and included as a permanent
record. This then informs the assessment process once the application
is logged. Further, the information can be made available to a new
owner if the land is sold. The system is transparent and more efficient
as it provides an expected timeframe for applicants. Requests are
assigned to planners on the basis of experience and availability and
it avoids applicants from ‘shopping’ around for the advice they want.
The new pre-application process supplements, but does not replace
existing planning enquiry service. The enquiry service is resourced
so members of the public can make inquiries and get advice on the
full range of planning matters from the simple to the more complex –
over the counter, by phone, by email and in writing Monday to Friday
from 8.30am to 5.00pm (excluding public holidays).
The provision of such an accessible enquiry service is challenging
and not without its risks considering the combined effects of highly
complex Victorian planning schemes, the need to remain abreast of
changes and amendments.
The Unit prides itself on its commitment to providing a quality, accurate
and accessible service and to minimise the potential for discrepancy
or conflicting advice. Junior staff are mentored and there is an active
program of training throughout the year to enhance staff technical
and interpersonal skills.
The realignment will also enhance the quality of advice given ‘over the
counter’ by broadening the skills and knowledge base of all planners.

Quality of applications
The Review commented on the variation in the quality of applications
and they might be improved. It is important to note that the planning
scheme sets out the information required for applications depending
on the nature and complexity of the proposal. The requirements vary
depending on the nature and complexity of the application. Applications that do not meet the minimum requirements of the scheme
are returned to the applicant with an explanation of what is required
before lodgement can be made again. If the information provided
complies with the scheme the application must be accepted.
A review of the lodgement and acceptance process supports the Unit’s
commitment to seek further information or improve the quality of an
application regardless of whether it arrives by post, over the counter
or via the online lodgement system known as Spear.

Educating and informing the community
Some additional and updated information has been posted on the
City’s website to inform the community about the planning process
(see attached). It covers the difference between planning and building
permits, pre application meetings, how to book a meeting, getting
planning advice, demolition information, lodging an application,
the assessment process, objections, the appeal process before VCAT.
Information is regularly updated.
continued ▶
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Privacy
Some people expressed concern about the lack of privacy at the
front counter. As well as verbally advising customers if they pre-book
an appointment a meeting room can be arranged, a notice will be
placed on the counter.

On-line Services
The Planning Register on the City website has been revised and is
now updated in ‘real time’ instead of weekly.
Plans and other documents for planning applications have been
advertised can now be viewed on line. These documents will remain
on the web until a decision is made.
Objections can now be lodged on line.

Impact
These improvements to statutory planning services will continue to
build better inform and support community satisfaction in the service.

Recommendation 53 –
DPCD Flying Squad & Planning
Scheme Amendments

Investigate the use of the DPCD Regional and Rural Planning Flying Squad
to provide resources for high priority planning scheme amendments.

Expected outcome
■■

■■
■■

Decreased turnaround time for high priority planning scheme
amendments.
Increased customer service.
Internal resources made available for other tasks.

Response
At the time of the release of the report by the Independent Review
the squad had exhausted its funding and the recommendation was
‘closed’.
A second round of funding was announced and the City applied for
Flying Squad support to undertake heritage citations on buildings
in the CBD that are currently not protected by a Heritage Overlay.
However this second round did not proceed.

Impact
Whilst the recommendation was supported the City was unable to
take advantage of the Flying Squad program due to the circumstances
outlined above.

Recommendation 9 –
Local Government
Performance Reporting

Priority:
Medium
Timeframe: Intermediate

Priority:
High
Timeframe: Short

Formulate a clear and transparent set of priorities for planning scheme
amendments for the coming financial year for approval by Council and
communicate these and the associated processes to the community.

Expect outcome
■■
■■

A prioritised list of up to 42 planning scheme amendments over three
years was adopted by Council in June 2014. Following a review in
2015 a revised list was adopted by Council.
In order to set priorities each proposed planning scheme was assessed against criteria including:

■■

■■

■■
■■

■■

The degree to which the amendment delivers the strategic direction and priorities within the Council Plan;
The importance of the amendment to the success of Council’s
planning for growth, productivity and liveability;
The degree of urgency, (e.g., amendments required by State
Government legislation);
Whether it is required to implement State Government policy.
Completing work already commenced, especially where it will
implement a completed strategy;
The level of resources required.

This framework is used to re-evaluate the amendments list annually
to ensure its relevance. Any new proposals for amendments are evaluated against the priority list using the same evaluation framework
and, as listed projects are completed.

Impact
Planning scheme amendments align better with the Council Plan
and the strategic direction of Council.
The process has enabled Council and the Statutory Planning and
Strategy Units to better coordinate amendments. It has resulted
in a more efficient proves for the timing, scheduling, preparation
and resourcing of amendments and enabled staff to better manage
workloads.
Whilst the results indicate greater efficiencies the Units have been
unable to quantify the savings in dollar terms.

Recommendation 14 –
Fees and Charges
Priority:
High
Timeframe: Intermediate
Review user fees charged. Enforce their requirement.

Engage with Local Government Victoria regarding the program to
streamline and benchmark KPIs across local governments.

Mandate monetary bonds for medium to large events held in public
spaces and gardens.

Expected outcome

Expected outcome

■■

Understanding of high priority planning scheme amendments.
Decreased turnaround time for high probity planning scheme
amendments.

Response

■■

Priority:
Medium
Timeframe: Intermediate

Recommendation 54 –
Priorities for Planning
Scheme Amendments

Quantitative and qualitative comparisons around themes such
as engagement techniques, process timeframes and managing
referrals.

The Local Government Performance Reporting Framework (LGPRF)
is a State Government initiative to improve the transparency and
accountability of council performance to ratepayers and to provide
a more meaningful set of information to the public. The framework
is made up of 66 measures and a governance and management
checklist of 24 items which together build a comprehensive picture
of council performance.
The LGPRF requires the City report its performance against the 90
indicators annually to Local Government Victoria and six-monthly to
the community and Councillors. The first report covered the period
1 July 2014 to 30 June 2015.
The City continues to engage with Local Government Victoria to
ensure it is responding to new or amended indicators.
The City has also liaised closely with both the internal and external
auditor to ensure processes accurately record and report the various indicators.
Further, the relevant policy was updated prior to 30 June 2016 to
ensure that changes to the reporting framework and City procedures
during 2015/16 financial year are captured and communicated before reports due to be lodged with auditors (August 2016) and Local
Government Victoria (September 2016).
Greater Bendigo’s (LGPRF) results are reported in the annual report
and published on the Know Your Council website (knowyourcouncil.
vic.gov.au).

■■
■■

The City has approximately 750 separate fees and charges across all
five Directorates. They include non-statutory charges which range
from charges for hire of venues, swimming pool admission, Meals
on Wheels and Freedom of Information requests. There are also
statutory fees and charges for environmental health and statutory
planning permit application processes and some are set or linked
to funding agreements.
Statutory fees and charges can only be changed by the State Government. In some cases, fees which were designed to cover the cost of
service provision have not kept pace with inflation. This is the case
with fees to cover Council’s costs in processing developer planning
application. When fees fail to keep pace with the cost the burden for
funding the gap falls to ratepayers.
The process of reviewing the City’s fees and charges began before the
release of the final report of the Independent Review in June 2013
with the development of a new Pricing Policy adopted by Council
in March of that year.
The policy provides guidance for the City’s approach in setting appropriate levels of fees and charges, taking into account community
benefit, user groups, corporate objectives and provide for regular
reviews of fees and charges within the overall service and financial
planning process.
As part of the budget process each business unit manager is required
to review each fee and charge applied or administered by their unit
and to apply the pricing policy to each type of charge.
Until 2015 the review of fees and charges was separate from the
annual budget process.

This site allows residents to:
■■

Identify trends in user fees and charges showing Council and
CoGB the level of fee and charges compliance.

Response

Response

■■

■■

benchmark and compare similar councils,
view detailed profiles of councils,
view maps of council areas (local government areas) in Victoria, and
find out about how local government works in Victoria in the
Guide to Councils.

Now the fee setting is integrated into the budget process to ensure
price setting is better aligned with Council’s budget objectives. Further,
the pricing policy has been incorporated into the principles set by
Council to guide development of the budget.

continued ▶
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Impacts

Recommendation 23 & 24 –
Closing the Loop

Whilst some may assume that a review inevitably results in an annual increase to fees and charges there are instances where the
review has led to a reduction and even the abandonment of some
fees and charges.
The Independent Review also recommended monetary bonds for
medium to large events held in public spaces and gardens to discourage or help defray the cost of any damage.
A system of bonds was introduced and is being applied to the use of
public space; for example Canterbury Gardens and Lake Weeroona.
Whilst there has been some community concern over the amount
of the $500 bond it does not necessarily cover the full cost of repairs
but encourages a level of greater care amongst users.
In June 2016 Council adopted a Commercial Fitness Operator Policy
to regulate the use of public open spaces by commercial fitness operators on a six-month trial basis, commencing in September 2016.
The policy requires such groups to apply for approval to use public
open spaces. The policy will be reviewed at the end of the trial period
and a decision taken on whether fees should apply for such permits.
The annual review of fees and charges contributes to greater transparency, the application of a consistent methodology across the
organisation and improved community understanding regarding
the intent of fees and the pricing method.

Priority:
High
Timeframe: Short
Adopt and implement an organisation-wide policy and procedure for
closing the loop on customer enquiries and complaints.
Develop and mandate a consistent process for logging and tracking
enquiries and complaints received in Pathway.

Expected outcome
■■
■■

Background
The number of customer contacts received, processed and actioned
annually by the City is substantial.
For example in 2015 the organisation:
■■

■■

Recommendation 17 –
Cost of Service Provision
Priority:
High
Timeframe: Ongoing
Review the services provided by each Business Unit and define the
extent to which they are being subsidised by rates and other income.
Report to be generated annually for Council.

■■

Transparent trends of the actual cost of service provision to the
community.

Response
A report showing the extent to which services are subsidised by rates
and other income can now be generated for Council consideration
during the annual budget deliberations. This was first done in the
2013/14 budget process and now forms part of the annual budget cycle.

Impact
Greater understanding and transparency around the true cost of
service provision and where the rate burden falls.

Received and processed an estimated 1.41 million emails, prompting an estimated 450,000 outgoing emails and 1.47 million internal
emails. Year’s estimated total – 3.33 million emails.
Received an estimated 851,774 incoming phone calls and made
an estimated 478,653 outgoing calls. Estimated total 1.330 million.
This doesn’t include outgoing calls from City owned mobiles. The
City’s main call centre handled about 95,000 of the incoming calls.
Recorded a small but growing number of contacts via Facebook
and Twitter – about 3,000.

By comparison the number of customer contacts/requests/complaints
logged through the Customer Request System totalled 31,867 for 2015.
For this comparatively small number, contact is received through a
variety of channels in addition to phone and email:
■■

Expected outcome
■■

Increased focus on customer service.
Clear roles and responsibilities for resolving customer enquiries
and complaints.

■■
■■

Letter – both to the City general address and directly to specialist staff
Front counters and face to face
Website, social media and customer service ‘App’.

In addition 14,672 defects identified by customers or by City staff in
2015 were logged and resolved.

Response
Implementing a policy and procedure for closing the loop
on customer enquiries and complaints
The City responds to, manages and tracks customer enquiries/
complaints guided by service standards in the Customer Service
Charter, the Complaints Handling Procedure and the staff Values
and Behaviours.

A revised Complaints Handling Procedure (CHP) was adopted in May
2016 based on the model prepared for local government use by the
Victorian Ombudsman.
Importantly the new CHP introduced a new category of complaint for
any failure in “closing the loop” on customer requests and enquiries.
The new category of complaint allows the City to track performance
in ‘closing the loop’ on customer requests and enquiries. This new
performance measure helps the City to continue to learn from any
performance failings.
The introduction of the new CHP was accompanied by extensive
mandatory staff training across the organisation.

Closing the loop and improving response times
■■

■■

■■

■■

■■

Creating a consistent process for logging and tracking
enquiries and complaints received in Pathway
In response to this recommendation Pathway is now the prime process
by which the organisation logs and tracks enquiries and complaints
regardless of how they are received.
All actioning of the request, including contact with the customer,
is recorded at regular intervals. Each request is also managed by
escalation processes for response and completion time.
Weekly reports track progress and the request is kept ‘alive’ until the
required action is completed and recorded in the system.
Whilst previous research found that this system works well some
gaps in the system were identified and rectified.

■■

■■

■■

Better tracking across various systems
■■

Exceeding the Recommendations
In response to the Independent Review Recommendations 23 and
24 more than 20 additional actions were developed to improve
performance across all contact methods or channels.

■■

Performance monitoring
The organisation conducted a random survey of customers who had
experienced the Customer Request System. This repeated a 2010
survey using the same methodology.
The results of the 2015 survey indicate improvements in most aspects
of customer satisfaction, these include:
■■
■■
■■
■■
■■

the process to lodge a request
the process of managing requests
satisfaction with follow up information
ease of process for checking on progress of a request
access to and ease of navigation of the website

The Customer Request System was upgraded to prevent a request/
issue being closed off until staff reported back to the customer; to
improve the level of information available to the customer; and
improve staff training in using the system.
The launch of Community Compass – an online self-help mapping
service designed to simplify residents’ access to Council information.
The introduction of the Customer Service “Citywatch” mobile ‘App’
– allows for customers to log requests via their mobile devices.
The installation of software to set, monitor and report on closing
the loop performance objectives at individual, unit, directorate
and organisation level.
The introduction of Webchat, which offers an additional contact
method for the public to ‘talk’ with customer support agents
on-line in real time.
The progressive implementation of “calling cards” as a method
of closing the loop on requests with customers in appropriate
situations (e.g. bin maintenance, street tree maintenance).
The introduction of quarterly reporting to senior management
on overdue requests has been introduced to benchmark and
track performance improvements by Directorate and Business
Unit and individuals.
Individual staff performance monitoring in ‘closing the loop’
through the new performance evaluation system (PES) introduced
in response to Recommendation 10 (Performance Management).
The implementation of the Councillor Request System to record,
manage and track Councillor information requests, often made
on behalf of customers.
The uniform recording and tracking of Customer requests/complaints regardless of how or by which channel they come into
the organisation. This prevents requests falling through the gaps.

Other measures in the pipeline
■■

An overhaul of the website is underway to be more mobile-friendly,
with a focus on making information easier to access and comprehend. On-line self-serve options will also be introduced, such as
the ability to log requests, complete forms and make payments.

While Council committed to responding to all 69 recommendations
within the current Council term, the monitoring of performance in
‘closing the loop’ will continue to ensure continual improvement
beyond the ‘life’ of the review.

Two major themes emerged from analysis of the qualitative data.
Firstly, timeliness; i.e. work completed within expected timeframes
and. Secondly, completion (closing the loop); i.e. whether the work
was carried out or not, advice was forwarded back to the customer.

There are specific service standards for each request type and requests
must be completed within set time frames.
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Recommendation 33 –
Directorate and Business
Unit Names

However in response to Recommendation 52, the descriptions of the
role and responsibilities of all City Directorates and Business Units
have been posted on the City website. This includes an explanation
of the Organisation structure including the philosophy behind the
creation of the current Directorates.

Recommendation 47 –
Reconciliation Action Plan and
Cultural Diversity Strategy

Priority:
Medium
Timeframe: Short

It is acknowledged the current plans by the CEO for an organisational
restructure may result in name changes to reflect new and changing
roles and responsibilities.

Priority:
Medium
Timeframe: Short

Review Directorate and Business Unit names to increase clarity around
roles and responsibilities.

■■

Recommendation 44 –
Complaint Handling

Increased focus on customer service.
Clear roles and responsibilities for resolving customer enquiries
and complaints.

Priority:
Medium
Timeframe: Short

Response
This recommendation along with the current list of Directorate and
Business Unit names was reviewed by the Executive Management
Team in 2014.
Council adopted a recommendation from the CEO that whilst the
organisation should remain open to name changes where required
to reflect any changes in roles or responsibilities, no further action
was needed on the recommendation.
It was shown that the organisation is flexible and adaptable to changing structures and consequently names of units.
A number of Directorates and Business Units have undergone name
changes since 2010 to better reflect their roles and responsibilities.
In nearly all cases the name changes followed a review, realignment
or reorganisation to better reflect the Unit’s new role and responsibilities. These changes included:

Priority:
Medium
Timeframe: Short

Develop a Reconciliation Action Plan and Cultural Diversity Strategy
during the 2013-14 financial year.

Expected outcome
■■

Recommendation 51 –
Community Satisfaction Survey

Review and update the current complaint handling procedure to
include complaints relating to Councillors.

Expected outcome
■■

■■

Better engagement with, and support provided to, the local
indigenous and migrant communities.
Better inclusion of these groups into the wider Bendigo community.

Response
Both documents have been in development since 2014.
Important foundational work included:
■■

Clear and transparent process to follow in the event that inappropriate communications or behaviours are reported.
■■

Response
The organisation complaint handling procedure has been updated as
well as a procedure specific to Councillors. Both have been updated
based upon models provided by the Victorian Ombudsman.

■■

Impact

■■

An important impact of the new complaint handling procedures
is learning from complaints so that complaints can be reduced in
number and impact in the future. The full impact will not be known
for another year or two in conjunction with other initiatives to close
the loop with customers.

Expected outcome

Expected outcome
■■

■■

Establishment of the Greater Bendigo Human Rights Charter, initial
stakeholder engagement and establishing the most appropriate
governance models for each project.
Engagement with Reconciliation Australia and Reconciliation
Victoria, other municipalities and local organisations that already
have RAP’s in place
Engagement with the Multicultural Round Table which involves
leaders from government departments, local business, education
institutions, the not for profit sector and health sector.
Establishing a working relationship with Monash University and
the Scanlon Foundation to research social cohesion and local
attitudes towards multiculturalism.
Partnering with the ‘Make a Change’ organisation to conduct a
community forum on the 15 March.
Formation of community reference groups for both projects.

2010

Special Projects to Major Projects

2010

Parks & Natural Environment to Parks & Natural Reserves

2011

Communications and Governance units
became Executive Services

2011

Marketing & Major Events became Major Events and
the marketing function transferred into Tourism

2013

Children & Family Services and Aged & Disability Services
merged to Community Services

2013

Recreation and Healthy Communities units
became Active & Healthy Communities

2013

Community & Cultural Development
to Community Partnerships

The Cultural Diversity and Inclusion Plan (CDIP) is scheduled to go
before Council on 20 July 2016 for endorsement prior to release for
community consultation and a further draft submitted for Council
adoption on 31 August 2016.

2013

Rates and Valuations units became
Rating & Valuation Services

Impact

To embark on any further review of names without any change in
roles and responsibilities was considered to be unnecessary and a
waste of resources.

■■

Set long term aspirational goals for the Community Satisfaction Survey
outcomes, execute appropriate plans and track progress annually.
These goals should relate to organisational best practice.

Reconciliation Plan (RP)
The Reconciliation Plan (RP) was endorsed by Council in June 2016.
The plan has been forwarded to Reconciliation Australia (RA) for
feedback. RA has four categories of plans beginning with introductory. RA has classified the Greater Bendigo plan as sitting in the
‘innovation’ category

Cultural Diversity and Inclusion Plan (CDIP)

It is premature to assess their impact. However it is clear from the establishment of the reference groups and the considerable consultation
to date there has already been an impact in enhancing engagement
with local indigenous and migrant communities.

■■

Clear and transparent organisation performance and a ‘high
performance culture’.

Response
Council ‘closed off’ this recommendation in October 2015 after
agreeing the work occurring on a number of other recommendations
would achieve the outcome it was seeking – particularly in regard to
improved customer service and closing the loop, better community
engagement and embedding “clear and transparent organisation
performance and a high performance culture”.
Council noted the following areas of work:
As part of the Chief Executive Officer’s Performance Plan the CEO
must report the yearly Community Satisfaction results and identify
areas for improvement and recommended actions. This performance
objective aligns closely with Recommendation 51.
To meet this performance measure the CEO nominated performance on
community consultation and engagement as an area for improvement.
Council also included community consultation and engagement
as a performance indicator within the Council Plan, as has Local
Government Victoria, through the Local Government Performance
Reporting Framework.
The key measures of performance in this category were the implementation of the Independent Review Recommendations 29, 37, 43,
46 and 50 on community engagement.
Another measure identified by the CEO was satisfaction with Council
decision-making. This is also an indicator within the LGPRF. It is to be
measured through the community satisfaction survey and is expressed
as ‘satisfaction with the direction of GBCC’s overall performance’.
Council’s overall direction is embodied in the Council Plan and a
measure of performance is the implementation of the Plan.
Council acknowledged the overlap between the Community Satisfaction Survey indicators, the liveability indicators, the indicators
required in the CEO’s performance plan and those in the LGPRF.
A further overlapping element is introduction of a new performance
management framework in accordance with Recommendation 10
where, again, the aim is to develop a culture which encourages high
performance.
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Aligned to these areas of work is Council’s focus on improving the
City’s performance in responding to and tracking customer enquiries and complaints (closing the loop) – Recommendations 23 & 24.
After considering these areas of aligned and overlapping work it
was agreed to recommend Council ‘close off’ Recommendation
51 as the work occurring on a number of other recommendations
about customer service, performance and culture will achieve the
outcome/s Councillors are seeking.

Impact
Actions on all the aligned and complementary recommendations
mentioned above has been completed and the achievements outlined in this Final Report.

Recommendation 52 –
Business Unit Descriptions
Priority:
Medium
Timeframe: Short
Prepare Business Unit descriptions for inclusion on the CoGB website.

Expected outcome
■■
■■

Increased focus on customer service.
Clear roles and responsibilities for resolving customer enquiries
and complaints.

Response
Descriptions for all Business Units were placed on the City’s website
in 2014. To complement this addition, the Council page has also
been expanded with additional information about the Mayor and
Councillors and an explanation of the role of the Mayor and the role
of Councillors.

Impact
The website is currently being developed with additional focus on
the customer. It appears that rather than viewing the business unit
descriptions the customer wants to focus on specific actions that
can be undertaken online through the website.
The action has informed future development of the website.

Recommendation 55 –
Continual Improvement
Priority:
Medium
Timeframe: Short
Implement an organisation-wide continual improvement program.

Expected outcome
■■

The purpose of the Service Review program is to ensure Council invests
in the right services at the right standard and in the right way to get
the best value consistent with Greater Bendigo becoming Australia’s
most liveable regional city.
Almost 40 service reviews will be conducted between 2016 and 2018.
Six service reviews began in the first half of 2016.
In addition, the decision not to proceed with the acquisition of a continual improvement program meant an estimated saving of $130,000.

Alignment with Best Value Framework.

Recommendation 68 –
Single Phone System

Response
After considering this recommendation Council chose instead for the
organisation to undertake an on-going program of Service Reviews
which, over time, would reach into all aspects of the City’s operations.

Priority:
Low
Timeframe: Long

There were a number of reasons for this decision.
At the time the Independent Review made its report in 2013 the City
had no formal or structured continuous improvement program in place.
However the Review noted the City was actively engaged in continuous
improvement. The 2010-11 Annual Report listed 64 continuous improvement initiatives. In 2014-15 some 13 service, system and process
reviews took place outside the Independent Review implementation
process delivering significant benefits to the City. For example a review of injury management identified the potential and the means to
achieve substantial savings in future annual WorkCover premiums.
It was noted the organisation is subject to a range of other performance measures including:
■■
■■
■■
■■

Achievement against the Council Plan,
Liveability indicators,
Annual Community Satisfaction Survey,
Regular customer service survey.

The Independent Review was recognised as a continuous improvement plan specific to the organisation and the community it serves.
There was also a strong desire to avoid any new program or initiative
which might shift the focus away from the Review’s implementation.

Consolidate the Bendigo and Heathcote Customer Support phone
systems

Expected outcome
■■

Increased focus on customer service

Response
Installation of the necessary cabling, network infrastructure, compatible handsets and new technology to link the Heathcote and Bendigo
was completed in 2014.

Impact
The change to an integrated phone system occurred in January 2015
Since then other minor improvements have been completed to the
phone system including the creation of an alarm designed to avoid
a build up in the number of calls waiting.
More improvements to customer service from Heathcote will be possible when an affordable upgraded network connection to Bendigo
is available. This will likely align with the NBN roll out in Heathcote.

The question turned to what improvement process could/should
follow the Independent Review and whether the purchase of an ‘off
the shelf’ program or tool was desirable.
‘Off the shelf’ continuous improvement products tend to focus on
process improvements. They assume the service should continue
and continue to be delivered by Council rather than first asking
whether the service still responds to a need whether the need should
be met by the City.
As result Council opted to build on its experience with Independent
Review and previous service reviews and develop a formal, transparent program of service reviews that will, over time, expose every
corner of the organisation to comprehensive evaluation against a
clear set of criteria.
The Governance Framework that will guide the conduct of the Service
Reviews was finalised in December 2015.
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Prioritising Capital
and Major Works
Recommendation 25 –
Asset Management Policy

Recommendation 27 –
Asset Management Plans

Recommendation 35 –
Bendigo Airport Stakeholders

Recommendation 36 –
Bendigo Airport Upgrade

Priority:
High
Timeframe: Intermediate

Priority:
High
Timeframe: Short

Priority:
Medium
Timeframe: Intermediate

Priority:
Medium
Timeframe: Short

Finalise the Asset Management Policy and form an active Asset Management Steering Committee to monitor progress.

Expected outcome
■■

A structured and transparent approach to selecting the programs
and infrastructure investments to provide the greatest value to
the community.

Response
A Service & Asset Management Steering Committee (SAMSC) was
formed in June 2013 comprising two Directors and seven other
representatives from finance and all other areas associated with the
management of assets.
The SAMSC meets monthly and developed an Asset Management
Policy adopted by Council in October 2013.
The policy’s purpose is to provide a framework for the sustainable
management and care of the City’s infrastructure.

Impact
More detail of the City’s progress with asset management including
projected benefits can be found in response to Recommendations
26 and 27.

Finalise Asset Management Plans for the following assets:
–– Roads – sealed/unsealed roads, footpaths, kerb and channel,
street furniture, urban street trees
–– Bridge and major culverts
–– Drainage systems, flood levees and pump systems
–– Parks and recreation facilities
–– Waste disposal and resource recovery systems
–– Plant and fleet
–– Office systems and furniture

Expected outcome
■■

A structured and transparent approach to selecting the programs
and infrastructure investments to provide the greatest value to
the community.

Response
Nine asset management plans have been endorsed:
■■
■■
■■
■■
■■
■■
■■
■■
■■

General Information
Sealed Roads
Unsealed Roads
Bridges & Major Culverts
Pathways
Buildings & Structures
Aquatic Facilities
Stormwater Drainage
Recreation & Open Spaces

The asset management plans are renewed annually. The next reviews
will be in March 2017.
It was agreed other strategies are in place for the planned management and replacement of waste disposal systems, plant, fleet,
equipment, office systems and street trees, and asset management
plans for these categories were unnecessary.
For the completion of the asset management plans it has been critical to finalise financial projections and develop a 10 year renewal
funding profile across all asset categories.

Impact
The new financial plan provides for more equitable distribution of
financial resources across all asset categories and has the potential
to reduce the predicted cumulative renewal gap from $69 million
by 2024/25 to $9 million.

Engage with stakeholders impacted by the future Bendigo Airport
upgrade.

Develop a detailed business case for the upgrade of Bendigo Airport
to define the most cost effective funding mechanism.

Expected outcome

Expected outcome

■■

Increased buy-in and ownership of the project by the community.

Response
An airport stakeholder engagement program has been active for
several years. The program for 2014 and 2015 includes:
■■

■■
■■
■■
■■

■■

Bendigo Airport Advisory Group meetings (approximately six
per annum);
Leaseholder Group meetings (approximately two per annum);
Ongoing tenant meetings as required;
Emergency Services Workshop (held annually);
Regular communication bulletins and safety instructions for
airport users (ranges from daily to weekly); and
Regular media coverage.

A community information and consultation plan accompanied the
Planning Scheme Amendment and Planning Permit Application
phase of the development currently underway. This program targets
residential and commercial property owners and occupiers in immediate proximity to the airport. An information session was held
on 25 February 2014.
Meetings of the advisory group continue along with project specific
tenant stakeholder meetings. Since the work on the airport upgrade
commenced (See Recommendation 36) the City has issued fortnightly
updates to the users.
The City also meets regularly with State and Federal agencies relevant
to the airport including the Civil Aviation Authority and Regional
Development Victoria.

■■

A transparent and robust business case to provide a value for
money outcome for the community.

Response
Bendigo Airport is a declining facility of restricted capacity, increasingly
poor condition and a standard well below airports with comparable
populations and regional importance.
A business case was prepared to support the application for Commonwealth funding to help finance the proposed upgrade to the
Airport. The upgrade to include a new parallel runway able to accommodate passenger jets carrying 70 passengers and development
of the Business Park.
The report’s key findings included:
Bendigo Airport requires upgraded runway facilities to accommodate
Regional Passenger Transport (RPT) services responsive to a growing
regional population, industry and emergency services.
There is a strong case for the establishment of RPT services operating
from Bendigo to destinations including Sydney, Adelaide and other
south east Australian Regional Cities;
Passenger number and passenger growth projections are based on
65 passenger movements per day return rising by 2-3% per annum.
Economic and social benefits of the project include:
■■

■■
■■
■■
■■

Total economic benefits arising of approximately $34.9 million
and 84 FTE jobs;
New industry, employment as well as productivity benefits.
Greater utilisation by business for their travel purposes;
Greater business investment to the region;
Fixed wing emergency services, particularly fire-fighting, medical,
police and disaster relief activity can continue to operate from the
airport. This is at risk if the project does not proceed.

In summary the report found the airport upgrade was financially
feasible over short and long terms.
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It predicts the Airport should be able to generate sufficient funds
through a variety of income sources including rental and passenger
fees applicable to an RPT to free up $300,000 in annual funding and
significant additional investment by Governments for future runway
and development infrastructure.
For the development to proceed it needed $5 million in Commonwealth
to match $5 million committed from the City of Greater Bendigo and
$5 million committed by the State Government.
The City’s $5 million contribution is provided in the City’s long term
financial plan.
The City was successful in its application for $5 million in funding
through the Australian Government’s National Stronger Region’s Fund.
The contract has been awarded and construction is underway.

Recommendation 69 –
Asset Management System
Priority:
Low
Timeframe: Long

Communication and
Community Engagement

Expected outcome
■■

Improved efficiency in asset management across the organisation.

Response
The City uses the Conquest Asset Management System for the
management of its fixed assets. This software is used to assist in
the management of civil infrastructure and buildings. Functions
include asset inspections, details of asset condition, scheduling of
maintenance and determining when assets need to be renewed.
The Conquest system has been assessed as part of a comprehensive
review of the organisation’s information systems.

Impact
The City is satisfied with the current system, notwithstanding from
some minor improvements. These will be implemented as part of
broader strategy involving improvements to information technology
expected to cost approximately $200,000 over the next six years.
The decision not to replace the Conquest system saved an estimated
$500,000.

Council alone was authorised to acknowledge a Recommendation
as completed. This occurred when either:

Recommendation 1 –
Implementation and
Communication

Investigate the implementation of a new Asset Management System.

■■
■■

Priority:
High
Timeframe: Ongoing
■■

Create and continually update an implementation strategy and
Communications Plan to address and action the recommendations
of this Review.

Expected outcome
■■

■■

Continued progress in actioning the recommendations of the
Independent Review.
Efficient and effective implementation of recommendations

Response

The first set of recommendations to be acknowledged as completed
took place in October 2013. The last to be acknowledged as complete
occurred in June 2016.
Throughout the implementation phase of this review the community
has been informed of progress through:
■■

The Final Report of the Independent Review, submitted in June 2013,
identified 69 individual Recommendations on how the City could
improve operations.
Council subsequently adopted in principle all 69 recommendations
and established an Implementation Advisory Committee of all Councillors and supported by the Chief Executive Officer and Manager of
Executive Services.
In October 2013 Council adopted Terms of Reference for the Committee and committed to responding to all 69 recommendations
within the current Council term to 2016.
Recommendations were assigned to the relevant Directorates for
investigation and implementation. Those proposing improvements
to the budget process were immediately incorporated into the 201415 budget process.
Council reviewed progress with implementation of the review at its
Ordinary Meetings on 23 October 2013; 22 January, 5 March, 16 April,
21 May, 9 July, 20 August, 1 October, 12 November and 17 December
2014; 21 January, 4 March, 25 March, 15 April, 27 May, 24 June, 5
August, 4 November and 16 December 2015; and 10 February, 23
March, 25 May and 15 June 2016.

all associated actions have been completed, or
where the work is ongoing, when Council is satisfied all initial actions have been completed and there is a framework in place to
ensure future work is undertaken and completed in a structured
manner, or
where the recommendation has been addressed and Council
has responded in a different way that better aligns with Council’s
objectives.

■■
■■

■■
■■

■■

Publication of 23 Project Bulletins
Numerous media releases
Regular updates on City webpages dedicated to the Independent Review
Progress Report to a community forum on progress in early 2015.
A briefing on final implementation to the Independent Review
Committee
A community forum to receive the final report.

Recommendation 37, 29, 43, 46,
50 – Community Engagement
Priority:
Medium – High
Timeframe: Short – Ongoing
Develop a tool (e.g. a checklist) to assist CoGB staff to define the appropriate level of communication and engagement of stakeholders
and community for future projects.
Implement training for use of the Community Engagement and Toolkit
by Councillors and senior staff to understand appropriate methods
of engagement for various scenarios and the format and desired
outcomes of these methods. A review of current engagement practices
could inform such training by identifying particular areas of strength
and/or weakness.
Educate all Councillors and senior CoGB staff in CoGB Communication
and Engagement Protocols.
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Undertake an annual organisational survey of all CoGB staff and
Councillors to track and benchmark the level and quality of internal
and external communication and community engagement.
Explore opportunities to use the services of an in-house Community
Engagement Officer Resource.

Expected outcomes
■■

■■

■■

■■

■■

Tailored and appropriate levels of engagement with the community leading to increased levels of satisfaction.
Extraction of better outcomes from community engagement with
the appropriate methods being selected for various engagement
scenarios.
Clear and transparent guidelines regarding who can speak to the
media and when. Consistent Councillors and CoGB messages in
the media.
Maintenance of strong internal feedback and promotion of continual improvement.
Better coordination of community engagement activities and
provision of expert advice and assistance to staff across the
organisation.

Background
A draft community engagement policy and toolkit was adopted by
Council in 2010 and considered again in 2012.
A planned review of the policy and toolkit was postponed in 2013
when Council resolved to undertake the Independent Review and
included community engagement in the brief. The Review’s findings
and recommendations community engagement then formed the basis
for a re-evaluation of the City’s approach to community engagement.

Response
The City’s response to the five recommendations was undertaken
on a phased basis.
■■

■■

■■

A workshop facilitated by a leading consultant for Councillors and
senior officers examined the organisation’s current approach to
community engagement, explored emerging trends and what
constitutes best practice;
A formal adoption by Council of the key principles of good community engagement. This set the benchmark for a review of the
Policy, Guidelines and Toolkit for community engagement;
Staff survey and workshops to inform:
–– Production of a simplified version of the community
engagement guidelines and toolkit,
–– Incorporation of the recently adopted principles into
the guidelines and toolkit,
–– Implementation of staff training in the policy, guidelines
and toolkit, at an induction level, and
–– Exploring opportunities for a limited one-off trial to test
one or more of the new technologies to assist
community engagement.

Implementing ‘The Review’ – Final Report

Impact
Revised Community Engagement Framework
The Community Engagement Guidelines and Toolkit has been reviewed and updated and includes the principles of good community
engagement adopted by Council.
The kit includes a simple ready reckoner for helping staff determine
the most appropriate level of community engagement for a particular
task or question.

Staff training
Staff training in the new Community Engagement Framework was
held in May 2016. Induction training will be updated to include an
introduction to the framework. In 2016-17 the Corporate Learning
Calendar will include a session on Community Engagement for
employees new to the City or to community engagement.

Culture survey
The questions in the Culture Survey measuring staff attitudes to community engagement will be re-measured in 2017 to assess progress
or consistency with initiatives outlined above.

Citizens’ Jury
Council appointed not-for-profit research organisation newDemocracy
Foundation to conduct a Citizens’ Jury for Greater Bendigo.
A citizens’ jury constitutes a group of randomly selected people from the
wider community to consider an issue or question and then disband.
Greater Bendigo’s Citizens’ Jury was recruited in May/June and announced in July.
It is charged with answering one question – What should Council
spend our money on to shape the community’s future?
The six jury sessions were scheduled for 9 July, 28 July, 11 August,
25 August, 10 September and September 22. The sessions are being
conducted by an independent facilitator alongside representatives
of newDemocracy. All sessions will be open to the public.
The jury will present its report to the Council in September 2016. The
unedited recommendations of the jury will be published by Council
with a response to the recommendations given in person by the
incoming Mayor and Councillors, with a detailed written response
provided by March 2017.
It is the intention of Council to implement as many of the Jury’s
recommendations as possible – however the final decision rests
with the Mayor and Councillors.

In-house Community Engagement Resource
Council agreed to fund this position in the 2016-17 budget after
considering a business case concluded significant benefits would
accrue from appointing an in-house specialist to advise and provide
a focus for quality community engagement as it plays an increasingly
important role in the decision-making processes of Council.

Impact

Recommendation 38 –
Advertising Budget

The City reviewed its advertising rate agreements with all local
newspapers. Whilst the rates were already competitive the review
has secured further rate reductions along with additional placements free of charge (savings were made across digital and print
advertisement placement).

Priority:
Medium
Timeframe: Short
Centralise the advertising budget and resources within the Communications and Media Team to improve buying power and negotiating
influence.

As a result, this advertising was brought ‘in-house’ from October 2015
with expected savings of approximately 24 per cent. The advertising
has also been refreshed and modernised and now has the flexibility
to be used in newspaper, web and social media resulting in an easier
placement process.

Expected outcome
■■
■■
■■

Streamlined advertising process.
Decreased budget variations.
Cost savings.

Response
The City conducted an analysis of its advertising practices. This provided a better understanding of the scale and diversity of advertising
undertaken across the organisation, identified which Business Units
advertise and why and the processes involved for designing, approving and funding an advertising campaign.
The City advertises for the following reasons:
■■

■■
■■
■■
■■

Employment advertising was also reviewed. The City had used recruitment specialists to prepare and place recruitment/employment
advertising at a cost of approximately $28,000 a year.

When required under legislation to give notice to the public of
impending decisions such a striking a new rate, road closures etc.
To keep the community informed of decisions and developments
To recruit staff
To promote events and exhibitions
To market Greater Bendigo as a tourist destination

As a result of these changes, the in-house Communications and Media
Team is responsible for all advertising placement and design except
for specialist and targeted advertising undertaken by the Bendigo
Art Gallery, Capital Venues and Events, and Tourism.
Total savings arising from this review through reduced rates, increased
free ‘placements’ and other efficiencies are expected to reach $165,168
by 30 June 2017.
These arrangements are the subject of further evaluation as part
of the Service Review of the City’s communications and marketing
services. For more detail on the Service Review Program see Recommendation 55.

The tourism industry and the Victorian Government contribute to
spending on ‘destination marketing’. The City also receives State and
Federal Government funding to initiate campaigns around healthy
and active living. The City has also been successful in receiving Government grants to promote social harmony and some of this money
has been expended on advertising campaigns.
Advertising is usually one component in a broader marketing campaign
that includes signage, social media, discussions, printed material,
events and, on occasion, merchandise.
The analysis identified the City’s:
■■

■■

Marketing staff consistently negotiate better rates than the specialist media buying enterprises, due to their knowledge of the
local media market and relationships that have been developed
over many years
Advertising is spread across a large number of media outlets. The
amounts spent are generally insufficient to attract the discounts
associated with bulk purchases

One responsibility of the officer will be to consolidate the newly
revised Community Engagement Policy, guidelines and toolkit and
Council’s key principles of community good community engagement.

48

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

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

49

Implementing ‘The Review’ – Final Report

Implementing ‘The Review’ – Final Report

Recommendation 39 –
Communications Policy

Recommendation 45 –
In-House Graphic Designer

Recommendation 60 –
Stakeholder Roundtables

Recommendation 61 –
Stakeholder Database

Priority:
Medium
Timeframe: Intermediate

Priority:
Medium
Timeframe: Short

Priority:
Low
Timeframe: Ongoing

Priority:
Low
Timeframe: Ongoing

Formalise and mandate a communications policy so media released
are reviewed by the Communications and Media Team prior to release.

Explore opportunities to use the services of an in-house graphic design
resource.

Facilitate strategic roundtable discussions with key stakeholders on
a regular basis.

Identify and regularly maintain a comprehensive and representative
cross-section stakeholder register.

Expected outcome

Expected outcome

Expected outcome

Expected outcome

■■

Consistent messages being released to the community from a
centralised location within CoGB. Increased efficiency.

■■

Reduction in design costs and a more efficient process of developing CoGB publications.

■■

Continued improvement of external stakeholder relationships
and satisfaction levels.

■■

Streamlined processes around engagement and the identification of key contacts.

Response

Response

Response

Response

An updated Media Communications Policy was endorsed by Councillors and staff including the following directives:

A feasibility study of this proposal identified the potential for considerable savings through the appointment of an in-house graphic designer.

1. All promotional material will be reviewed and signed off by the
Communications and Media Team prior to distribution.

The in-house graphic designer appointed in 2014 focuses on undertaking high cost design projects including Greater Bendigo Magazine
and the fortnightly GB News Update page.

This recommendation was strongly supported and the structure for
this engagement was already in place when the report of the Review
was released.

In September 2013 the Information Management Unit expanded the
Customer Relations Management (CRM) system to make it available
to the organisation. Staff transfer data to the new system at no additional cost.

2. All media releases are to be issued via the Communications and
Media Team.
All appropriate staff were briefed on the updated policy available
on the staff intranet.

Impact
The appointment has resulted in a number of benefits to the organisation and the community.
Quality has also been improved, with more consistent and professional internal and external marketing material, web and social media
graphics as well as signage, ads, brochures, logos, publications and
presentations.
From the outset of the appointment it was recognised an in-house
graphic designer could not possibly meet all the organisation’s
design needs but would focus on the high cost, high priority items.
However the savings achieved through this appointment highlighted
the opportunity to achieve further savings through the employment
of a second graphic designer.
A cost neutral proposal to employ a second graphic designer was
approved for the 2016-17 Budget.
Total savings resulting from the replacement of some outsourced
graphic design with in-house services (beginning in October 2014)
are expected to reach $583,000 by 30 June 2017

For example, a major source of input into the Draft Economic Development Strategy (2014) was the program of roundtable discussions
involving up to 150 of Greater Bendigo’s business leaders during 2013.

Impact
The City Futures Directorate committed to hosting six roundtable
forums on a regular basis with priority industry sectors, specifically
Education, Health, Construction, Manufacturing and Mining and Retail.

Impact
The CRM meets the needs of the business units. However the broader
goal of identifying key contacts requires more contact databases to
be loaded into the CRM system. This is a key action in the IT Strategy
for the next 5 years.

The 2013 roundtable program was held again in 2015.
A manufacturing roundtable was held on in June 2015 and attended
by 17 businesses. EDU continued work with these businesses and
responds to a number of priority items developed at the meeting.
A second roundtable was held in July 2015 for about 30 members
of Bendigo’s growing professional services sector, employing more
than 500 people. EDU is currently investigating several ideas from
the roundtable including:
■■

■■

■■

Inviting all CBD landowners together to consider possible collaborative marketing initiatives,
Further business workshops on practical matters such tender
writing, business planning etc.
Continued lobbying for NBN in Bendigo

A third roundtable for the retail sector was scheduled for October
2015 but cancelled due to lack of numbers.
This was revisited in 2016 when EDU and Tourism jointly organised
a series of four workshops around the theme – The Fine Art of Retail.
These workshops covering visual merchandising, marketing, profit
and benchmarking and creating the customer experience proved
very popular with local business.
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Recommendation 62 –
Events Diary
Priority:
Low
Timeframe: Short
Establish an appropriate framework to communicate all events to local
business to provide more time for them to ‘gear up’ for the opportunities
associated with the event.

Expected outcome
■■
■■

Increased engagement with the local business community.
Increased economic activity in the region.

Response

Implementing ‘The Review’ – Final Report

Table of Recommendations
Number

Topic

Page

1

Implementation strategy and communications plan

47

2

Organisation-wide review of all classifications and work structures.

10

3

Matter for decision template for investment and business case proposals.

11

4

An asset management and infrastructure project evaluation framework.

11

5

Finalisation of the waste strategy.

29

6

Completion of the aged and disability services review.

30

7

Completion of the early childhood services review.

31

Council noted the City already compiles a Major Events Calendar
circulated as a service to members of groups such as Bendigo Tourism and Bendigo Business Council. The calendar has developed to
become a much valued part of the service offering to members and an
important factor in the strong membership base of both organisations.

8

Investigate the option to separate City Futures into a separate entity.

12

9

Engage with Local Government Victoria regarding benchmark KPIs.

37

Action

10

Implement a performance management system.

17

Over the past year the City has promoted this calendar and its benefit
to membership of Bendigo Tourism or the Business Council.

11

Advocate and plan for the consolidation of City offices.

18

Bendigo Tourism held a membership launch in mid-2015 where it
explained the benefits of membership including access information
on forthcoming events.

12

Review instrument of delegation for planning permit applications.

32

13

Review Statutory Planning Unit consultation/mediation process.

33

14

Review user fees charged.

37

15

Finalise the aged & disability and early childhood services reviews

16

Business cases for all major investment projects.

15

17

Define extent to which services are being subsidised by rates.

38

18

Annual Reporting of BenCon, the Livestock Exchange and Bendigo Airport

26

19

Review of current waste management contracts.

30

20

Change management strategy for the aged and disability services review.

30

21

Change management strategy for the early childhood services review.

31

22

Transparent explanation of rates charges and the rating strategy.

26

23

Organisation policy and procedure for closing the loop on customer enquiries.

38

24

Consistent process for logging and tracking enquiries and complaints.

38

25

Asset management policy and asset management steering committee.

44

26

Finalise the asset management strategy and achieve 80% core maturity.

16

27

Finalise asset management plans for various assets

44

28

Process to develop individual project budgets for capital works.

15

29

Implement training on community engagement guidelines and toolkit.

47

30

Monitor working capital (liquidity) and capital replacement financial ratios.

27

31

Define strategies to reduce the defined benefits superannuation plan liability.

27

32

Governance training.

15

The Bendigo Tourism Board also created a new membership level
leading up to the 2016 Marilyn Monroe exhibition called Taste of
Tourism. This reduced, six month membership targeted new and
emerging non-member businesses or businesses. This new membership level included a number of benefits including regular notices
of upcoming events.
A number of local businesses have indicated they monitor the events
calendar for opportunities to link with the organisers of upcoming
events. These include hospitality venues and equipment hire firms.
The City also publishes freely accessible information on upcoming
events through measures including:
■■
■■
■■
■■

A short form list of events provided on the City’s website,
Media releases that can be accessed through the City’s website,
Social media applications, and
Special purpose event briefings are held for local businesses
regarding particularly major events such as Commonwealth
Youth Games, National Scout Jamboree and Bendigo Art Gallery
major exhibitions etc.

30, 31

continued ▶
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Number

54

Topic
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Page

33

Review Directorate and Business unit names.

40

34

Benchmark planning practices with a minimum of two comparable councils

33

35

Engage with stakeholders impacted by the future Bendigo Airport upgrade.

45

36

Develop a detailed business case for the upgrade of Bendigo Airport.

45

37

Develop a tool to define the appropriate level of engagement for projects.

47

38

Centralise the advertising and resources within Communications/Media Unit

49

39

Formalise communications policy so releases are reviewed by communications team

50

40

Ongoing training in Governance, roles and responsibilities.

19

41

Education series for Councillors.

19

42

Consider opportunities to improve relationship between planning team and public/applicants.

35

43

Educate all Councillors/senior staff on Communication and Engagement protocols.

47

44

Update complaint handling procedure to include complaints relating to Councillors.

40

45

Explore opportunities to use an in-house graphic design resource.

50

46

Explore opportunities to use an in-house Community Engagement Officer

47

47

Develop a Reconciliation Action Plan and Cultural Diversity Strategy

41

48

Work with local businesses to maximise the benefits of the NBN rollout.

22

49

Succession management plan for all senior management and other critical positions.

28

50

Annual survey to benchmark communication and community engagement.

47

51

Set long term aspirational goals for the community satisfaction survey

41

52

Prepare Business unit descriptions for inclusion on the City website.

42

53

Investigate the use of the DPCD Regional and Rural Planning Flying Squad.

36

54

Priorities for Planning Scheme Amendments

36

55

Implement formal organisation-wide continual improvement program.

42

56

Councillor research officer.

20

57

Review policies and training relating to bullying, discrimination and harassment.

20

58

Reiterate the process for Councillors obtaining information.

21

59

Template to produce generically branded reports.

22

60

Facilitate strategic roundtable discussions with key stakeholders.

51

61

Identify/maintain a comprehensive and representative stakeholder register.

51

62

Establish an appropriate framework to communicate all events to local business.

52

63

Promote clustering of local businesses into ‘hubs’.

23

64

Facilitate local business opportunities in alternative energy, industrial waste, digital/advanced manufacturing.

24

65

Use of Australian Business Registry information and demographic profiling.

25

66

Improved use of Economic Development Australia membership.

25

67

Formal mentoring program for newly elected Councillors.

21

68

Consolidate the Bendigo and Heathcote customer support phone systems.

43

69

Investigate the implementation of a new asset management system.
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Implementing
‘The Review’
Address:
195-229 Lyttleton Terrace, Bendigo
Postal Address:
PO Box 733 Bendigo VIC 3552

Printed on Maine Silk Recycled (60% Recycled)

T: (03) 5434 6000
National Relay Service: 133677
then quote 03 5434 6000
F: (03) 3434 6200
E: requests@bendigo.vic.gov.au
W: www.bendigo.vic.gov.au

Final Report
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