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The Copper Coast Council is situated approximately 1.5 hours from Adelaide and consists of the towns of 

Kadina, Moonta, Wallaroo and Paskeville. The region of the Yorke Peninsula is rich in history and thriving 

coastal developments. The Copper Coast is famous for having some of South Australia's best holiday 

beaches. Its many attractions and accommodation make the Copper Coast an ideal tourist destination 

for both local and international visitors . 
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The Copper Coast Council has noted the scope and Terms of Reference of the Enquiry in Local 

Government Costs and Efficiencies. It is considered firstly that the premise that Local Government costs 

are excessive and Councils are inefficient is erroneous. Generally ALL Councils embrace continuous 

improvement principles and look toward implementing better systems, efficiencies and thereby lower 

costs. It is difficult often to quantify such efficiencies and cost decreases, because of the continual 

business of Councils in providing services, undertaking statutory compliance and meeting the requests 

and demands of residents, ratepayers, business, Clubs, Association, media and others. 

It is contended NO other organisation or business is required to deal with the plethora of services, 

variety of requests and demands from the abovementioned cross sections of the community. Indeed, it 

is strongly pointed out that in an age of continued increasing electronic service delivery, the 

demographic age in many communities means that face to face communication for State and Federal 

services let alone Council services is with the local Council. How this is quantified and the impact on 

Councils is real, but difficult to measure. 

In respect of the information and views that the South Australia Productivity Commission is seeking the 

following is provided:-
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3.1 Is the Australian Classification of Local Governments an appropriate way to group similar 
councils for comparison? Is there a better approach? 

It is considered that the Australian Classification of Local Government is an appropriate way to group 

similar Councils for comparison. I understand that Victoria for some years has undertaken a 

benchmarking process with all Councils and have groupings that could be sourced. 

3.2 Is the proposed ten-year timeframe to analyse costs and efficiency appropriate? 

The ten year timeframe is considered sufficient to analyse costs and efficiency. 

3.3 Are there any other sources of data that would help the Commission? 

Some research is suggested in relation to services that are provided that are difficult to quantify- some 

of these include swimming pools, Leisure Centres, parks and playing field maintenance, services to 

disadvantaged children youth and aged care. Often these services are a public good, providing an 

important and an invaluable service to the community. 

4.1 What are the key determinants or drivers of council costs and how have councils' costs changed 
over time? 

One of the major drivers of Council costs is State Government compliance costs. This is a significant 

underlying cost to Councils. A rudimentary assessment of such State Government compliance costs for 

the previous Council that I was Chief Executive Officer at - Mid Murray Council is attached (Attachment 

1). This rudimentary assessment indicates that well over 10% rates is as a result of State Government 

compliance costs. 

IT IS SUGGESTED THAT A RECOMMENDATION FROM THE PRODUCTIVITY COMMISSION COULD BE FOR 

A PRACTICAL AND REALISABLE REVIEW OF STATE GOVERNMENT COMPLIANCE COSTS WITH A WORKING 

PARTY CONSISTING OF STATE AND LOCAL GOVERNMENT REPRESENTATIVES WITH ACHIEVABLE 

TIMEFRAMES. 

A recent significant driver of Council costs is the State Government Waste Levy. This was imposed by the 

State Government and will cost the Copper Coast Council $520,000 per year, representing 3% Rates. 

This cost and revenue generator for the State Government is used largely for funding the Environmental 

Protection Agency and coastal protection works. It is NOT used for waste management initiatives for the 

Local Government sector. 
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A further significant driver of Council costs is Councils labour costs being; the enterprise bargaining wage 

increases. An assessment of wages payable at the Copper Coast Council under the Australian Workers 

Union Award and Australian Services Union Award is an estimated $1,105,184 above award. This 

represents almost 8 percent in Council Rates. 

The legal processes for enterprise bargaining involves the employee representatives (often with a Union 

representative in attendance) and employer representatives (the Chief Executive Officer and normally 

two Directors). My experience over four Councils in over 30 years, is that the Chief Executive Officer is 

personally targeted by the applicable Union in relation to wage demands and conditions. 

I have personally been subject to in Enterprise Bargaining meetings claims from the Union 

representative that "An approach will be made to the Councillors to get you sacked as Chief Executive 

Officer". Further, "That I will organise for the Council staff to placard outside the Council premises". 

There are many other instances that Chief Executive Officers could quote. This has led to above inflation 

wage increases. It is imperative that the Commission understands clearly the processes involved in the 

enterprise bargaining negotiations that practically occurs. 

IT IS SUGGESTED THAT A RECOMMENDATION BY THE COMMISSION BE THAT: A SECTOR WIDE 

ENTERPRISE BARGAINING PROCESS BE UNDERTAKEN TO OBVIATE THE NEED FOR THE CHIEF EXECUTIVE 

OFFICER TO BE INVOLVED IN THE ENTERPRISE BARGAINING NEGOTIATIONS 

Based on the above, the three main drivers of Council costs are as follows:-

• State Government Compliance (over 10% Rates) 

• State Government Waste Levy (3% Rates) 

• Enterprise bargaining wage increase award (almost 8% Rates) 

4.2 What is the best approach to defining and measuring costs for comparisons across council or 

through time? 

It is suggested that information be gleaned from Victoria and other States regarding benchmarking that 

is undertaken. Notwithstanding this, some Councils in South Australia have embarked on a benchmark 

process entitled "Australasian Local Government Performance Excellence Program". A copy of the 

Benchmarking Report is attached (Attachment 2). 
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4.3 What is the mast appropriate measure of capital expenditure? 

It is suggested that information from the Institute of Public Works Engineering Australasia is obtained on 

this, so that there is consistency in such measurement. 

4.4 What measures of Council service quality are available? 

Some Councils have embarked on community surveys to ascertain Council service quality. In my view, it 

is considered that a sector wide community survey could be explored, but subject to a review of the cost 

benefit of such survey. Previously, some years ago, the Local Government Association of South Australia 

coordinated a community survey for Councils that chose to participate on a cost basis. 

5.1 What is the experience of South Australian Councils in measuring and monitoring efficiency? 

It is considered that there is a large diversity of Councils throughout South Australia. The experience in 

measuring and monitoring efficiencies will be varied. A number of Councils will have embarked on the 

following:-

• Business process improvement (BPI) 

• Kaizen 
• Lean Six Sigma 

• ISO standards for certification 

• Continual improvement process 

I have attached newsletter and graphs for the Copper Coast Council as but one example. (Attachment 3) 

5.2 Are there any examples af efficiency monitoring programs in other jurisdictions? 

I understand that Victoria has efficiency monitoring programs, which would be worthy of research. 

5.3 Have these efficiency monitoring programs resulted in improved Council efficiency? 

I am not aware. It is important to highlight that ANY efficiency monitoring program is assessed in terms 

of costs. Whilst such a program would be beneficial, it needs to be a sector wide system at a low cost. 

IT IS SUGGESTED THAT THE PRODUCTIVITY COMMISSION RECOMMEND A SECTOR WIDE DEVELOPMENT 

OF AN EFFICIENCY MONITORING PROGRAM THAT IS NOT A COST IMPOST ON COUNCILS. 
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5.4 Is there value in estimating service-specific efficiency of Councils? 

It is considered that a model for estimating service-specific efficiency of Councils would be beneficial. 

However, it is pointed out this should be done on a sector wide basis, due to the resource limitations of 

many rural and regional councils to implement such a model. 

5.5 What services ore most appropriate to estimate Council efficiency? 

It is suggested that a working party be established through the Local Government Association of South 

Australia to develop service-specific efficiency models for Councils. 

5.6 How do Councils monitor their efficiency over time? 

Councils generally monitor their efficiencies through their Key Performance Indicators and goals in their 

Strategic Management Plan. A copy of the Key Performance Indicators are attached (Attachment 4). 

5. 7 Are there any examples of case studies of Councils benchmarking their costs and efficiency 
against other Councils? 

Refer to Attachment 2. 

6.1 Are the factors used in previous studies likely to influence Local Government efficiency in South 

Australia? 

Factors used in previous studies are likely to influence Local Government efficiencies in South Australia, 

bearing in mind that Councils are different within South Australia, let alone New South Wales, Western 

Australia and Victoria. There are different rating systems, State Government Grants, services provided 

and different regulatory and planning systems which will impact on such factors. 

6.2 Are there any additional factors that could affect the costs and efficiency of South Australian 

Councils? 

Refer 6.1. 
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6.3 What are the key internal and external factors that have impacted Councils estimated efficiency 
over the last ten years? 

Previously it has been highlighted that internal and external factors include State Government 

compliance costs, cost of the State Government Waste Levy and Enterprise Bargaining wage increases. 

Other external factors have included devolution of State Government responsibilities to Local 

Government (Planning and Development Act, Dog and Cat Management Act, Nuisance Act). In addition, 

cost shifting from State and Federal Governments has also impacted Councils efficiency. There is a body 

of research on this. 

6.4 What are the key internal and external factors which Councils expect to impact their efficiency 
going forward? 

Further factors to impact Councils efficiency going forward will include additional State compliance -

financial, environment, planning and development, governance and work health and safety. Additional 

demands on Councils from their community, particularly when State and Federal Governments 

withdraw services or reduce funding to Councils is expected to continue. An assessment of the 

devolution and cost shifting impacts on Councils from State and Federal Governments over the 

proposed 10 year timeframe to analyse costs and efficiencies is recommended. 

6.5 What decision-making processes do Councils use to determine the scope of services they provide 
and how these services are provided? 

Largely it is contended that Councils determine the scope of services they provide through their Annual 

Budget, existing Asset Management Plans, Long Term Financial Plan and general community feedback. 

Councils are generally loath to reduce services particularly in rural and regional areas due to the 

detrimental feedback to Councillors and staff. 

7.1 What are Councils' experiences with recent reforms in policy, governance and management? 

My experience with recent reforms in policy, government and management would indicate that such 

systems for governance, regulatory planning and development, financial management, environmental 

management, Work Health and Safety are becoming more complex, more difficult to implement, 

requiring more resources and thereby more costs of Councils and their Ratepayers. 

IT IS SUGGESTED THAT THE PRODUCTIVITY COMMISSION RECOMMENDS THAT AN ASSESSMENT BE 

UNDERTAKEN OF THE COST IMPACT ON COUNCILS WHENEVER ANY STATE LEGISLATION OR 

AMENDMENT OF EXISTING LEGISLATION IS UNDERTAKEN. 
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7.2 What actions/reforms have Council initiated to improve efficiency or reduce costs? 

Council has a culture of continuous improvement and is always considering improving processes to 

reduce costs. This involves often additional electronic service delivery, process review and assessment 

of resources required. 

7.3 What reforms in other jurisdictions successfully resulted in improved Council efficiency? 

No comment 

7.4 How can financial accountability in the Local Government sector be enhanced? 

Financial accountability could be enhanced through the reporting of the major costs drivers of Councils 

(as outlined). Additional costs through State legislation, additional costs from devolution and of 

responsibilities cost shifting and a suite of efficiency measures annually could be produced in a simple 

low cost method for distribution to all Ratepayers. 

7.5 Are there examples of actions initiated by Councils to increase efficiency? What has worked and 

what has not worked? 

There are many examples of actions by Councils to increase efficiencies. However, Councils are often 

deluged by particularly State Government Reforms, legislative amendments, review of State Policy and 

Programs from Departments and Agencies and compliance. This coupled with requests and demands 

from residents and normal service provision, means many Councils have little time and resources to 

initiate increased efficiencies. 
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10.5 

APP ENDIX 1 

Mid Murray Council 
Council Meeting Agenda 12 June 2018 

CHIEF EXECUTIVE OFFICER'S REPORT CONT'D APPENDIX 29 

10.5.1 0 State Government Compliance Costs for Mid Murray Council 

I considered that it would be prudent to provide an estimate and an outline of the 
plethora of compliance costs that the Mid Murray Council is subject to from the State 
Government. The statutory compliance costs are significant and it is considered that 
measures could be taken to review and decrease the level of compliance that 
Counci ls are subject to from the State Government. This would ensure that 
expenditure levels could decrease which would be beneficial, particularly given the 
implementation of rate capping. 

An estimate of the State Government compliance costs throughout Council are as 
follows :-

-

1· Description Estimated Cost 

I DEVELOPMENT & ENVIRONMENTAL SERVICES 

- -
CWMS Annual Reporting 

- OTR $7,000 staff time 
- SRMTMP $3,600 staff time (Manager) 
- ESCOSA 

EPA - CWMS Annual Returns and $48,700 Licence Fees 
Licence Fees $1 ,150 Annual Returns 
ABS - DA Stats - staff time $450 
Dogs & Cats (administrative 

$97,000 
requirements) 
Permits - Fire Prevention 

$19,300 
(administrative requirements) 
Permits - Section 222, Outdoor 

$4,000 
Oininq, Food stalls 
Building Compliance (statutory $92,300 staff time (includes all 
requirements for inspection) inspections) 

$4,000 Building Fire Safety 
Committee 

Planning Compliance $19,000 staff time 
$13,000 legal fees 
$25,000 appeals (averaqe) 

General Inspection/Compliance 
$186,600 

( statutory requirements) 
Health Compliance $25,700 staff time (includes 

wastewater inspections & local 
nuisance type complaints) 
$3,000 legal fees 

GOVERNANCE 

- Leases/licenses 
- Annual reporting 
- Delegations 

$110,000 - Community Land 
Management Plans 

- Policies - ---
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Mid Murray Council 
Council Meeting Agenda 12 June 2018 

10.5 CHIEF EXECUTIVE OFFICER'S REPORT CONT'D 

10.5.10 State Government Compliance Costs for Mid Murray Council Cont'd 

WHS/RISK MANAGEMENT & HR 
- -1 $ 130,000 

----
Statutory requirements 

COMMUNITY SERVICES 
· --

Community Passenger Networks 
- Staff training 

$5,000 - Volunteer training 
- Vehicle registrations 

Community Centre Morgan 
- staff training $10,000 
- insurance 

Mannum Leisure Centre 
- Staff training, health and $20,000 

safety 
Cambrai and Mannum Pools 

$20,000 - Staff training 

INFRASTRUCTURE 

Landfill Compliance $465,000 (not an annual expense) 
Transfer Station licences $5,000 
Reaulatorv sianaae new install $100,000 
Work zone signage est. each day $286,000 (work zone signage 
for the year install/remove) 
WHS for employees $50,000 

FINANCE 

BAS, Fuel Rebates, FBT & PAYG $11,000 
CWMS ESCOSA & Advisory 

$4,000 
Reports 
Grants Commission Return $5,000 
Public Consultation Expenses $10,000 
Budget Preoaration $10,000 
Budget Reviews $10,000 
Other Financial / Corporate 

$20,000 
Reports preparation to Audit 
Committee Council 
Maintenance/Preparation of $2,000 
financial reports to Committees 
Annual Financial Statements $16,000 
Annual Report $8,000 
Attendance of Audit Committees & 

$7,000 
Council meetings 

Total $1,853,800 

Please note that 1% of Mid Murray Council rates is $140,000. 
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The Australasian Local Government 
Performance Excellence Program FY18 
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• . 
Workforce profile 
Across our participating SA councils, we see a decrease in the median of 5.3 FTE per 
1,000 residents, down from 6.4 in FY17. Employee costs per 1,000 residents have also 
fallen, with a median of $453k, and represent 34% of total operating expenses (down 
from 35% in FY17). There is minimal outsourcing spend on all service areas, comprising 
just 18% of total operating costs, but this is slightly up from 17% in the prior year. 

•·······················································································································• 
Gender divers ity I) 
SA councils employ 44% women across the overall workforce, compared to 46% across 
the survey population. Among Australian councils, SA councils have the equal highest 
proportion of women at the CEO and director levels, along v.,ith NSW councils, with a 
median of 25%, compared to a median of 20% WA councils. NZ councils employ a 
median of 33% female CEOs and directors. 

• ·······················································································································• 

• 
Span of control 
SA councils, now in their second year of the program, continue to operate with less 
management layers, with a median of 3.9 'other staff per supervisor and above (up 
from 3.6 in FY17), compared to other Australian councils. The WA council median sits 
at 3.7 'other staff' per supervisor and above, and 3.3 in NSW councils. 

•·······················································································································• 
Talent s trategy focus 
SA councils have seen an increase in focus across a range of talent strategy areas, 
including 'productivity through automation and technology' (equal highest with 57% 
of SA councils focused in this area, up from 47% in the prior year), and 'effective 
perfo rmance management' (highest of all jurisdictions, with 83%, up from 65%), SA 
councils also have the equal highest focus on 'skills and adaptability in people', with 
78% addressing this as part of their talent strategy. 

•········································································· ··············································• 
Generational shift 
SA councils have seen a shift in the generational workforce profile, with a decrease in 
the representation of baby boomers, now comprising 36% of the overall workforce, 
down from 39% in the prior year. This has been offset by an increase in Gen Y and 
younger employees (27%, up from 24%). It is important that SA councils address the 
fact that 57% of the current SA CEOs, and 29% of the current SA directors will have the 
option to retire in the next 10 years. Planning is required to seamlessly transfer the deep 
industry knowledge to the next generation of leaders, and will require focus, new 
initiatives and a collaborative approach between the generations. 

• ·······················································································································• 
Role of finance 
Interestingly, just 65% of SA councils have CFOs who are part of the senior leadership • 
team yet a high 27% of finance FTE effort is devoted to value-adding business insight 
activities, compared to NSW (21%) and WA (19%). SA councils employ more highly ~ 

educated finance staff than other jurisdictions, with 33% having attained a postgraduate - -
qualification, perhaps going some way to explain the high median cost of finance as a 
percentage of revenue (3.4%), compared to 2% in NSW and 2.2% in WA councils. 

• ·······················································································································• 

e 
Online customer self- service 
We see a higher propo1tion of SA councils offering the community both the ability to 
make online payments and engage with online library services, with 91% of SA councils 
doing both, up from 82% in the prior year. There is fw·ther opportunity to expand the 
ability to conduct an online property enquiry (13% of SA councils), compared to 76% of 
NZ and 42% ofNSW councils providing this service to their community. 

• ·······················································································································• 



-

• 
Formal IT strategy and effectiveness of IT systems 
We continue to see a lower proportion of SA councils with a formal IT strategy (34%), 
compared to 65% ofNSW and 57% ofWAcouncils. A fu1t her 22% of SA councils are 
operating with a draft IT strategy, and most concerning are the 44% operating without 
an IT strategy or were unable to say (up from 24% in the prior year). This is potentially 
linked to the increase in SA councils with CEOs who are either concerned about the 
ability of the IT system to meet business needs or have widespread dissatisfaction with 
the functionality and quality of information (17%, up from 6% in the prior year). 

• ·······················································································································• 
IT priorities over the next th.rec years 
SA councils are focusing on future automation, as two of the top three IT priorities 
over the next three years are automating internal operational processes fo r enhanced 
service delivery (61%) and automating internal operational processes to achieve cost 
savings (43%). The other top priority is to improve technology to facilitate enhanced 
staff working and team collaboration in the office (48%). • •·······················································································································• 

Council meetings 
SA councils operate relatively efficient council meetings, with a median duration of 
143 minutes (2-4 hours), producing a median of 23 resolutions. In comparison, WA 
councils are the most efficient with a median duration of 113 minutes (1.9 hours), 
producing a median of 20 resolut ions, and NSW operate with a similar duration and 
resolutions to SA councils. SA councils have 53% of their meeting sitting in the 
'complex issues' and 'long orders of business' quadrants. 

• ·······················································································································• 
Service reviews 
This year we see more rigour being applied in SA councils when conducting, and 
formally reporting on at least one service review per year, with 48% doing so (up from 
35% in the prior year). SA councils focused predominantly in a reas such as 
governance and administration (41% performed at least one service review in this 
area), customer service (27%), finance (26%), aged care (24%) and town planning 
(23% of councils). 

• ·······················································································································• 
Service delivery 
Looking at services that most SA councils have in common, and which are outside 
the essential high cost delive1y of waste and roads, we observe the fo llowing costs 
per resident; $98 in parks and gardens, $78 in other economic affairs, $50 in 
swimming pools, and $44 in libraries. 

• ·······················································································································• 
Staff and community engagement 
The percentage of SA councils measuring staff engagement has increased in FY18 
(65%, up from 42%), with the majority obtaining improved levels of staff engagement 
(39%) . There has also been an increase in the percentage of SA councils conducting a 
community satisfaction survey, with 48% now having conducted a survey in the past 
two years (up from 29% in FY17). This is still low compared 89% of WA and 72% of 
NSW councils that conducted community satisfaction surveys in the past two years. 

•···················································································· ···································• 
Asset management 
95% of SA councils have an asset management (AM) system in the catego1y of Road 
networks and Drainage networks (both up from 88% in the prior year). It is 
encouraging to see 96% of SA councils with a strategic asset management plan that 
links to the financial long term plan (up from 76% in the prior year), especially high 
compared to 66% of NSW and 64% of WA councils. 

•·······················································································································• 
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This report has been provided to each participating council so that a pa1ticipating council can understand how it compares to the aggregated 
findings and for no other purpose. The report is intended for the pa1ticipating council recipient only. 

This report, including all data and comparative insights contained in it, is confidential to PwC and the paiticipating council. Except as set out 
below, the report should not be disclosed in whole or in part to another person unless agreed with PwC and the council. 

As agreed in the survey agreement with the participating councils, each paiticipating council is permitted to share the report with third parties 
as part of a council meeting, on a council website, or with other Pa1ticipating Councils provided it is shared in its entirety and the following 
words are included with the report when the report is provided: 

'The i1iformation and/or met,·ics referred to are extracted from the Australasian Local Government Perfo,·mance Excellence Program 
survey (survey) conducted by PricewaterhouseCoopers and commissioned by LG Professionals, NSW. The survey was not conducted/or the 
specific purposes of the council and was limited to only the councils who participated in it and based on the data they provided. The 
reliability, accuracy or completeness of this information has not been verified by PwC, LG Professionals, NSW or any other person. 

Accordingly, no one should act on the basis of this information and neither LG Professionals, NSW nor PwC accept any responsibility /01· the 
consequences of any person's use of or reliance 011 this i1iformation or any reference to it." 
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Methodology 

PwC and LG Professionals, NSW are pleased to release the sixth report as part of the Australasian LG Performance Excellence 
Program. We extend a warm welcome to our new councils across all jurisdictions. 

The purpose of the program is to assist councils better communicate, control and manage their internal business performance with 
their stakeholders through the use of comparative data analytics. During the program, PwC collects data from participating 
councils and then transforms this data into key metrics, identifying trends and observations that focus on operational and 
management excellence. 

The benefits to councils include the ability to monitor and manage their internal business performance over time, as well as 
improve the prioritisation of change based on data-driven decision making. Each year councils obtain a report with customised 
charts and contextual commentary as well as access to the interactive data explorer platform. 

In providing the current comparative insights, PwC is drawing on its extensive experience with local government and in developing, 
delivering and analysing a variety of business process data collections across multiple industries. The process we undertook to 
produce this customised insights report for each participating council is outlined below. 

How the 1·eport was produced: 

6 [ PwC 

• 65 NSW councils, 21 NZ councils , 23 SA councils, 28 WA councils, 1 ACT and 1 QLD 
council participated in the FY18 program. For the purpose of maintaining anonymity, we 
have included the QLD and ACT council data as part of NSW. 

• The data collection comprised of quantitative and qualitative data elements. 

• Throughout the process, each council's identity and information was kept confidential via 
PwC's secure on line platform, Datapoint. 

• The data collection for the 2017-18 financial year was launched in July 2018, and data 
was collected and amended over a four month period using Datapoint. 

• After the initial data submission, councils received a data submission feedback pack 
highlighting their key metrics in chart format so they could check and verify the data. 

• Councils had an opportunity to amend their data before the council-nominated 
'Superuser' approved the final submission. 

• Individual council results were known only to the members of the PwC analytics team 
working on this engagement. 

• Once the data collection and feedback period finished, the PwC analytics team began its 
extensive analysis of the data set. 

• To enable relevant comparisons, we adjusted financial data for NZ councils to reflect A$ 
using the average NZ exchange rate across FY18. 

• Subject-matter experts from PwC and LG Professionals, NSW guided the interpretive 
analysis and provided commentary on the results, as well as insights drawn from the 
global PwC network. 

• The results reflect the 2017-18 financial year, based on data collected from all 139 
councils. 

• Each participating council has received a customised insights report that compares its 
business performance to that of the survey population across a range of areas. 

• The reports are presented in a non-identifiable way; councils only see their results in 
relation to the sample population. 

These insight reports represent a starting point for further discussions, rather than a 
conclusive assessment in any particular area. 

• Along with this report, councils will be able to further explore, filter, compare and extract 
key metrics using the Council Comparative Analysis Tool (CCAT), accessed via Datapoint 
Explore. 

Councils that subscribe to the Council Comparison Window and give their consent for other 
councils in their nominated region/cluster to view their results, will also have access to this 
view within the CCAT. 



Survey population 

This insights report is based on data collected from 139 councils across Australia and New Zealand. Throughout this report, 
pa1ticipating councils have been identified by their jurisdiction, size of the resident population (small, medium or large), and the 
type of council (metro, regional or rural). 

To group councils by size, we used the estimated 2017 resident population provided by the Australian Bureau of Statistics (for 
Australian councils) and the 2 0 17 resident population provided by Statistics New Zealand (for NZ councils) . Councils have been 
classified as Large if they have more than 100,000 residents, Medium for residents between 10,000 to 99,999, and Small for fewer 
than 10,000 residents. 

To classify councils as either Metropolitan, Regional or Rural, we used the Office of Local Government allocation fo r NSW councils, 
and for WA, SA and NZ councils we consulted LG Professionals, WA/SA and SOLGM and allocated councils as follows: Metro 
councils are typically city councils; Regional councils are the next tier, located outside the main cities, with a reasonable sized 
population; and Rural councils are generally small and not considered a regional centre . 

New South Wales 

New Zealand 

South Australia 

Western Australia 

.,. Percentage of survey population 

15% 

117% 
;-::.-::.-::.-::.-::.-::.-::.-:.;:.:.:.:.:.:..-· 

20% 

48% 

n = 139 
L-_________ ....._ _ ___________________________ 1n_c_lu_d_es_1..,;_QLD council and ACT 

Large councils 
(> 100,000 residents) 

Med1um-s1zed councils 
(> 10,000 residents) 

Small councils 
(< 10,000 residents) 

Metropolitan councils 

Regional councils 

Rural councils 

$0-$20m 

$20 · $50m 

$50 · S100m 

S 1 oom - $200m 

$200m+ 

.,_ Percentage of survey population 

20% 

...._ __________ ·_· __________ ___.I 64% 

16% 

.,_ Percentage of survey population 

30% 

...._ ______________ ...... 130% 

.,_ Percentage of survey population 

9% 

n = 139 

40% 

n = 139 

n = 139 
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Understanding this report 

The Australasian LG Performance Excellence Program FY18 is customised for individual survey participants. All charts within the 
report represent the individual council's results relative to the survey population that responded to that particular question. 

The commentmy provided in the report has been prepared for the overall program and while it does not change for each council, it 
should provide relevant information to help each council understand the context of its own results. 

For each response to a question, your council's input is displayed in red (indicated by the legend). To help you understand changes 
from the previous report, the majority of charts within this report also s how the results from the prior financial year, for your 
council and the survey population. 

If no input was recorded by your council for this year and/ or last, the red indicator will be missing from the charts and the result 
for the overall population will be displayed. 

We have developed some customised charts for this report, to allow us to convey rich and detailed information. We have provided 
further explanation below on how to interpret t he distribution and bubble charts throughout the report. 

Example Chart 1.1 

The grey bars represent each 
participant. In some cases not all 

markers are visible. eg. if calculated 
metrics are close together. 

The red call-out and dotted 
line indicate your council's 

current year result 

The red call-out indicates your council's pnor year 
result. The pink call-outs represent the median result 

for the survey population in the prior year 

T Type of council 

Metro 

~ • 
~II II . u lii1'irif ai''jl 

FY17 

EH·+ 
13.5% 

1 Median result (11 6%) 

Regional 

Rural 

II Wql 1111111111 I 11 111 

I I I 11111 :1lutiffi511

1f 
O t> 11 

10.4% 

9.7% 

0% 5% 10% 15% 20% 2 0 30% 35% 40% 45% 

... 
36% of all respondents I 

are equal or lower 

64% of all respondents 
are higher 

The median or point in 
the middle of the 
survey population 

The 'n' value indicates the 
number of respondents to the 
question in the current year n = 139 

Example Chart 1.2 

The red outline 
indicates your 

council's current 
year selection 

The red text indicates your 
council's prior year's selection 

Red text indicates your 
council's location, type or size 

8 I PwC 

~ urveyPopulot,on/ , .. .,,,,.,~ 0 
Draft lT slrategy 

IT strategy docs not 
exist, o, unnble lo say 

57%( T ) 

• 27~ .. ( .6. ) 

0 

Survey population prior 
year results 

NSW ~ SA 

. _,., .,.,' -~ .. , 

··-· · 29'• I• ) , 23'oi• ) l . 26'0 l • I 

WA 

. . • -
16'.4 (T ) 

The 'n' value indicates the 
number of respondents to the 
question in the current year 



Understanding this report 

Example Chart 1.3 

The red bubbles 
indicate your 

council's current 
year result(s} 

Customer 
Service 

Finance 

Human 
Resources 

Information 
Technology 

The overall survey population's 
current year result 

The survey population's current year results 
1dent1fied by location, size or type of council 

Sample Council , ,.,., 
, ,..,,, 
• .:,_·. 

19'4 ( T ) 

• .,., 

\ 
Survey Population 

26% (•) 

17%( T) 

26%(.l) 

Large Medium Small 

.,,.,., •~.,.,«l.,., 
--· -:~::: • ~~:~) + ::~::: 
- •• 29% (A) 25% (•) 9% (•) 

n = 139 

The red text 1s your council's 
prior year result(s} \ The survey population's 

prior year results 
The 'n' value indicates the number of 

respondents to the question 1n the current year 

The symbol 1n brackets indicates 
the direction of change from pnor 

year results 

Before reading this report, it is important to note that it is not an in-depth customised analysis or review of each council's business 
operations. Instead, it reflects your council's results in relation to the total survey population. Participating in the LG performance 
excellence program should allow councils to: 

Evaluate their own practices to better understand current operational and management performance 

• Identify areas of focus when striving to optimise operational excellence 

• Understand how businesses - and in some cases international businesses - perform in terms of workforce, operations and finance 
using results from similar surveys conducted by PwC globally. 

Disclaimer : 
PwC has not verified, validated or audited the data used to prepare this insights repo1t. PwC makes no representations or warranties 
with respect to the adequacy of the information, and disclaims all liability fo r loss of any kind suffered by any party as an result of the 
use of this insights report. The intellectual property in this report remains the property of PwC 
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18% 
•:1- staff turnover rate 
~ in the first year of 

employment 

• 31% 

~ median proportion 
of female managers 
and above 

fft 
59% 

of CE Os will have 
the option to retire 
in the next ten years 





Workforce 

Workforce Trend Summary 
Coppe r Coast Council 

• SA Survey population 
• Copper Coast Council 

1. FfE per 1,000 residents 

2 . Remuneration as a percentage of 
operating expenses 

3. Overtime A$ per FfE 

4. Span of control ('Other staff per 
manager) 

5. Rookie rate (percentage of new 
employees in past 2 years) 

6. Staff turnover rate 

Staff turnover rate in first year of 7. 
employment 

8. Gen Y staff turnover rate 

9. Female staff turnover rate 

10. Male staff turnover rate 

12 J PwC 

FY17 FY18 

6.4 

• 6.4 

35% 

• 
• 25% 

$635 

:===------===--
$0 

4.7 • • 3.6 

20% • 
• 16% 

9% : 
5% 

0% 

12% 

10% • 
• 8% 

10% : 
3% 

6.3 : 
5.3 

34% • 
• 22% 

$703 

• $703 

5.3 

• 
• 3.9 

18% 

• • 16% 

10% 

:a 
9% 

0% • 0% 

15% 

12% 

10% • 
• 8% 

11% 

=-10% 

Change from 
FY17 to FY18 

T 0.1 

T1.1 

T 3% 

T1% 

.A $703 

.A$68 

A 0.6 

A0.3 

• 0% 

T2% 

A4% 

A1% 

• 0% 

T9% 

• 3% 

T3% 

• 0% 

• 0% 

A 7% 

A1% 



Workforce 

Worliforce Tr end Summary 
Copp er Coas t Council 

• SA Survey population Change from • Copper Coast Council FY17 FY18 
FY17 to FY18 

33% 33% 

• • • 0% 
11. Female managers and above 

• • • 0% 
25% 25% 

39% : • 0% 

12. Baby boomer employees 36% 

::t T3% 
35% 35% 

37% 37% 

• • A2% 
13. Gen X employees • • 33% • 0% 

31% 

34% 
32% • • T 2% 

14. Gen Y employees • • 27% A3% 
24% 

10% 10% 

15. Workforce with more than 8 weeks of • • • 0% 

accrued annual leave • • • 0% 
8% 8% 

23% 26% 

16. Workforce with more than 12 weeks of • • .t. 3% 

accrued long service leave • • A2% 
11% 13% 

6.4 6.6 

17. Median sick leave days taken across • • .t. 0.8 

your workforce • • 4.5 A0.2 
3.7 

$1 ,052 
$939 • T $501 

18. Actual training spend per FfE (AS) $1,046 : T$107 
$551 

63% 

19. Supervisors and above with a formal :: A 1% 

annual performance appraisal 59% 
T11% 

52% 

73 : 52 A51 
20 . Lost time injury days per 100 • employees 51 

T21 
0 
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Workfo rce 

Workforce structure and cost impact 

Employee costs 

In service-based organisations, employees 
are vital to the organisation's success. It is 
critical to create a workforce of highly 
engaged, motivated people. Leading 
organisations foster a culture of 
innovation and a customer centric 
mindset. High performing employees 
anticipate customer needs and look for 
creative and innovative ways to delight 
and engage with the community they 
serve. People represent the largest 
expenditure area, and are the most 
important productive asset, of each and 
every council. Our findings show that the 
overall median council total employee 
costs (ie. the employed workforce 
measure) remain constant when compared 
to the prior year, comprising 35% of total 
operating expenses. 

However, at a jurisdiction level we find 
that there has been a consistent decrease 
in t he median result in NSW, WA and SA 
councils, compared to an increase in NZ 
councils; the fi rst increase in two years for 
NZ, from 22% in both FY16 and FY17 to 

25% employee costs as a percentage of 
FY18 operating expenses. 

This is a complex metric that incorporates 
a number of factors that can impact, 
including wage growth levels, a change in 
the level of services outsourcing versus 
insourcing, and a change in the workforce 
size or staff level/skills mix, all of which 
can be at a different rate of change to 
overall cost gro1,vth. 

We observe continued differences in the 
extent of outsourcing between Australian 
and NZ councils, with NZ councils 
reflecting 29% of operating expenses 
attributable to the outsourcing of services. 
In comparison, across Australian councils 
this proportion ranges from 15% in NSW, 
to 17% in WA, and 18% in SA councils. 
Interestingly, these outsourcing results for 
Australian councils have increased in the 
past year, which may go some way to 
explain the downward impact on the 
median employee costs as a percentage of 
operating costs. 

ClosingFTE 
per 1,000 residents 

Fig ure 1.1: Employee costs as a percentage of to tal ope rating expenses (type of co uncil) 

T Type of council 

Metro 

Regional 

Rural 

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50% 55% 60% 65% 

• 7% of all respondents J 

are equal or lower 
93% of all respondents 
are higher 

Figm·e 1.2: Employee costs as a percentage of total ope rating e xpenses (council jurisdictio n) 

T Council jurisdiction 

NSW 

NZ 

SA 

WA 

14 I PwC 

0% 5% 

fit 
1 me Ian (2 o i 
1
"1, 1 1 ... 1~1mm1W''t 

111 I 11 111 Ill 11 l I I 
1 SA median (34%) 

I II 111 111 ll I WA median (39%) 

10% 15% 20% 

... 
7% of all respondents J 

are equal or lower 

II 111 I I 11 I 
25% 30% 35% 40% 

93% of all respondents 
are higher 

45% 50% 55% 60% 65% 

Survey 
population 

I Median • Copper Coast Council 

FY17 

39% 

35% 

32% 

n = 139 

FY17 -1 37% 

1 22% 

1 35% 

I 40% 

n = 139 



Worliforce structure and cost impact 

Overtime 

While the use of overtime can assist in 
managing seasonal and unexpected 
workload fluctuations, councils need to 
ensure it is managed efficiently and used 
as a short term solution, otherwise it could 
result in a significant drain on council 
funds and staff morale. 

In FY17, we reported a steady decline 
(since FY15) in the median council spend 
on overtime for permanent and fixed-term 
contract employees as a percentage of total 
salaries and wages. However, in FY18 it 
has shifted upwards from 1.8% to 2%, 
compared to the prior year. 

NSW councils are driving this upward 
shift, with overtime now representing 
4.0% of total salaries (up from 3.8% in 
FY17 and 3.6% in FY16). The NSW result 
remains substantially higher than NZ 
(0.7%), SA (0.8%) and WA (1.2%) council 
median results. 

Interestingly, this could be explained by a 

combination of the increased turnover rate 
across NSW councils (14.1%, up from 
12.2% in FY17), and yet a minimal 
headcount change of o.8% growth, 
consistent from last year. NSW councils 
need to identify if there are pockets of high 
overtime in different departments or is it 
spread right across the council, and then 
determine if the use of overtime is an 
appropriate resourcing strategy. 

Looking at in another way, we observe a 
rising NSW median council overtime 
spend per FI'E of -A$2.9k (up from 
-A$2-4k last year), compared to the 
median SA council, with just -A$700 and 
the median WA council, with - A$900. NZ 
councils continue to operate with the 
lowest median spend of -A$500 per FI'E. 
These differences are likely due to the 
difference in the industrial salary awards 
across the Tasman, and the much higher 
rate of NZ outsourcing within some 
services or corporate functions that 

\'\'orkforce 

traditionally utilise overtime as a 
necessary part of the resourcing strategy. 

The Council Comparative Analysis Tool 
provides councils with the ability to create 
their own comparative groups to assess 
their use of overtime. 

Figure 1.3: Paid overtime as a pe1·centage of total salaries and wages (couneiljurisdiction) 

T Council Junsd1ct1on 

NSW 

NZ 

SA 

WA 

0% 

32% of a ll respondents 
are equal or lower 

1% 2% 3% 4% 

68% of all respondents 
are higher 

Figure 1.4: Overtime spend per FfE (A$) 

T Council Jurisdiction 

NSW 

NZ 

SA 

WA 

$0 

... 
29% of all respondents I 

are equal or lower 

Survey 
population 

I Median 

11 

$1 ,000 $2,000 $3,000 

71% of all respondents 
are higher 

• Copper Coast Council 

FY17 

111 I 3.8% 

07% 

0 .8% 

1.4% 

5% 6% 7% 8% 9% 10% 11% 

n = 139 

FY17 -$2,388 

S436 

$635 

$1 .023 

$4,000 $5,000 $6,000 $7,000 $8,000 

n = 139 
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Workforce 

Workforce structure and cost impact 

Agency Staff 

Agency staff provide councils with the 
ability to access additional resources, skills 
and expe1tise and can serve as part of an 
alternative resourcing strategy rather than 
utilising overtime or base level resourcing 
to assist with seasonal workflow 
fluctuation. 

Our median results show an increased use 
of agency staff this year, with agency staff 
costs representing 1.7% as a percentage of 
total employee costs (up from 1.1% in the 
prior year). Metro councils continue to 
rely more heavily on agency staff (2.7% 
median spend, up from 2,4% in the prior 
year), compared to regional councils 
(1.8%, up from 1.1% in the prior year). 
Given more than 60% of rural councils do 
not use agency staff, we continue to see a 
median of 0%, principally because this 
type of resourcing is generally not 
accessible in these areas. 

Our survey results also continue to show 
the clear distinction between Australian 
and NZ councils in the use of agency staff. 

More than half of the surveyed NZ 
councils repo1ted zero agency spend in 
FY18, explaining the median result of 0%. 
In contrast, we observe SA councils most 
likely to use agency staff, with 2.2% 
median agency spend as a percentage of 
total employee costs, albeit a decline from 
2.6% inFY17. 

WA councils, for the first time since 
joining t he program in FY16, have an 
upward shift in the median result, with 
1.7% agency staff spend percentage (up 
from 1.2% in FY17 and FY16). Likewise, 
the NSW council median result has also 
increased, "',jth 1.8% (up from 1.6% in 
FY17). 

It is important that clear policies and 
procedures on the use of agency staff are 
established and agreed. In addition, 
consideration must be given to t he correct 
balance between the investment and 
development in a councils own workforce 
and the use of agency staff. 

Key considerations 

• Are you actively assessing why 
overtime is occurring? And 
monitoring overtime levels by 
staff level, service area and 
manager group? 

• Are you providing staff with 
the right training and 
technology to reduce 
unnecessary overtime? 

• If you are using agency staff, 
·do you regularly monitor the 
costs incurred, especially 
across the different service 
areas? 

• Have you recently reviewed 
your agreement with your 
preferred recruitment 
agencies to check you have 
negotia ted fair and 
reasonable rates? 

Figure 1.5: Agency s taff s pend as a percentage of total expe nditure on employees and agency staff (type of council) 

T Type of council "' I 
I ~ Metro median (2.7%) 

Metro Ill Ill I I llfr,!,!oa, m,!,!J~ ,J, I I I 
I 

Reg;ooal 1 11 Ill 11111 I I I II 
Rural median (0.0%) 

Rural I I I I I 
0% 

35%~qual I 
or lower 

1% 2% 

65% of all respondents 
are higher 

3% 4% 5% 

11 11 2.4% 

II I I I I I 1111 11% 

I I 0.0% 

6% 7% 8% 9% 10% 

n = 139 

Figure 1.6: Agency s taff spend as a percentage of to tal expe nditure on employees and agency s taff (council 
jurisdic tion) 

"' 
FY17 

T Council jurisdiction 
I 

lti11t ii'an (1.iit II I 

NSW 

NZ medao (0 0%)1 
Ill 11 1 I I I I I I I I I I I II I 1.6% 

NZ I 11 
11 Isl iedr Tf %) 

I 0.0% 

I 

SA I I 11 2.6% 
I WA median (1 .7% ) 

WA 1111 Ill I 1111 I I II 1.2% 

0% 1% 2% 3% 4% 5% 6% 7% 8% 9% 10% 

35%~qual I 65% of all respondents 

or lower are higher n = 139 

Survey I Median • Copper Coast Council 

16 J Pll'C 
population 



Organisational design 

Span of control 

The shape and size of a workforce is often 
influenced by the complexity and volume 
of work, and the associated risk levels 
involved when performing certain tasks. 
By determining the optimal team 
structure, teams and management can be 
better equipped with a blend of skills; both 
technical delivery and management 
experience. 

Our 'span of control' metric can be used to 
monitor management overhead, as it 
measures the number of non-managerial 
employees ('other staff in our survey) as a 
ratio of employees with management 
responsibility ('supervisors and above' in 
our survey). A higher span of control 
indicates reduced layers of management, 
which at its best can give staff more 
autonomy and on-the-job career 
development opportunities. 

The overall median span of control, of 3-4, 
remains low with no movement since the 
prior year , suggesting minimal movement 
in the management layers . 

SA councils, now in their second year of 
the program, continue to operate "~th less 
management layers, compared to other 
Australian councils, "'~th a median of 3.9 
'other staff per supervisor and above (up 
from 3.6 in FY17). On a positive note, we 
also see a slight shift to flatter 
management structures in WA, and to a 
much lesser degree across NSW councils. 
The WA council median now sits at 3.7 
'other staff per supervisor and above (up 
from 3.2 in FY17), and 3.3 in NSW 
councils (up from 3.1 in the prior year). NZ 
has remained constant, with a median of 
4.0. 

We continue to see large councils being 
more likely to have larger spans of control 
by taking advantage of their geographic 
location and scale of operations. However, 
their median span of control result has 
been declining since FY15, when it was 4.8 
'other staff per supervisor and above, but 
it nows sits at at 3.9 (down from 4.0 in the 
prior year) . Some 'grade inflation' may be 
occurring within the stable workforces of 
these councils - an issue to watch as it 

FY18median 
span of control 

for councils 

Figure 1.7: Span of control ('other staff' per manager) 

T Type of council 

Large 

Medium 

Small 

0 2 3 4 5 

• 88% of all respondents I 
are equal or lower 

I I 

H 

6 7 

12% of all respondents 
are higher 

Workforce 

drives cost pressure without necessarily 
impacting the potential output of the 
workforce. 

The median span of control in small 
councils has been steadily climbing since 
FY15 when it was 2.5 'other staff per 
supervisor and above, but it has now 
remained stable at 2.9 for the past two 
years. We encourage councils to consider 
the optimal span of control fo r their own 
circumstances, acknowledging the 
potential benefits such as increased 
productivity, improved career paths and 
faster decision making. By increasing the 
speed of decision making, councils can 
enhance their responsiveness to changes in 
community needs and requirements. 

8 

Definition 

Span of control: Total number 
of 'other staff per manager 
(defined as supervisors and 
above). 

9 

3.4 
'otltel' staff per 

manager 

FY17 -40 

3 .3 

2.9 

10+ 

n = 139 

I Survey 
population 

I Median • Copper Coast Council 
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Workforce 

Organisational design 

Staff level mix 

The charts on this page further explain 
span of control and enable councils to 
better understand how their staff level mix 
compares to the survey population, as well 
as size of council. 

Following on from our analysis on span of 
control, we see a higher proportion of 
supervisors and above in small-sized 
councils, representing around a quarter of 
the total workforce, compared to 20% in 
large councils and 22% in medium 
councils. This result is expected due to the 

Figure 1.8: Staff level split 

smaller functional team sizes that 
invariably exist within small councils. 

It is important to consider the optimal 
staff level mix. While a higher 
proportion of supervisors and above 
provides increased expertise and 
experience within each function, an 
increase in 'other staff may provide 
greater development opportunities for 
less experienced staff, providing 
opportunities for exercising their 
innovation, creativity and skills. 

II>- Percentage of survey population 

1% 

FY17 

~~ 

~~ 

CEO & Director 

Manager 

Team Leader 

Supervisor 

Other Staff 

1 4% 
I 

4% 

6% 
1 2% 

9% 
- 10% 

Figure 1.9: Staff level split (s ize of council) 

CEO & Director 

Manager 

Team Leader 

Supervisor 

Other Staff 

18 I PwC 

Copper Coast 
Council Survey Population 

• 4% (• ) 1%(•) 

0% (• ) 4%(•} 

e 
1%( • ) 7% (1') 

• j 12% ( 1' ) 9%(•) 

tt,.J 

84% 
80% 

~~ 
n = 139 

Large Medium 

' 
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T e 
3%(•) 5%(•} 

T • 7%(•) 7% (1') 

• • .%<•I 10% (1') 

e,%,.J 81% (1'} 

•• Survey population 

• Copper Coast Council 

Key considerations 

• Have you considered your key 
management personnel risk? 
Are you building a n adequate 
pool of talen t and sharing 
knowledge across the teams? 

• Have you designed 
meaningful roles a t each level 
taking into account 
experience and staff 
sa tisfaction? 

• Are there opportunities to 
broaden the roles of managers 
so they can opera te at a h igh 
capacity across a range of 
areas, while s trengthe ning 
career paths and skills? 

D a Survey population 

D a Copper Coast Council 

Small 

' 5% (1') 

T 7%(•) 

• 5%(•) 

' 8%(•) 

e.%,.J 
11 = 139 



Don'tfall short on new talent 

Rookie rate 

The median rookie rate - the proportion 
of employees who are new to councils in 
the past two years - continues to remain 
stable at 23%, consistent with both FY17 
and FY16. 

For the first time since FY16, we observe a 
slight increase in the management rookie 
rate, with 16% of supervisors and above 
having less than two years experience, up 
from 15% in the prior year. This indicates 
a potential trend towards a newer 
workforce resulting in an injection of new 
and varied management capabilities. 

The median rookie rate for supervisors 
and above in NSW and SA councils is 13%; 
the NSW median has increased from 11% 

in FY17, while the SA median remains 
unchanged. It appears that both NSW and 
SA councils remain less likely to integrate 
new management talent into the existing 
workforce when compared to NZ councils 
(23%) and WA (26%) councils. 

We acknowledge the need to maintain a 
reasonable level of management stability 
in order to retain organisational 
knowledge and relevant experience. 
However, this needs to be complemented 
with the potential benefits that come from 
introducing new talent especially when 
this alters team dynamics leading to fresh, 
innovative ideas. 

Median survey rookie 
rate for supervisor 

and above 

\'\'orkforce 

PwC's 21st Annual Global CEO Survey, 
which surveyed 1,293 global CEOs in 85 
countries, shows that 'the availability of 
key skills' remain at the front of CEO's 
minds, with it sitting in the top 4 threats to 
growth prospects (along with over 
regulation, terrorism, cyber threats and 
speed of technological change). Of the 
CEOs surveyed, 79% said they are 
somewhat concerned about the availability 
of key skills, including 38% who are 
'extremely concerned'. This concern is 
steadily increasing as process automation, 
artificial intelligence and new technologies 
are becoming more prevalent than ever.' 

Definition 

Rookie rate: Proportion of 
staff who commenced in the past 
two years. 

The median 
survey r'!okie 

rate ts 
16% 23% 

Figure 1.10: Rookie rate by staff level (proportion of s taff who commenced in the past two years) 

lfiJ 
Supervisor and I 
above I I IIIII IIIIIIIII I I llii1ii11ef1't nii111 11111 1111 1 111 11 11 

0% 5% 10% 15% 

Other staff 

20% 25% 30% 

Survey 
population 

1 PwC, 2018, 21st Annual Global CEO Survey, 'The Anxious Optimist in the Corner Office'. 
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Workforce 

Don'tfall short on new talent 

Corporate services rookie rate 

In our program we focus on four corporate 
services areas - customer service, finance, 
HR and IT. The spread in median rookie 
rate has increased from prior year, ranging 
from 20% in finance, 22% in IT, 25% in 
customer service and up to 28% in HR. 

This surge in the median HR rookie rate of 
28%, up from 20% in the prior year, aligns 
to a corresponding rise in the median HR 
turnover rate (14%, up from 9% in the 
prior year), suggesting a level of 
replenishment, as opposed to an 
acknowledgement of the need for fresh HR 
talent. 

Definition 

Rookie rate: Proportio n of 
staff who commenced in the past 
two years. 

The customer service rookie rate has 
increased steadily over the years, with a 
median rookie rate of 18% in FY15, 20% in 
FY16, 23% in FY17 and increasing further 
to 25% in FY18. While some of these 
historical increases may have been a 
reaction to increased turnover, in FY18 the 
customer service turnover has remained 
stable, therefore the increase is likely a 
result of new talent recruitment. 

Key cons ide1·ations 

Councils should consider how they deal 
with a rising rookie rate in different areas 
of the organisation. This is especially 
important when it comes to the sharing of 
the ways of working, knowledge and 
approaches as new people join different 
departments. A very high rookie rate 
across an organisation or within a 
department may mean that information 
may be passed on by people who perhaps 
had an incomplete understanding of the 
role and associated processes themselves. 

• If your rookie rate is rising, how do you ensure knowledge and 
approaches are shared appropria tely so new people can be effective as 
they commence their role? 

• Have you considered the impact of a very low rookie rate in one 
department or multiple areas, and how you can bring in people with 
new and diverse experience to add to your existing skills in these areas? 

• Are you clear on what 'future-fit' looks like and are you developing a 
talent management strategy to achieve this? 

• Are you identifying the gaps between supply and demand of required 
skills and capabilities? 

Figure 1.11: Corpo rate service rookie 1·ate 

~ Corporate service rookie rate FY17 

Customer service 

25% 

1 29% I 1 23% I 

Finance 20% 

20% 

140% I I 20% I 

Human resources 

28% 

0 1 20% I 

Information technology I so% I I 22% I 
n = 130 
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Workforce 

Attracting, retaining and engaging talent 

Talent s trategy 

An effective talent s trategy is vital to 
ensuring the recruitment of the right 
people, with the right skilJs. Interestingly, 
the PwC Workforce Planning Survey2 

identified that only 53% of respondents 
were confident their current practice 
enabled the delivery of the right talent. 
Attracting employees who are qualified, 
motivated and a 'good fit' can provide 
many benefits from higher community 
satisfaction and increased productivity to 
greater employee engagement. 

In local government, we continue to see 
three top areas of focus in the talent 
strategy; workplace culture and behaviours 
(92% of councils), effective performance 
management (74% of councils, now in 
second place), and skills and adaptability 
in people (72% of councils, dropped from 
second to third place). 

We acknowledge these areas are extremely 
important as part of any organisation's 
talent strategy, but note they may not 
ensure a future fi t and digitally skilled 
workforce. Only 44% of councils are 
focused on productivity through 
automation and technology. Global CEOs 
who participated in PwC's 21st Annual 
Global CEO Survey acknowledge the 
importance of digital skills, 61% are 
concerned about the availability of digital 
skills, with 50% identifying difficulty in 
attracting digital talent.3 

However, it is encouraging to see SA 
councils with an improved focus on 
productivity through automation and 
technology; 57%, up from 47% in the prior 
year. WA councils are also focusing 

heavily on automation and technology, 
back in FY16 there were just 31% placing 
importance on this area in their talent 
strategy but we now see 57% doing so. 

Diversity and inclusion is another 
important area for organisations as they 
strive to be an employer of choice, and we 
see 48% of NZ councils selecting this as an 
area of focus . However, this is not as 
prevalent across Australian councils, with 
around just one third incorporating this 
into their talent strategy. The 2018 PwC 
Global CEO Survey\ shows that 85% of 
CEOs whose companies had a formal 
diversity and inclusion strategy said it had 
improved their bottom line, while also 
enhancing innovation, collaboration, 
customer satisfaction and talent 
attraction. 

Figure 1.12: Areas of focus in the talent s trategy 

Survey Population NSW NZ SA 

Workplace culture and 8 .. %{•1 fl C\1,%{•1 behaviours 
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0 ,,%{•1 ,,,.,,, - .. ,., ._, ... , management 

Skills and adaptability 1n 

€)76% ( • ) fit,., ,,,.,., , ,%<•I our people 

P1pel1ne of future leaders 

0 52%( • ) • • • .,,.,., .,,.,,, j 47% ( .i. ) 

Improve productivity via €) , .,.,., automation and . 
technology 

42% ( .i. ) i 34% (.i.) j 41 % (•) 

Pay, mcenlives and • ,,,.,., 
' 

benefits 
42% (•) : 36% (.i.) 35% (•) 

D1vers1ty and inclusion 0 • • • 39% (•) : 44%(•) l 30% (.i.) .,,.,,, 
Ethical and socially • • responsible employer 

30% (•) 31%(T) 30% (•) l 47% (•) 

Predictive analytics • • e 
13% (•) 18%(T) 7% (T) 12% (•) 

e S urvey popu lation 

2 PwC, 2017, PwC's Workforce Planning and Analytics Survey O Copper Coast Council 

3 PwC, 2018, 21st Ann ual Global CEO Survey, 'The Anxious Optimist in the Corner Office' . 

4 Ibid 
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Workforce 

1Are you recruiting staff with a diverse career background and gender? 

New starter career backgrounds 

PwC's 21st CEO Survey identifies that 
good workforce planning begins with 
tracking and mapping your current 'skills 
footprint' within your existing workforce.s 
The diverse range of skills and experience 
already held by current staff, and the 
identification of any areas lacking, is an 
important consideration when preparing 
for a recruitment campaign or designing 
new roles within local government. 

We asked councils to tell us more about 
their new starters such as whether they 
come from local government, state or 
federal government, or other. We also 
included a category called 'unknown' for 
those councils that do not record the 
previous employment history of their new 
employees. 

Australian councils continue to see far 
more movement of staff between councils, 
compared to NZ councils. This is 
demonstrated by 19% of new starters in 
WA recruited from the local government 

sector, 14% in SA and 13% in NSW, 
compared to just 4% in NZ councils. This 
might be reflective of the younger 
workforce in NZ councils, as our results 
show NZ councils have the highest 
representation of Gen Yin the workforce, 
compared to the other jurisdictions, at 
36%. 

New starters in NZ councils are more 
likely to come from outside of government 
(74%) suggesting greater access to a 
broader range of skills and different 
perspectives, but a more limited t ransfer 
of industry knowledge and experience. 

It should be noted that 52% of SA and 41% 
ofNSW councils in our study do not 
capture prior employment history for new 
starters . This is a missed opportunity to be 
able to easily and quickly tap into prior 
skills or other industry knowledge, and 
assess how prior experience may affect the 
ongoing performance of staff. 

Touching on how this plays out in councils 
of different sizes, we observe 20% of new 
starters in small councils, and 16% in 
medium-sized councils having prior 
experience in the local government sector, 
but only 6% in large councils. 

Key considerations 

• Do you have a good 
understanding of the prior 
experience of your new talent 
pool? 

• What patterns or trends, 
across different departments, 
can you observe based on 
prior experience and can this 
help you attract new talent in 
the future? 

Figure 1..13: Proportio n of new s tarte rs fro m the local government secto r· 
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5 PwC, 2018, 21st CEO Survey, 'The talent challenge: Rebalancing skills for the digital age' . 
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Workforce 

Are you recruiting staff with a diverse career background and gender? 

Recruitment gender divers ity 

For the third consecutive year, we observe 
equal representation of men and women 
in the recruitment of new joiners within 
our surveyed councils, with an overall 
median of 50% balance between men and 
women joining local government. 

NZ councils continue to be more likely to 
recruit females, with a median of 58% 
female new starters. This links to the 
higher overall female workforce in NZ 
councils as explored in the Gender 
Diversity section within this report. 

Both NSW and SA councils are increasing 
the proportion of females being recruited. 
NSW councils now have a median of 48% 
female new starters, and 48% in SA 
councils. WA councils have dipped slightly 
from 53% females recruited in FY17 to 
49% this year. 

Metro and regional councils recruited a 
median of above or just below 50% female 
new starters respectively. In comparison, 
rural councils have seen a reduction in the 
overall gender balance in recruitment, 
with a median of 46% female new starters 
(down from 49% in FY17). 

Councils need to be aware that sometimes 
a greater gender balance overall in the 
workforce is achieved because results have 
been aggregated across several imbalanced 
workforces; a common example of this 
being male dominance in outdoor workers 
and female dominance in Children and 
Aged Care services. The benefits of a 
diverse workforce might be achieved by 
looking at the integration of staff overall 
and then also within specific teams where 
gender balance exists more naturally. 

Figure 1.14: Proportion of fe male new starters (council jurisdiction ) 
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Fi1,rure 1.15 : Proportion of fem ale new starte rs (type of council) 
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64% of all respondents 
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Our analysis at a service level, presented in 
our Service Delivery section, provides a 
comparison within these workforces and 
gives councils the opportunity to set goals 
at the service area level. 

Key considel'ations 

• Are you educating those 
involved in recruitment to be 
aware of, and avoid, 
unconscious bias in the 
recruitment decision-making 
process? 

• Do you understand the most 
successful method for 
attracting a diverse range of 
applicants? Have you 
considered how your 
workplace brand and policies 
impact this? 

FY17 -1 45% 

1 61 % 

1 47% 

1 53% 

80% 90% 100% 

n = 138 

55% 

48% 

49% 

80% 90% 100% 

n = 138 
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Workforce 

Are you striking the right balance between retaining and re.freshing you1· 
people? 
Staff turnover 

For a number of years we have observed a 
stable turnover rate, and one that, when 
compared to the corporate world, was low. 
In FY18, we have seen more movement of 
employees, with an overall median staff 
turnover rate of 14.2% (including fixed
term contract employees), up from 12.8% 
in FY17 and 13.4% in FY16. This rise in the 
departure of employees has been 
experienced by all jurisdictions. 

In Figure 1.17, we provide a revised 
version of the staff turnover rate to 
account for councils that employ a high 
number of fixed-term contract employees. 
By excluding these employees, from the 
staff turnover rate, the overall median staff 
turnover rate reduces to 12.0%, which is 
lower than the standard median staff 
turnover rate of 14.2%. 

So while some of this reduction in 
turnover can be explained by the churn in 
employees on fixed term contracts, we are 
not seeing a large increase in the use of 
fixed term contractors; the median fixed 
term FTE as a percentage of the closing 
FTE has remained relatively stable, at 
7.8%, compared to 7.6% in the prior year. 

This means that once fixed term contract 
employees are accounted for, we continue 
to observe a higher median churn rate, at 
12.0%, up from 10.8% in the prior year. 

As a result, we find this has an impact 
across most of the jurisdictions, 
particularly on the NZ council median 
turnover rate, reducing from 19.8% to 
15.1%, and the WA median reducing from 
15.8% to 12.5%, suggesting that an amount 
of turnover can be explained by fixed term 
contracts ending. 

While a healthy turnover rate is 
traditionally considered desirable, we 
expect to see staff turnover continue to 
intensify within local government given 
the changing generational mix of the 
workforce and future retirements. Digital 
transformation across many business 
processes with the introduction of 
automation and artificial intelligence may 
also impact the nature of some existing 
roles in the future which could lead to 
further long term shifts in the workforce. 

Figure 1.16: Staff turnove r rate ( including fb,ed-te rm co ntract employees) 
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Figure 1.17: Staff turnove1· rate (excluding fixed-term contract employees) 

T Council jurisdiction 

NSW 

NZ 

SA 

WA 

0% 5% 

... 
4% of all respondents I 

are equal or lower 

10% 

96% of all respondents 
are higher 

15% 

I II I 
20% 25% 

Ke y conside rations 

• Are you refreshing, or 
reta ining, your staff at the 
right rate so you can achieve 
your goals and meet 
community needs in the 
future? 

• Do you perform exit 
interviews to collect data and 
analyse tu rnover trends 
within your council? 

Definition 

Staff turnover rate: Total 
number of all leavers in the year 
divided by the headcount a t the 
s tart of the year (excluding 
casual employees). 
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Workforce 

Turnover rate for employees in their first year of employment 

Staff turnover rate in year one 

Examining the turnover rate in the first 
year of employment can provide insights 
into the appropriateness and success of 
the talent and recruitment strategy, but 
can also be a reflection of industry 
changes. Our analysis on staff turnover 
rate goes on to explore the frequency of 
new employees resigning. 

We have already seen the overall staff 
turnover rate increase in the past year, and 
the staff turnover rate in year one is no 
different. It has climbed from 15.0% to 
18.2%, the highest median in four years. 
When compared to the overall equivalent 
turnover rate of 12.0%, we see the largest 
gap since FY15, suggesting that the 
retention of new recruits in local 
government remains a serious issue. 

The gap in NSW councils, between the 
median year one turnover rate of 21.1%, 
and the equivalent overall turnover of 
12%, is the largest gap ever seen in NSW 
and also represents the highest gap across 
jurisdictions. 

WA councils remain steady with a median 
turnover rate in year one of 18.2%, 
however the gap between the equivalent 
overall turnover of 12.5% is the highest it 
has been in three years. It is also the 
second highest median year one turnover 
rate across the jurisdictions, and suggests 
a sustained issue in the churn of new 
employees in WA. 

In NZ councils, the gap between the 
median year one turnover rate of 15.6%, is 
almost non-existent, when compared to 
the overall median turnover of 15.1%, 
indicating that new recruits are unlikely to 
outnumber longer serving employees 
when examining the mix of leavers. 

In SA councils, the median year one 
turnover result is 0%, due to more than 
half of the SA participating councils not 
losing any new recruits in their first year. 
However, it is the metro councils in SA 
that do experience churn with their new 
recruits, with a median 15% turnover rate 
in year one. 

When looking at type of council, metro 
councils continue to have the highest 
overall median year one churn rate 
(18.6%), and the point to note for the first 
time in our annual program, is that 
regional (17.6%) and rural (16.7%) 
councils are no longer that far behind 
metro councils when it comes to feeling 
the impact of changes or poor fi t and hire 
of new employees. Interestingly, is is only 
regional and rural councils in WA that 
surpass the metro median year one 
turnover rate. It is fairly evenly spread 
across type of council in NSW (with metro 
the highest) and NZ metro councils are far 
more likely to have an issue of retaining 
new joiners. 

In order to better understand the possible 
shortfall in the employee value 
proposition, or other potential 
explanations fo r the elevated fi rst year 
leaver rate, councils should explore the 
impact of a changing workplace, and use 
detailed exit interviews and other artefacts 
to determine whether this turnover relates 
to recruitment practices, talent strategy or 
if there is a mismatch in workplace 
culture, values or role expectations to 
those held by employees. 

As our workforce grapples with significant 
changes within industry and also becomes 
more diverse, so too does the required 
recruitment and retention strategy. This is 

important not only from a gender 
perspective, but also a generational 
perspective. With the increasing presence 
of Gen Z (post 1995) and the need for Gen 
X to remain in the workforce for longer, it 
is possible t hat councils are facing a 
mismatch in their external and internal 
employer brand, especially when it comes 
to attracting and retaining the different 
generations who are likely to have vety 
different priorities. 

Definition 

Staff turnover rate in year 
one: Total number of leavers 
with less than one year of 
experience divided by the 
headcount at the start of the year 
with less than one year of 
experience (excluding casual and 
fixed term contract employees). 

The survey 
population median 

staff tunwver 
in the.first y ear is 

18.2% 

Figure 1.18 : Staff turnover r at e in the firs t year (excluding fixed-te rm contract employees) 
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Workforce 

Turnover rate for employees in their first y ear of employment 

Gender turnover rate in the first year 

When examining t he different types of 
councils, we find there is a more 
pronounced gap between males and 
females leaving in their first year in metro 
councils. Metro councils are now facing 
more challenges in retaining men in their 
fi rst year of service, with a median result 
of 20%, compared to women (17%). A year 
ago women were more likely to leave in 
their first year, but even then the gap was 
marginal. 

Although rural councils also have slightly 
more men (11%) leaving in their first year, 
compared to women (10%), this gap is not 
as concerning as it is in metro councils. 
Meanwhile, in regional councils, women in 
their first year of employment continue to 
leave at a faster rate, with a median result 

of 16%, compared to men at 14%. 
However, women were 1.5 times more 
likely to leave in FY17, compared to 1.1 in 
FY18 . 

In NSW councils, the rate at which men 
are leaving has increased to a median year 
one turnover rate of 16%, up from 13% in 
the prior year. In comparison, t he female 
equivalent rate, while still higher than 
men, has remained stable at 20%. 
However, the gap is closing between the 
rate at which women leave, compared to 
men, in the first year of employment. 

A year ago, in WA councils, there was no 
distinction between the genders in the 
year one staff turnover rate. However, a 

gap now exists fo r WA councils, with men 
more likely to leave in their first year of 
employment; with a median, 20% (up 
from 17% in the prior year), compared to 
16% for women. Encouragingly, the rate at 
which women depart in their first of 
employment is declining, especially when 
compared to 23% in FY16. 

NZ councils continue to have a higher 
median year one turnover rate for women, 
at 17%, with a slight widening of the gap 
when compared to the male equivalent 
rate of 15%. In SA councils, t he median 
gender year one turnover result is 0%, due 
to more than half of the SA participating 
councils not losing any new recruits in 
their fi rst year. 

Figure 1.19: Median gende r turnover rate in the first year (council jurisdiction) 
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Fi1,'Ure 1.2 0 : Median gender turnover rate in the firs t year (type of council) 
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, vorkforce 

Turnover rate for employees in their first year of employment 

Generational turnover rate in the first year 

The increase in the overall median year 
one churn within Gen Y and younger (now 
at 18%, up from 15% in the prior year) is 
creeping closer to historical levels of 19%, 
from FY16. This increase is being observed 
across both NZ and NSW councils, as well 
as Gen Y and younger being more likely to 
leave than Gen X. 

In NZ councils, Gen Y and younger 
employees are 1.5 times more likely to 
leave in their first year (20%, up from 17% 
in the prior year), compared to Gen X 
(13%). However, in NSW councils, the 
difference between the median churn in 
year one for Gen Y and younger (20 %, also 
up from 17%) versus Gen X (17%) is not as 
pronounced. 

WA councils have a different trend 
appearing, one that we have not seen in 
our program to date; Gen X in WA 
councils (21%) are 1.2 times more likely to 
leave in their first year of employment, 

compared to Gen Y and younger (17%). 
The median turnover of year one Gen X 
employees has increased from 14% in the 
prior year. 

The 2017 PwC global Next Gen survey6 
included in-depth conversations with 35 
next generation members working in a or 
part of a family business, from 20 different 
countries, backed up with onJine polling of 
over 100 next generation members. The 
survey results clearly showed that there 
are a set of common success factors among 
the next gens. This is referred to in the 
survey as the 'five Cs', and should be key 
considerations when looking at the 
retention of Gen Y employees: 

Culture: A supportive culture that 
allows creativity and the chance to take 
on responsibility. 

Communication: Genuine two-way 
engagement between the current and 
next generation, based on mutual 
respect and trust. 

• Clarity: Clarity sits at the heart of 
effective management and governance. 
Whether it's clarity of strategy or roles 
and responsibilities. 

• Credibility: A lack of experience or 
age, perceived or actual, may lead to a 
credibility gap, and this will always be a 
challenge for next gens. 

• Commitment: Businesses will need to 
make a commitment to the 
development of the next generation, 
but the next gen also need to repay that 
with a willingness to invest time in the 
business. 

Figure 1.21: Median generation turnover rate in the firs t year 

Baby boomers 
(1943-1966) 

Gen X (1967-1980) 

Gen Y and younger (post 
1980) 

Copper Coast 
Council Survey Population NSW NZ SA 

0%(• ) • 8%(1') j 14%(•) 4%(1') 

0%(• ) ,,%, ••• ,.,.,.,., 

0% (• ) 

e e Survey population 

e Copper Coast Council 

6 PwC, 2017, Next Gen Survey, 'How the next generation of fam ily business leaders are making their mark - Same passion, different paths' . 
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Workforce 

"Who is leaving your council? 

Staff turnover rate in detail 

To allow councils to further dissect their 
s taff turnover rate, we have performed the 
same calculations across five different 
dimensions. These turnover calculations 
exclude casuals but include fixed-term 
contract employees. 

Our findings show that the median baby 
boomer turnover (12%) and Gen X 
turnover (12%) have remained relatively 
stable, compared to last year. However, 
the comparison to the median Gen Y 
turnover rate (19%, albeit down from 20% 
in the prior year) continues to suggest that 
Gen Y employees are far more likely to 
leave a council. 

This continues to be an issue in NZ 
councils, with the highest median churn 
among Gen Y and younger employees at 
32%, compared to 20% in NSW and WA, 
and a much lower 12% in SA councils. 

When comparing across all council 
jurisdictions, it is the Baby boomer 

generation that consistently shows an 
increase in the median turnover rate, 
suggesting that the generational shift is 
continuing to alter the mix of the local 
government workforce. 

In Figure 1.24, we continue to see higher 
median turnover rates at either end of the 
staff level spectrum, compared to the 
middle ranks of team leader and 
supervisor. Although team leader churn 
has increased to 11%, up from 8% in FY17. 

When comparing median turnover rate 
across the fow· corporate services areas, 
per figure 1.25, the median turnover 
within HR is over 1.5 times that of FY17, 
increasing from 9% to 14% in FY18. This is 
impacted by the extremely high HR 
turnover rate in WA councils of 25%, up 
from 9% in the prior year. HR employees 
in NSW councils also left at a fast pace in 
FY18, with a churn of 17%, up from 12% in 
the prior year. 

Figure 1.22: Staff turnover rate by generation Figure 1.23: Staff turnover rate by te nure 
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FiE,'1.tre 1.24 : Staff turnover rate by s taff level 
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FiE,'llre 1.25: Staff turnover rate by corporate service 
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Talent diversity 

Gender diversity 

The local government sector has the 
opportunity to serve as an exemplar 
workplace for inclusion of women, v.>ith 
women representing 46% of the surveyed 
workforce. 

The proportion of women in the workforce 
remains highest in NZ councils (57%), 
followed by WA councils (49%). Women in 
NSW councils continue to represent 40% 
of the total workforce, and SA councils 
also remain stable, with 44%. 

In our program, we further analyse gender 
diversity at each staff level, and we 
continue to find that although the 
representation of women in the entry level 

position of 'other staff is 49%, as in most 
organisations, this steadily declines the 
more senior the staff level. We continue to 
observe just over one third of managers 
being represented by women (36%), 29% 
female directors, and dropping to 17% at 
the CEO level. This is further dissected by 
council jurisdiction on the next page. 

According to PwC's 'Time to talk' survey, 
of over 3,627 professional working 
women, 76% of surveyed employers have 
incorporated diversity and inclusion in 
their employer brands, acknowledging 
that talent diversity and inclusion is vital 
to their organisation's ability to drive 
innovation and gain competitive 

\ \'orkforcc 

advantage. The quality of women's talent 
and leadership is vitally important to 
business; the skills and experience they 
bring, including experience gained outside 
of the workplace, has proven to be 
essential in strategic decision-making and 
in ethical, sustainable enterprise.7 

The 'Time to talk' report highlights the 
importance, and benefits, of talent 
diversity and local government is no 
exception. A diverse local government 
workforce is more likely to reflect broader 
community views, allowing councils to 
better understand community needs and 
deliver anticipated outcomes. 

Proportion of women 
across all councils 

.... ,,,~ 
Figure 1.26: Staff-level gender split at 30 June 2018 
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7 PwC, 2018, "Time to talk: What has to change for women at work' 
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Workforce 

Talent diversity 

Pipeline of female employees 

Figure 1.27 shows positive, but limited, 
change occurring in local government 
when it comes to transitioning women 
from the entry level position of 'other 
staff, where there is gender balance, to the 
more senior levels of manager and above. 

Overall, we observe a new trend with an 
increase in female representation across 
all levels of management, except in the 
crucial pipeline role of supervisor which is 
stagnant at 35%. Notably, the CEO level 
has spiked at 17% female representation 
this year, up from 12% in FY17, and the 
highest representation in three years . This 
translates to an increase of seven female 
CEOs in FY18, compared to a year ago. 

This increase in female CEOs stems 
mainly from an upward shift in NSW 
councils; over one in five CEOs are now 
female in our surveyed NSW councils, at 
20% or an increase of six female CEOs (up 
from 14% in the prior year). We note that 
WA councils remain significantly behind 
the other council jurisdictions with just 4% 
representation of females at the CEO level 
(or just one female CEO). 

In PwC's 'Time to talk' survey, a range of 
ideas to assist in attraction, and retention, 
of female talent has been presented8 : 

• Incorporation of unconscious bias 
training for those involved in 
promotion and recruitment 

Accountable mentoring or sponsorship 
system 

Commitment to put all potential 
candidates on opportunity lists 

Revisit people policies to include 
diverse and inclusive language and 
flexibility 

As part of retaining female talent and 
improving female representation in 
leadership roles, councils should assess 
their own approach in these areas, 
considering how inclusive and unbiased 
they are or how they might be improved to 
better suit a more diverse workforce. 

In addition, fostering a merit-based 
selection process for recruitment and 
promotion is an impo1tant next step, 

Fi1,'1J re 1.27: Fema le employees by s taff level 
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which ensures that selection is based on a 
person's ability, skills and knowledge to 
perform the role. 

Key considerations 

• Do you have a strong merit 
based system in place for your 
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processes? 
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all up and coming managers, 
across the various business 
units, in terms of career 
development towards senior 
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senior leaders? 

• Do you promote flexible work 
arrangements for all 
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Talent diversity 

Pipeline of female employees (continued) 

When we analyse the pipeline of future 
female leaders across the survey 
population, we find the meilian 
proportion of female employees at 
manager level and above has remained 
relatively stable, at 31%. The meilian in 
NZ councils is much higher, with 39% 
female managers and above, compared to 
31% across Australian councils. 

By comparison, based on the Australian 
data collected by the Workplace Gender 
Equality Agency ("WGEA")9 from over 
Australian non-public employers covering 
over 4 million employees overall, females 
comprise 39.1% of manager and above 
levels. This continues to increase, up from 
38-4% in prior year. 

The WGEA data also showed that gender 
balance in leadership is set to continue to 
improve, with 43.3% of manager 
appointments in 2017-18 going to women. 
Over 60% of the participating employers, 
included in the WGEA data set, have 
policies and/or strategies to support 
gender equality in promotions, talent 
identification and retention. Over 30% of 
these employers have also developed 
specific gender equality KP Is for 
managers. 

Across Australia, SA councils continue to 
have the highest median female 
representation in manager and above 
levels, with 33%, but NSW councils are 
quick to follow, with 31% (up from 29% in 
prior year), and WA remain unchanged, 
with 29%. 

Figure 1.28: Propo rtion of female employees at manager level and above 
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Workforce 

The opportunity for councils to assess and 
improve the gender balance at the team 
leader and supervisor level, across a11 
areas in councils, as a way to build a 
stronger pipeline for future female leaders 
remains a focus area. We understand 
there are a gender differences in some 
business units, and recommend councils 
review business units especially where 
imbalanced workforce profiles exist. 
Councils need to be aware of this and 
consider their pipeline and recruitment 
rate of female employees across each 
business unit, identifying particular areas 
that need more assistance in development 
and oppo1tunity for all talent equally. 

FY17 -29% 
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9 Workplace Gender Equality Agency (WGEA), November 2018, 'Australia's gender equality scorecard. Key findings from the WGEA's 20 17-18 reporting data'. 
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Workforce 

Talent diversity 

Gender diversity in senior levels 

Progression of women into senior 
management roles at a similar rate to men 
remains a challenge faced by many 
organisations. Based on the data collected 
by the WGEA,'0 we can see there has been 
some movement in Australian women 
moving into senior leadership roles, with 
30.5% of key management personnel 
roles" represented by women (up from 
29.7% in prior year), and 17.1% are CEOs 
(up from 16.5%). 

In our survey, we see a blended overall 
female CEO and director median of 25%, 
in line with the rate in both FY16 and 
FY15, after a dip to 20% in FY17. 

It is interesting to note that metro and 
regional councils are now more likely than 
rural councils to have a higher proportion 
of female CEOs and directors, with a 
median of 25% (stable for metro, up from 
20% in the prior year for regional). In 
comparison, rural councils have a median 
of 20% of women in these top leadership 
roles, up from the 17% in prior year. 

A way for councils to create a stronger 
female pipeline as well as create a positive 

impact on the number of women in senior 
roles is to actively identify and develop 
high performing women in the areas 
necessary for senior roles - finance, 
leadership and governance. 

Councils need to be considering the 
impact of an aging workforce and the 
potential senior positions t hat will become 
vacant. In PwC's Workforce Planning and 
Analytics Survey in the public sector12, 

63% of respondents didn't think their 
strategic workforce planning adequately 
addressed the potential impact of over-65s 
being the fastest growing population 
segment. 

Councils can ensure they are future-fit by 
identifying a pool of talent in the existing 
group of employees and developing 
strategies to support female managers 
applying for these future leadership roles. 
One of these strategies which we have seen 
in private practice is the recruitment 
requirement of equal representat ion of 
equally suitable and qualified candidates 
for all senior roles, as well as equality on 
the selection panel. Strategies like this can 
be useful to reduce any unconscious bias 
in the process and foster merit based 
selection. 

Key conside1·ations 

• Have you incorporated a focus 
on developing all managers 
equally for senior roles within 
your council? 

• Do you have equal gender 
representation in your 
recruitment processes? 

• Have you considered setting 
some merit based K.Pls for 
senior management that will 
support diversity of talent? 

• Have you implemented or 
piloted a flexible working 
policy and/or strategy 
targeted at both men and 
women? 

The repl'esentation of women steadily declines when moving up the 
management levels; women comp,.ise only 30.5°& of key management 

personnel (KMP) positions, and 17.1% of CEO positions. 

k ey results from 11 ·orkpl<u:e Gender Equolily .1geney (II GEA), No t•ember :;w18 

Figure 1.29: Proportion of female employees at CEO a nd director 
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10 Workplace Gender Equality Agency (\¥GEA), November 2018, 'Australia's gender equality scorecard. Key findings from the WGEA's 2017-18 reporting data'. 
11 KMP is a manager who represents at least one of the major functions of the organisation and participates in organisation-wide decisions with the CEO. 
12 PwC, 2017, Workforce planning in the public sector: Balancing capability and affordability 
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Talent diversity 

Corporate service areas 

We continue to see women comprising the 
majority of roles in customer service, 
finance and HR, with males dominating 
the IT roles. 

In PwC's Time to talk survey'3, three key 
essential elements are highlighted for 
business leaders to focus on to assist in 
advancing gender equality: 

• Transparency and trus t - greater 
transparency during conversations 
about promotions, pay and what helps 
or hurts t heir careers 

• Strategic support - proactive 
networks to develop, promote and 
champion women 

• Life, family care and wo rk - a fresh 
approach to balancing work, life and 
family. 

Workforce 

We acknowledge the challenges faced by 
employers in achieving gender balance in 
workforces where traditional gender roles 
are a strong influence, however given the 
critical importance of technology and the 
increasing expectation of councils to 
digitise their services, we encourage 
councils to continue to incorporate 
diversity considerations when recruiting 
for IT roles. 

Figure 1.30: Corporate service area gender dive1·sity 
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Fig ure 1.31: Percentage of female employees by corporate service area 
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Workforce 

Removing the glass ceiling 

Promotions 

One indicator of how well a council is 
delivering visible diversity results is the 
rate at which women are promoted into 
senior roles over time. It is important t hat 
councils are growing the career 
opportunities for both women and men in 
leadership positions . By assessing the 
rates of promotion, councils can 
determine how close they are to gender 
balance during promotion cycles and more 
importantly how much more focus they 
need in this area. 

Our findings show for the fi rst time since 
FY15, a much closer alignment of men and 
women being promoted into Supervisor or 
above roles; 1.2% of men were promoted, 
compared to 1.1% of women. 

Regional councils were the only group of 
councils with a higher promotion rate of 
women into supervisor or above levels 
(1.5%), compared to men (1.3%). In 
comparison rural councils, despite having 
a similar representation of females in the 
workforce, experienced a pronounced 
gender imbalance when it came to 
promotions . Rural councils were almost 
three times as likely to promote men 
(1.4%), compared to women (0.5%) into 
supervisor or above levels in FY18, 
showing no improvement in the gender 
promotion rate from FY17. 

NSW councils have, for the first time since 
this program commenced, achieved 
promotion gender balance during FY18, 
with both 1.6% of women and men being 
promoted into supervisor or above levels. 

Meanwhile, both SA and WA councils have 
promoted women into supervisor or above 
at a higher rate than men. SA promoted 
1.4% of women and 1.1% of men into 
supervisor and above, with WA promoting 
o.6% of women and 0-4% of men. 

In NZ councils, men continue to be more 
likely to be promoted (1.3 t imes) 
compared to women, with o.8% of men 
and o.6% of women being promoted to 
supervisor or above levels. This should 
remain an area of focus for NZ councils 
given their workforce, and their 'other 
staff, is comprised of more than 50% 
female staff. 

We acknowledge that change happens over 
time so a single year of results should be 
read with care; a slight increase in female 
or male promotions, especially if one off, 

Definition 

Likelihood ofp1·omotion: 
Start ing with the pool of male 
and female employees at the 
beginning of the year, we 
calculate the proportion of men 
and women who were promoted 
into the supervisor level or 
above, during the year. The 45 
degree line represents equal 
promotion rates for men and 
women. 

might not be correcting any gender 
imbalances across the staff levels. A 
council needs to assess whether it is 
actively focused on the long-term 
progression of both female and male 
employees, across all staff levels and 
business areas. 

Key cons ide1•ations 

• Do you perform a final review 
of your promotion decisions 
to consider diversity 
statistics? i.e. percent of male 
vs. female promotes? 

• Have you analysed your 
promotions at each level and 
by business unit? Is there an 
imbalance across the more 
senior levels? Why is this? 

• Do you have a rigorous and 
independent talent review 
process that supports 
enhanced decision making 
regarding senior promotions? 

• Do you have a structured 
merit based selection process, 
especially in regard to existing 
promotion processes for 
senior executive positions? 

Fig ure 1.32: Like lihood of pro motio n by gender· into supervisor or above levels 
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Removing the glass ceiling 

Rate of promotion 

We have also examined the rate of 
promotion for all employees within 
different s taff levels, as shown in Figure 
1.33. At an overall level, there is vis ible 
results of councils approach to developing 
a strong leadership pipeline for female 
staff members, with increases across the 
majority of staff levels. 

Our rate of promotion calculation 
examines the proportion of employees, 
who were in the opening headcount of a 
specific staff level, and were promoted 
during the year. This year our finclings 
show a remarkable shift in the proportion 
of female managers being promoted, 
compared to male managers. 

Women in a manager role were 1.7 times 
more likely to be promoted than men with 

a promotion rate of 4.3%, compared to 
2.5% for men. While this was seen right 
across all jurisdictions, it was largely 
driven by SA councils, and to a lesser 
extent, NZ councils. 

The team leader level is an impo1t ant 
career development milestone where staff 
start to become more accountable and 
gain valuable soft skills such as coaching, 
delegating and conflict resolution. The 
trend for more females within this level to 
be promoted continues in FY18, with 3.3% 
of female team leaders being promoted , 
compared to 2.8% of their male 
counterparts. 

Another interesting development, is that 
women, at the supervisor level, for the first 
time, were more likely to be promoted. 

Figure 1.33: Rate of promotio n - gende r split by s taff level 

Workforce 
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restricted to an employee's current 
business unit. 
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Figure 1.34 : Rate of pro motio n - gcnde 1· split by s taff level (SA councils o nly) 
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Workforce 

Are you leaving succession planning too late? 

Generational diversity 

Understanding the patterns and trends by 
profiling generational diversity in the 
workforce assists council to plan for the 
future and introduce and enhance relevant 
HR strategies and initiatives. While we 
continue to see baby boomers dominating 
the workforce, the generational shift 
continues to unfold, with baby boomers 
now comprising 36% of the workforce, 
compared to 39% in the piior year and 45% 
back in FY14. As a result, there are now 29% 
of Gen Y and younger employees (up from 
27% in the prior year) , and Gen X 
employees have increased slightly to 35% 
from 34% in the prior year. 

In Figure 1.36, we are now seeing more Gen 
X enter the director level (44%), up from 
39% a year ago. 

Fi!,'llrc 1.35: Generatio n headcount mix 
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Figure 1.37: Gene rational s taff level mix 
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Case study: Trainee Program to Tackle the Ageing Worliforce 

.1111 
Wollongong City Council , NSW 

Background 

The ageing workforce is a challenge and opportunity for our council, with a large proportion of key leadership staff 
likely to retire in the next decade and at least 38% of other staff likely to retire in the next 5 years. These statistics have 
been a strong driver in our core strategic focus to ensure knowledge retention and a continuous pipeline of skilled 
employees. In 2016, we implemented a Traineeship Program in our City Works division as a proactive solution to 
tackle the ageing workforce of our operational staff. 

Traineeship program 

Our Trainees hip Program is a comprehensive program targeted at individuals under the age of 25 who have completed 
at least a Year 10 School Certificate or Record of School Achievement or had an equivalent combination of 
study/work/life experience. It provides exposure to a variety of open space and civil theoretical training as well as 
relevant practical experience. After their first 12 months, trainees will have received a specifically tailored TAFE 
qualification in Certificate II Local Government in Operational Works. 

Our first program intake began with 24 trainees and in the 2 years running, 90% of trainees successfully completed the 
program with 48% progressing to a second stage of the traineeship and 34% proceeding to accept either permanent 
positions or tempormy relief lists in areas of civil operations, horticulture and parks. 

Key challenges and advice 

A key challenge in the fi rst year was acknowledging that extensive time and consultation was required with affected 
staff, and providing support on how to mentor and coach the trainees to build their skills and capabilities. 
Furthermore, the development of this traineeship program demanded resources and administrative commitment from 
our council staff so it was crucial we had a structured approach and clear communication between the administrator, 
coordinators and trainees. 

A key learning was to ensure our recruitment practices and training program across the two functions enabled trainees 
to be well positioned and competitive when permanent roles arose; or a smooth transition into relief staff pools. By 
coordinating trainees and relief lists we reduced the administrative burden on our City Works coordinators and 
managers. 

Significant benefits 

The engagement of entry level employees assisted in lowering the overall age profile of our workforce where our under 
3o's demographic increased from 6% to 13% over the two years. The combined Certificate II Local Government in 
Operational Works balancing open space and civil skills provides the organisation with greater operational flexibility. 
By establishing skilled, and specialised trainees in the second year and mentoring relationships between trainees and 
older staff we have been able to foster more corporate knowledge retention and created a pipeline of appropriately 
skilled and experienced employees positioned to step up. 

The opportunities for trainees to progress into permanent roles has directly addressed labour market concerns and 
provided entry level opportunities in a region of high youth unemployment. Moreover, with emphasis on diversity in 
the program, we have a wider workforce representation of females, Indigenous, disability and other cultural minority 
groups within the community. 

• Can you introduce a traineeship program to assist in succession planning and ensuring your future workforce is 
adequately skilled? 

Have you considered how introducing a traineeship program could positively impact your engagement with your 
communities youth? And provided, potentially much needed, local opportunities for employment of younger 
constituents? 

Does your state or federal government offer grants, assistance or other support towards the successful introduction 
of a traineeship program? 

While there are many benefits, have you considered the cost and time implications of hiring a trainee? Are you 
committed to providing a safe working environment with the appropriate level of supervision throughout the whole 
traineeship? 



Workforce 

1Are you leaving succession planning too late? 

Potential retirements 

As a result of the current generational 
workforce trend, councils need to start 
planning for the impact this will have on 
future resourcing requirements and 
transition of critical knowledge. 

In less than 10 years (by June 2028), we 
can predict that 27% of workers who were 
employed by councils at 30 June 2018 will 
reach the retirement age of 65 years and 
have the option to retire. This equates to 
around 14,000 employees across all 
participating councils. 

It will be some of the most senior positions 
that are impacted in ten years, with 59% of 
the current CEOs due to reach the 
retirement age of 65 years and have the 
option to retire; and this is magnified for 
NZ councils, with 74% of CEOs potentially 
being in a position to consider retirement. 

Across all council jurisdictions, we observe 
34% of all current directors, who will also 
find themselves in a position to consider 
retirement in ten years. 

Based on these demographic changes, it is 
a good opportunity to take action and 
embrace the change. It is a time to match 
the work experience requirements and 
acknowledge some of the different needs 
of the generations ,v:ithin the workplace, 
and work together to resolve and 
accommodate accordingly. 

This large number of senior employees 
reaching retirement age should be a key 
focus for the entire local government 
industry. Now is the time fo r solid plans to 
evolve assessing knowledge management 
and knowledge transfer capabilities, given 
most councils would have become 

accustomed to a stable, experienced 
workforce provided by these workers. 

As such, senior leaders within councils 
need to examine whether they have a 
highly strategic workforce plan, with 
resomcing strategies for dealing with the 
impending retirements. This means 
having access to analytical insights to 
assist in driving forward strategic plans to 
ensure resourcing vvill be adequate into 
the future as well as building a strong 
leadership pipeline now. 

Fi1,•1u·e 1.38: Potential re tirements by June 20 28 
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Are you leaving succession planning too late? 

Succession planning 

A good succession planning program is 
about retaining high-performing 
employees and building capability 
resilience into all levels. Filling senior 
leadership roles can take time, and this 
can be lessened to an extent if councils 
invest in identifying, rewarding, 
challenging and developing the skills of 
their key talent, especially for the more 
senior roles. 

As highlighted, there is an identified risk 
in losing vital talent, with years of local 
government expertise and leaders hip skills 
due to the impending retirements over the 
next 10 years. It is therefore essential for 
councils to establish a formal succession 
planning program to help them identify 
and develop emerging talent. 

In our program, we continue to see almost 
9 out of 10 councils (86%) without a 
formal succession planning program. We 
understand that some councils choose to 
create a talent succession plan and work 
with other nearby councils to identify 
potential leaders, especially in rural 
locations. While this may have worked 
well in the past, we suggest formalising 
this approach given the reality that lies 
ahead for most councils. 

WA and NSW councils have focused on 
this important HR initiative in the past 
year, and are more likely to have 
established a formal succession plan (WA 
21%, up from 13% in the prior year and 
NSW 18%, up from n%). This is 
encouraging to observe as we acknowledge 
that this takes time to establish and 
formalise. 

Some options that may make the 
transition easier for councils upon 
retirement of their senior management is: 

• Structural review and implementation 
of deputy CEO positions to build 
succession experience and allowing 
these roles to 'act' as CEOs as needed 

• Appropriate handover and shadow time 
for the successor 

• Transition to retirement programs 
providing more flexible work 
arrangements to prolong employment 
and delay retirement for key roles eg. 
transition to three days per week or act 
as a consultant on an as-needs basis 

Increased management training, 
mentoring and secondment 
opportunities 

Fig ure 1.39 : Did your council ha\'c a formal succession planning 
program in FY18? 
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Figure 1.40: Percentage o f s taff with a succession plan in place 
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Workforce 

Key conside1·ations 

• Is succession planning and 
identification of the next wave 
of leaders discussed? 

• Are you considering the best 
me thods of transitioning 
senior management positions 
upon retirement? 

• Who is responsible for 
creating strategies and action 
plans that focus on the long 
term resourcing health of 
your senior leaders? 
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Workforce 

Do you have an active leave management strategy in place? 

Annual leave 

An active leave management strategy 
assists in maintaining and improving the 
wellbeing of the employee, along with 
managing the financial risk associated with 
large leave liabilities. Failure to rest and 
recuperate may result in health problems 
and stress-related productivity issues for 
employees. Consideration of the financial 
impact is a lso important given over time 
the value of leave balances can increase 
significantly as individual pay rates rise. 

Our survey results show that as at 30 June 
2018, 36% of employees carried more than 
four weeks of annual leave (up from 35% 
in the prior year) and 9% had more than 
eight weeks accrued (up from 8% in the 
prior year). This upward trend is primarily 
due to the result of an increase in annual 
leave balances in the WA and NZ council 
workforce; WA has increased to 36% (up 
from 33% in prior year) and NZ now sit at 
29% (up from 27% a year ago) of their 
workforce have more than 4 weeks accrued 
leave. 

When analysing the proportion of 
employees carrying more than eight weeks 
of accrued annual leave, this is most 
pronounced across the NSW council 
workforce, with this group of employees 
being 2.5 times more likely to carry this 
excess accrued leave balance (13%, up 
from 12% last year), compared to 5% of NZ 
council employees and 8% of both the WA 
and SA council workforce. 

The higher proportion of unused annual 
leave in NSW councils is even more 
concerning when we look at this in 
conjunction with the paid overtime hours 

per FTE metric. We observe the median 
NSW council, with an annual paid 
ove1time per FTE of 55 hours, which 
compares unfavourably to the median 
results of the other council jurisdictions, 
ranging from 12-19 hours median paid 
overtime per FTE. This suggests that NSW 
staff are working excessive hours on top of 
accruing large leave balances - councils 
facing this scenario are urged to address 
their resourcing strategies and instigate 
change by reviewing roles and a new 
approach to using annual leave. 

From a financial viewpoint, across all 
councils, just over one of three employees 
are effectively rolling over one month of 
sala1y each year, "~th almost one in ten 
employees rolling over two months salary. 
Just as concerning, if not more impo1tant, 
is the wellbeing factor and the signal this 
sends to staff regarding annual leave being 
something you bank, rather than use. 

• • 33% tT of yow· 
workforce has 

4weeks leave 
accrued 

• • 36% tT of the SA surveyed 
workforce has 

4weeks leave 
accnted 

Key considerations 

• Are you on the path to 
creating a culture where leave 
is used as a way to maintain 
good health and wellbeing? 

• Are you making your 
managers accountable for 
managing leave balances for 
all staff? 

• Are you analysing high level 
balances and high overtime 
hours by business unit? 

10% 
ofyo w· 
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g weeks leave 
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of the SA surveyed 

workforce has 
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F i!,'lll'C 1.4 1 : Employee a nnua l leave b a la n ce 
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Workforce 

The importance of managing long service leave and retirement 

Long service leave 

In this section, we profile for each council, 
the spread of LSL balances across the 
various generations; each dot represents 
an employee in the council who has a LSL 
balance. Councils can use this chart to 
assess the extent of financial liability tha t 
exists, and when this may come to fruition, 
especially if the higher balances sit within 
the baby boomer generation. 

Although turnover rates have been 
increasing, and the generational shift has 
begun, we have not seen this impact the 
overall percentage of employees with long 
service leave balances over 12 weeks, 
which remains at 14%; a result that has 
not moved in the past two years. 

This remains particularly prevalent in 
NSW councils, which is still the highest 
jurisdiction, with 25% (although it has 
decreased from 28% in the prior year). 

Our expectation was that end of career 
retirements would result in a reduction in 
this measure across the workforce, 
however it appears that the practice of 
banking leave may have transferred to the 
next generations. 

SA councils have had an increase to 13% 
of the workforce with more than 12 weeks 
of long service accrued, up from 11% in 
the prior year, while the WA council 
workforce is much lower, with just 696 
cartying more than 12 weeks of long 
service leave. 

Potential benefits that stem from 
implementing an active long service leave 
management program include: 

A shift in the workplace culture, where 
senior management models the 
desired behaviour of using accrued 
leave 

A smoother transition from work to 
retirement, leading to better employee 
welfa re, knowledge retention, and 
knowledge transfer within the council 

• A refreshed workforce, possibly 
leading to less sick leave and lost time 
from injuries 

More opportunities for staff and an 
improved skill base, as existing 
employees accept opportunities to 'act' 
in different roles 

A more engaged workforce, due to the 
variety of work on offer and 
heightened visibility within senior 
management 

• • 26% 

t 1 ofyourworkfo1·ce 

•• 13% 

t 1 of the SA surveyed 
has mo re titan 

12 weeks ofleaue 
accruecf 

Figure 1.42: Emplo}ce long service leave balance 
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Workforce 

Learning from sick leave and absenteeism 

Absence 

The absence rate can be used as an 
indicator of two key workforce outcomes: 

The volume of absence management 
that needs to be performed and/or 
managed 

The extent to which excess absenteeism 
can be attributed to low employee 
engagement or poor health in the 
workplace 

Across the survey population in the 
2017-18 financial year, the 25% of 
employees who used a small amount of 
sick leave took 2.6 days or less (up from 
2-4 days or less in the prior year), and on 
the other end of the spectrum 25% of 
employees took 10.5 days or more (up 
from 9.9 days or more in the prior year). 
The remaining 50% of staff took between 
2.6 days and 10.5 days of sick leave, an 
overall median of 5.9 days - this is the 
'normal' range. 

It is important for each council to examine 
their sick leave profile in Figure 1.42, 
especially if you have more than 25% of 
employees in the higher range (taking 
more than 10.5 days). Reviewing flexible 
work practices might assist in reducing 
sick leave as employees can work around 
their appointments or family 
commitments instead of being absent. 

To gain a deeper understanding of your 
sick leave profile we have provided each 
council with a quartile breakdown on sick 
leave taken by supervisors and above 
compared to other staff in Figure 1.43. A 
high level of absenteeism among 
employees at the supervisor level can have 
a demotivating effect on the lower levels of 
staff, which may lead to higher 
absenteeism in the team overall. 

Figure 1.43: Breakdo wn of pe rcentage of e mployees ta king s ick leave by 
quartile 
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Figure 1.44: Breakdown of percentage o f e mployees taking s ick leave by 
quartile 
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Key considerations 

• Does management actively 
review absen teeism across the 
organisa tion? 

• Which employee groups 
(le\'els and business units) are 
reporting consistent high 
le\'els of absenteeism? 

• Are you understanding the 
root cause of critical 
absenteeism to apply 
preventative measures? Do 
you perform return to work 
interviews? 

• Do you equip managers with 
the ability to manage and 
monitor staff wellbeing and 
absenteeism? 

4.5 
m edian sick le ave 
days take n in FY18 

a c ross y o ur 
workfo 1·ce 

5.9 
median sick leave 
days taken in FY18 
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Workforce 

Are you equipping staff with new skills? 

Staff training 

Our survey results show that 99% of 
councils set a formal training budget each 
year, however, only 24% of councils with a 
training budget for the 2017-18 financial 
year actually spent the full amount. This 
trend has been observed for some years 
now and remains an issue for the sector. 
This year NSW councils have been more 
likely to use their training budget, 
compared to other jurisdictions, with one 
third spending the full training budget. 
Conversely, NZ councils are least likely, 
with just 5% spending the full training 
budget (down from 23% in the prior year). 

Those councils that are spending less per 
FTE on training, compared to the full 
training budget, should be examining the 
reasons behind this decision and the 
possible ramifications on the workforce. 

The rapid change in customer and 
employee expectations , and the increasing 
need to innovate, automate business 
processes and introduce new technology 
means that equipping staff with new skills 
has become even more important than 
ever. In saying this, just as much 
importance needs to be placed on 'soft' 
skills that might already be expected of the 
workforce, such as leadership, 
communication and management skills. 
This came out in PwC's 21st Annual Global 
CEO Survey, with 91% of CEOs who 
participated acknowledging a need to 
strengthen soft skills alongside digital 
skills .1s 

If councils do not respond to this need to 
create opportunities fo r learning, this may 
lead to reduced productivity, low staff 
engagement, loss of staff, reduced 

management pipeline, as well as an 
inability to innovate and quickly respond 
to changing circumstances. 

Some ways to provide staff training 
options without impacting their day to 
day roles could include: 

• Offering short or long-term 
secondments to other areas of the 
business or councils 

Providing short and sharp sessions 
such as 'lunch and learn', e-learns 

• Incorporating training into planned 
social or team bonding sessions 

Gamify the training, by using an app 
or virtual simulations 

Figure 1.45: Is your council spending its b ·aining budget? (A$) 
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Fig ure 1.46: Actual tra ining spend agains t training budget per FTE (A$) 
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Wo rkforce 

Strategy and performance are intrinsically linked 

Performance appraisals 

Committing to providing honest and 
timely performance feedback can have a 
significant impact on employee morale 
and productivity, as well as create a 
culture of continual improvement. 

Our survey continues to highlight that 
overall, CEOs and directors (70%) are 
more likely to receive a formal 
performance appraisal (although this is 
down from 75% in the prior year), 
compared to staff members at any other 
level. There has been a consistent 
downward trend across all staff levels, 
particularly at the supervisor level, with 
only 51% of supervisors receiving formal 
feedback during FY18 (down from 60% in 
prior year). 

WA councils continue to have a strong 
performance management culture with 
increases from the prior year across all 
staff levels except supervisor, which 
decreased to 76% from 83% in the prior 
year. NZ councils improved the extent of 
feedback to all staff levels in FY18. 

Conversely, we see a dip in the 
performance management culture across 
NSW and SA councils. In NSW councils 
there is a decline of 10 or more percentage 
points across all staff levels, compared to 
the prior year. This is particularly 
apparent for staff at the combined levels of 
CEO and director, which has decreased to 
70%, down from 85% in t he prior year. 
This could be a result of the tail end of the 
NSW council reform. 

In SA councils, the most concerning trend 
is the decrease in the provision of 
performance appraisals to the 'other staff 
level, with just 56% of 'other staff 
receiving formal feedback, compared to 
84% in the prior year. 

We encourage councils to re-balance the 
conversations to be forward looking, focus 
on future career paths and the capability 
and development required to achieve this, 
along with providing constructive 
feedback on past performance. It is 
impo1tant to recognise achievements, 
identify performance issues and plan for 
further development needs. 

Figure 1.47: How many of your employees had a formal annua l performance appraisal in FY18 ? 
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Workforce 

Are your workforce costs growing faster than your revenue? 

Producthity 

It is very challenging to measure 
productivity; there arc many variables that 
can influence revenue (outputs) and costs. 
As a result, we present a directional view 
only, looking at councils' overall relative 
performance in this area and identifying 
performance segments on the charts 
below, as a guide to help councils plan for 
the future. 

Our productivity segmentation measure 
aims to assess whether councils are 
improving the balance between the rate of 
change and level of their controllable 
outputs (measured by controllable 
revenue), compared to the rate of change 
and level of the employed workforce cost. 

This year we see a shift from the 
'aggressive gro'Ath' (now at 21%, down 
from 31% in the prior year) and 'prudent 
growth' areas (down to 29% from 33%) 
towards the 'austerity' area of the chart, 
with 32% of councils clustered in this area 
of the chart (up from 18% in the prior 
year) sitting in this area. This suggests 
councils have seen minimal growth in both 
staff costs and controllable revenue. 

There are many factors which could 
contribute to these results, and councils 
should consider how the below may affect 
their productivity and growth: 

Figure 1.4 8 : Productivity compared to survey po pulation 
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Figure 1.49: Pro ducth ity compared to Rural councils 
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Introduction or improvement of 
automation, and other process 
optimisation measures 

Workforce review: does your workforce 
have capacity? are all roles needed? can 
your current staff levels cope with the 
ramifications of growth? 

• Revenue review: do you understand the 
root causes of any revenue leakage? Is 
there more services you can provide 
that you can recover the costs? 

External factors, such as population 
growth, land values, government 
changes and legislations, could also be 
affecting the output growth and 
therefore overall productivity. 

Definitions 

Output growth is year-on -year 
cont rollable reven ue growth that 
excludes revenue from providing 
outsou rced se1v ices, all types of 
gran ts and domestic waste 
management revenue. 

Workforce growth is year-on
year growth in total employee 
costs. 
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Workforce 

How do you manage lost time injury incidents? 

Lost-time injuries 

In Figure 1.50, we have plotted each 
council's rate of incidents (measured as 
the number of incidents per 100 
employees) against the average claim cost. 
We acknowledge that councils with a 
higher percentage of outdoor workers may 
have a higher rate of incidents. 

We observe that, during the 2017-18 
financial year, the average rate of incidents 
has remained stable across all age groups 
of workers . The two higher age brackets 
(60+ and 46-60) continue to be the 
highest relative number of incidents per 
100 employees, with 2 .6 incidents per 100 
employees within the 60+ age group and 
2.3 incidents within the 46-60 age group. 
Councils should further explore the nature 
of these incidents so they can implement 
awareness and wellbeing programs that 
target the 46-60 and 60+ age groups. 

Figure 1.50: Lost time injury incide nts 
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NZ councils continue to have a much 
lower volume of days lost per 100 
employees, with 13 days per 100 
employees, compared to the Australian 
jurisdictions. This is to be expected given 
the higher rate of outsourcing of services 
that occur across NZ councils. Within 
Australia, we observe 52 days lost per 100 
employees for SA, 62 days for WA 
(although a decrease from 99 days in the 
prior year), and 89 days for NSW councils 
(up from 63 days lost per 100 employees 
in the prior year). 

The nature, shape and mix of council 
services "~11 invariably impact the extent 
of workplace injuries, and where 
outsourcing is used to deliver services it is 
impo1tant that councils contract with a 
pro,~der that manages this risk 
appropriately and that the contract itself 
incenti~ ses safe work practices. 
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Figure 1.51: Incidents per 100 e mployees by age bracke t 
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Over 60 years D ~ 

n = 138 
O • Survey population 
O • Copper Coast Council 
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Finance 

Finance Trend Summary 
Coppe1· Coas t Council 

• SA Survey population 
Change from • Copper Coast Council FY17 FY18 
FY17 to FY18 

1. CFO works closei with general 
Yes Yes 

manager and lea ership team 59% 65% 
(Yes) (Yes) 

49% 

a: 44% T 14% 
2. Finance employees with at least a : bachelor degree 43% 

TS% 
29% 

74% 
70% 

3. Finance function effort - transactional • • T 4% 

tasks • • T1% 
59% 58% 

27% 27% 

4. Finance function effort - business • • • 0% 

insight tasks 

• • • 0% 
10% 10% 

20% 

5. Finance function effort - compliance 16% : A 4% 

and control f A1% 
14% 15% 

3.4% 3.4% 

6. Cost of finance as a percentage of • • T 0.2% 

revenue 

• • • 0.0% 
0.8% 0.6% 

7. Frequency of reporting financials to Quarterly Quarterly 

senior management team 
41% 17% 

(Quarterly) (Quarterly) 

8. Total elapsed days for the budgeting T 1 

process 
T1 

55% 55% 

9. Rates and annual charges collected by • • • 0% 

end of quarter 2 

• • • 0% 
54% 54% 

$1 ,500 
$1,270 

10. Capital expenditure per resident (A$) • • T $230 

• • A$70 
$480 $550 



Finance 

Finance partnering with the business 

The role of finance 

We continue to see the CFO playing an 
increasingly important role in the 
development of the strategic vision in local 
government, with 70% of councils 
reporting that their CFO works closely 
with their CEO and senior executives to 
define the business strategy. 

Consistent with the prior year, NZ and WA 
councils have CFOs who are more engaged 
in a strategic role (86% and 78% 
respectively), compared to 65% of SA 
councils and 62% of NSW councils. 
Importantly, both NSW and SA councils 
are trending in the right direction; NSW 
councils are up from 54% back in FY14, 
and SA councils are up from 59% a year 
ago, reflecting more CFOs playing a key 
role in the development of the council's 
business strategy. 

This is crucial, as the role finance plays 
within an organisation continues to extend 
beyond the traditional finance function. 
Organisations are increasing their use of 
analytical insight to drive business 
performance as well as increase the 
transparency of performance to 
stakeholders. Top performing finance 
teams are playing a key role in supporting 
the strategic direction and growth of their 
organisations, and leading the way in 
digital transformation, in areas such as 
robotic process automation (RPA). 

RPA involves the use of software to 
perform high-volume, repeatable, rules 
based tasks. The turnaround time on some 
financial processes can be dramatically 
reduced which allows highly skilled 
finance teams to focus on business 

analysis to drive commercial insights, 
rather than time spent on t ransactional 
tasks. 

Often a proof of concept approach is the 
best way to start and includes assessing 
the suitability of various financial 
processes that could benefit from 
automation technologies. 

The CFO or senior finance professional 
now has the opportunity to embrace and 
promote strategic transformation, while 
also safely and reliably managing the 
reporting and control functions of the 
council. 

Finance has a criti<.·al role to play in ensuring organisations 
<.·ontinue to tlrritic. 1'/ris rec1ufres investment in new practices, 

technologies, and skills tlrnt increase the business's capacity lo 
adc,vt at pace.'" 

Figure 2, J : What role docs the CFO play in the development of the council's business strategy? 

Works closely with CEO & other 
senior executives to define 
business strategy 

Provides analytical support to 
senior management as required & 
comments on strategy proposals 

Plays no direct role 1n the 
definition of the strategy 

Survey Population NSW 

0 %1•.%1•1 

-26%(.a.) 36% ( 'f) 

e 
2%(•) 3%(•) 

NZ 

• 

SA WA 

• 89% ('f ) I 59% <· ) 

'1%1•1 -35%1•1 •
• 

. 

• 
0% (•) 6% ('f) 

e Survey population 
O Copper Coast Council 

16 PwC global Finance Effecth-eness Benchmark Report 2017, "Stepping up: How finance fun ctions are transfm,ning lo drive bus iness results'. 

13%(.a.) 

3%(.a.) 

n = 139 
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Fina nce 

Finance partnering with the business 

The role of finance (continued) 

Finance professionals who have an 
analytical mindset and are experienced 
and creative are best placed to deliver 
meaningful data-driven insights that lead 
to strategic transformation. Creating a 
dynamic finance team often attracts high 
calibre candidates with a higher level of 
education. 

Top organisations are changing the skill 
profile in finance to be more insight 
driven. This is in contrast to teams stuck 
in the traditional finance function 
mindset, typically with leaders who are not 
committed to agility and innovation. 16 

Our overall survey findings are reflecting a 
more educated finance team, with 50% of 
finance employees now having at least a 
bachelor's degree (up from 43% in the 
prior year), and 28% havi ng a 
postgraduate qualification (up from 24%). 
NZ councils continue to employ higher
educated finance staff, with 68% holding 
at least a bachelor's degree, fo llowed by 
46% of WA councils and 44% of SA 
councils (compared to 39% in NSW). 

With this level of highly qualified staff, it 
will be important that the work is 
challenging and impactful and that the 
finance function becomes insight-focused, 
with transactional activities being reduced 
through the use of automation 
technologies. 

Ke y cons ide,·ations 

• Has your CFO and finance team identified a clear value propos ition -
one that leads to a more informed performance discussion with the 
bus iness u nits and the leadersh ip team? 

• Does your CFO collaborate closely with the bus iness to identify stra tegic 
opportuni t ies and threats? Can they identify strategic priorities and 
high light ways to d rive the bus iness forward? 

• Is your finance function embracing change, and s tarling to explore how 
auto mation technologies could reduce time and occurrence of errors, 
allowing a re-focus on driving da ta-driven insights? 

Is your finance function supporting business units to unders tand the 
overall performance of their areas, providing more vis ual and analytical 
ins ights to assis t bus iness decis ions a nd longer term plans? 

Figure 2.2: F ina nce employee qualifications (cumulative) 

Postgraduate qualification 

At least a bachelor degree 

At least some post-school 
qualification 

At least a high school certificate 

At least some high school 

• Survey population 

• Copper Coast Council 

so I PwC 

.,. Percentage of survey population 

28% 
29% 

29% 
50% 

76% 
57% 

FY17 

I 29% I 24% 

I 43% I 43% 

~ 73% 

100% 
95% 

1100% 1 93% 

100% 
100% 

1100% 1 100% 

n = 139 



Finance 

How are you leveraging technology to create real time insights? 

Finance function activities 

We continue to observe a focus by council 
finance functions in devoting time to 
value-adding business insight activities. 
Almost a quarter of finance effort (23%) is 
spent on business insight activities 
(slightly down from 24% in the prior year), 
17% on compliance (no change from the 
prior year), with the remaining 60% of 
time on transactional efficiency (up from 
59% in the prior year). 

This measurement is based on employed 
resources only, and so those councils that 
have outsourced or share some 
transactional functions (eg. 8% of councils 
that outsource or share accounts 
receivable/payable) should expect a lower 
propo1tion of effort allocated to 
transactional efficiency. 

There has been no change in the 
propo1tion of time spent on business 
insight activities across metro and regional 
councils, yet rural councils have reduced 
their focus on business insight, now 17%, 
down from 22% in the prior year. The 
increased focus on transactional tasks in 
rural councils (63%) is comparable to the 
result two years ago. 

Our metro council result of 28% of time on 
business insight activity surpasses the 
global benchmark of 24% of time devoted 
to business insight activities, as evidenced 
in the 2017 PwC finance effectiveness 
benchmark report'7, where results were 
drawn from over 600 PwC finance 
benchmark engagements across different 
industries around the globe. 

The global findings highlight how leading 
finance organisations are delivering 

greater commercial impact by harnessing 
the skills of the insight-focused employees 
to analyse and interpret large datasets. 

In order to achieve a high performing 
finance function, the PwC finance 
benchmark report18 recommends 
prioritising the following areas: 

• Adding value through partnering with 
the business and delivering insights 

• Investing in skills to enhance 
problem-solving and their commercial 
mindset, with soft skills such as 
communication, creativity and 
teamwork 

Focus ing effort on analysing data, 
not just collecting it 

Making savings a high cost finance 
function does not equal a top 
performing team, the benchmarking 
found leading finance functions cost 
35% less than the median finance 
functions 

• Eliminating inefficiency by not only 
focusing on automation and process 
improvement, but understanding how 
technology could be used to eliminate 
some processes altogether. 

As a result of digital advances, the 
opportunity now exists fo r finance teams 
to transition to more timely and insightful 
management reporting. Using the latest 
business intelligence and data 
visualisation packages allows for more 
self-service information gathering and 
analysis that in turn creates more capable 
users. 

In addition, emerging technologies such as 
artificial intelligence and automation can 
increase efficiencies and quality within 
finance transaction processes while 
reducing costs in the long term. More 
importantly, investments in new 
technologies can provide the finance 
function the capacity to spend more time 
on analysis and value add activities. 

Key considerations 

• Have you reviewed how many 
tasks or processes could be 
improved, automated or 
eliminated to increase 
efficiency? 

• Have you created an 
inventory of finance reports 
produced and then 
researched how they are 
being used by the business? 
Eliminat ing any that a re 
irrelevant? 

• Have you in\'ested in 
technology to support better 
financial and business 
analysis, and reduce the 
amount of time spent 
gathering and manipulating 
data? 

• Are your finance teams 
empowered with online 
collabora tion tools and/ or 
mobile computing to crea te 
flexibility in working 
practices? 

Figure 2.3: Finance functio n effort by process 

Transactional ----~ 

efficiency 

Survey population 

Metro 

Regional 

Rural 

Copper Coast Council 

Compliance and --

control 

55% . 17% 
' ' ' 

' . 
65% 15% 

•1..~...,,'l ! <Y.,t 

Business 1ns19hts 

n = 139 

• • Transactional efficiency 

• • Compliance and control 
Business insights 

17 PwC global Finance Effectiveness Benchmark Report 2017, ·stepping up: How finance fun ctions are transforming lo dri,·e business results'. 

18 Ibid 
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Finance 

What is your finance function really costing you? 

Finance function cost 

Finance teams face mounting pressure to 
deliver greater value and innovation, while 
at the same time maintaining a focus on 
efficiency and cost. It is, therefore, 
important to understand the cost of the 
finance function when assessing the 
current value derived and changes that 
may be required to create further 
efficiencies. 

Based on the most recent global PwC 
finance effectiveness benchmarking study, 
global finance functions are costing a 
median of o.86% (finance cost as a 
percentage of revenue), with the lowest 
cost quartile finance functions measuring 
0.55%.'9 

By comparison, the overall median local 
government result of 2.3% is regarded as 
high. SA councils continue to have the 
highest median cost of finance as a 
percentage of revenue (3-4%), equating to 

1.5 times more than the overall median of 
2.3%. This is likely related to the high 
amount of time s pent on business insight 
activities (27%), as well as the high 
percentage of SA council finance teams 
holding a postgraduate degree (33%). 

Likewise, we see NZ councils with the 
second highest median cost of finance, at 
2-4%, and an increased amount of effort 
on business insight activities occurring 
(31% of time), and a larger proportion of 
the finance team holding post graduate 
degrees (39%). 

These results are consistent with the 
findings from the PwC finance 
effectiveness benchmarking study, which 
found that not only do top-finance 
functions spend more time on work that 
adds value, they also pay their 'insight' 
professionals more.2° 

Figure 2 .4: Co s t of finance as a pe rcentage of revcn uc ( council jurisdictio n) 

Y Council jurisd1ct1on 

NSW 

NZ 

SA 

WA 

0% 

... 
2% of all respondents I 

are equal or lower 

NZ median (2 4%) 

1111 I llllli 1
1
wmidi3f ro¾)l 11 

11111 f I I 11 ,

1
SAmedia! J

4
%)1 I 

1111 I I I II I Ill 
1111 I II 

1% 2% 3% 

98% of all respondents 
are higher 

I I 
4% 5% 6% 

Figure 2.5: Cos t of finance as a pe rcentage of revenue (siz e of council) 

Y Size of council 

: I Large median (1.7%) 

Large 

Medium 

Small 

: 11111 I I I II I I 111 I I 

11 11111m11~ii1t1 "~etf'2

fr°t°1 I I Ill 
1 Small median (3.4%) 

: I 111 I I I I II 
0% 

... 
2% of all respondents I 

are equal or lower 

1% 2% 3% 

98% of all respondents 
are higher 

4% 5% 6% 

11 

7% 

7% 

Survey I Median 
population 

Opportunities still exist for local 
government finance functions ranging 
from exploring automation, elimination of 
low value activities, and improved efficient 
use of ca pa city to potentially share 
financial transactional activities. 

The PwC finance benchmark report21 

identifies that 40% of finance effort could 
be aligned to more value-driven activities 
through automation, which will ultimately 
reduce the cost of the finance function. 
The report goes further to rank typical 
finance processes by their automation 
potential. The top three best opportunities 
for automation are noted as being the 
billing, reporting and general accounting 
processes. Automation can be achieved 
through the introduction of a variety of 
systems or technologies including web
based tools, enterprise resource planning 
systems and artificial intelligence or 
robotic process automation technologies. 

FY17 

20% 

2.4% 

34% 

25% 

8% 9% 10%+ 

n = 131 

FY17 

19% 

20% 

2.7% 

8% 9% 10%+ 

n = 131 

• Coppe r Coast Council 

19 PwC global finan ce effecti,·eness benchmark report 2 017, 'Stepping up: How finance functions are Lransfonning to drive business results'. 

20 Ibid 
2 1 Ibid 



Fina net' 

How efficient is your finance function? 

Days lo report and manual journals 

It is crucial for the CFO and senior 
management to have access to timely, 
insightful and accurate information to 
support efficient decision making. A 
drawn-out reporting cycle can signal an 
irregular amount of time spent gathering 
and collating data, restricting the team's 
capacity to deli\·er value-driven analysis 
and interpretation of results. 

Our survey results show that the median 
council operates with a close-to-report 
cycle within 11 days, up from 10 days in 
the prior year. In comparison, top quartile 
councils are able to provide financial 
results to senior management in just 8 
days, up from 7 days in the prior year. 

By jurisdiction, we see an increase in the 
NSW days-to-report median , now at 11 
days, compared to 10 days in the prior 

Fi1,,ure 2.6 : Days to close and report 

Median Council 

Top quartile 

Copper Coast Council 

year, and the median SA council has 
shifted to 12 days, up from 11 days. Both 
the median NZ and WA council remains 
stable at 10 days to report to senior 
management. 

Strategies to reduce the duration of 
month-end close and reporting, aside from 
automation, include: 

Setting materiality thresholds for 
reconciliation investigations 

• Adjustments and accruals 

• Performing tasks throughout the month 
instead of waiting for month end 

• Reducing and simplifying management 
reporting to meets the needs of the 
business 

n = 139 

• S urvey population 
• Copper Coast Council 

One indicator of an efficient finance 
function can be the number of manual 
journals processed in any given year. Our 
findings show that 22% of surveyed 
councils are processing more than 1,500 
manual journals annually, down from 
26% in the prior year. If we assume that 
each manual journal takes approximately 
three minutes to process, then this 
equates to one person spending at least 75 
hours a year or around 10 business days 
per year manually processing journals. 

Quality control is also a factor to consider 
and involves additional time spent by 
senior resources on the validation and 
review of the manual journals fo r accuracy 
and completeness. This time could be 
spent on more more value-adding 
business insight reporting at month end. 

Key cons ideratio ns 

• H ave you sta ndardised your 
data a nd invest igated or 
implemented an autom ated 
a pproach to data colla tion ? 

• Do you have a smart and 
e fficient close-to-report cycle? 

• Are you using low-cost d a ta 
a na lytics tools to improve 
d a ta vis ualisation a llowing for 
m ore rapid inte rpre ta t io n of 
results ? 

Figure 2.7 : What was the to tal number o f manual j ournals processed in the year e nding 30 
June 20 18? 

Survey Population Large 

1-500 e . • 37%( 4 ) 110/o( 't' ) 

501-1 ,500 • ' 37%(4) 37%(• ) 

• 1,501-10,000 . 
240/o( 't' ) j 41%( 4 ) 

Over 10,000 • 2%(4 ) 11%(• ) 

Medium Small 

• .,,,,.,., . .. ,., 
•• 

. 
I 44%( 4 ) 5%( 4 ) 

• 230/o( 't' ) 50/o( 't' ) 

• 0%( 4 ) 0%(• ) 

n = 139 

e Survey population 
O Copper Coast Council 
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Fina nce 

Delivering financial information to senior management 

Reporting to management 

A key responsibility of the finance function 
is to provide timely financial reporting to 
the senior management team. NZ and WA 
councils continue to be more likely to 
report monthly financial information with 
senior management, with 90% and 97% 
respectively doing so. 

SA councils are trending upwards to more 
timely reporting, with 79% reporting 
monthly (up from just 53% in the prior 
year). NSW councils have the lowest rate 
of monthly reporting, just under two 
thirds ofNSW councils (63%) report 
monthly, v.rith 36% reporting quarterly. 
This may be a result of the requirement for 
NSW councils to present a Quarterly 
Budget Review Statement, minimising the 
perception of a need to report monthly. 

Large councils remain more likely to 
report to the senior management on a 
monthly basis (86%), compared to 77% of 
small councils and 76% of medium-sized 
councils that report financial results on a 
monthly basis. 

Councils need to consider their specific 
circumstances to determine the optimal 
frequency of repotting. Those councils 
with a larger workforce and greater span 

of control may need more frequent 
repo1ting as senior management are not 
able to be in the day to day detail of 
operations and finances. In comparison, 
smaller workforces or rural councils may 
have more a stable financial and 
operational environment and more 
involvement by senior management in 
day to day operations, both of which could 
allow for less frequent formal 
management reporting to be adequate. 

Percentage of councils 
reporting financial 

information on 
a monthly basis 

Figure 2.8 : How often do you repo rt approved financial information to senio r managem ent? 

Survey Population Large Medium Small 

Weekly 

Monthly 

e T 2%(•) 0%(•) 3%(•) 0%(•) 

. S%(4) .%(4) .0%(4) .6%(T) 
Quarterly 

' • 0 . 
21%( 'Y ) 11% (A) 26% ( 'Y ) 14%( A) 

Every 6 months ct., • 1%(•) 4% ('Y) 0% (• ) 0%(A) 

Annually 

1% 0% 1% 0% 

11 = 139 

e Survey population 

O Copper Coast Council 
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Fina nce 

Delivering financial information to senior management 

Sharing financial results 

In many organisations, the role of finance 
has expanded to include supporting 
strategic decisions and driving the 
organisation's agenda. Jn order for the 
finance function to do this, they need to 
provide, interpret and analyse the most 
relevant financial information at the 
optimal time. By building relationships 
with their peers in other areas of the 
business, the finance team can better 
understand what key insights are needed 
and when. 

Our survey results suggest extensive 
sharing of financial results with the CEO, 
directors and managers. Lower levels of 
management are less likely to receive this 
information however, with our collected 
responses indicating that just 56% of team 
leaders and 37% of supervisors are 
provided with the ability to draw insights 
from financial info rmation. 

Sharing financial results and business 
insights with various levels across a 
council is one way to create a culture 
where employees within business units 
become more engaged with, and 
accountable for, the council's key financial 
perfo rmance drivers. 

Exposing team leaders and supervisors to 
a variety of financial metrics allows them 
to absorb and understand these key 
business drivers - instilling a sense of 
ownership and responsibility as they 
consider what it means to their business 
unit and team - before they move into the 
more senior levels of management. 
Similarly, if this info rmation is shared 
with the 'other staff level, they can begin 
to understand the bigger picture and get 
excited about the future for t he council 
and their own career path. 

Key considerations 

• Are you encouraging finance 
staff to engage with the 
business to better understand 
,vha t insights are needed for 
effective decision making? 

• Is peer to peer relationship 
building across finance and 
other parts of the business 
rewarded and encouraged? 

• Are your finance team 
equipped to support the 
business as a true business 
partner? Do they have the 
right skills and mindset to 
clearly convey insights and 
recommendations to their 
internal customers? 

Figure 2.9: Who receives financial updates about council 's pe rformance fro m the finance depa rtment? 

Survey Population NSW NZ SA WA 

CEO 0 .%(•) e,,.,., - - -: 00%(•) : 94%(T ) _, .... ,., 
Director ~=Le., -7%(•1 - - 00%(•) 89% (-") : 7%(T) 

Manager - - , .. ,., .,w, 91%(•) . 85% (.A.) . 00%(•) 

Team leader • tt,., • • 57%(T) j 44% (•) l 53% (T) •""''' Supervisor • • • 35%(.A.) 28%(T) : 37%(•) 29%(•) l 48%( .A.) 

Other staff • • • • 24% (.A.) 13%(•) : 37% (.A.) 24%(-") 32%( .A.) 

No employees receive 

0 • e financial updates from 
the finance department 

1%(•) 2%( T) 0%( .A.) 0%(•) 0% (•) 

n = 139 

• Survey population 

0 Copper Coast Council 
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Finance 

Balancing insight and efficiency 

Budgeting 

One of the benefits that stem from the 
annual budgeting process is the business 
insights generated as a result of the 
collaboration between the finance team 
and the business. By coupling analysis of 
past performance, with an understanding 
of future strategic priorities, the budgeting 
process can assist in forward focused 
business decisions, as opposed to just an 
exercise of gathering and manipulating 
data. This is supported by the PwC finance 
effectiveness benchmarking study22 which 
notes that the value of the budget comes 
from the collaboration on business 
decisions and connected thinking. 

When assessing the time councils spend 
on the budgeting process, we measure 
from the date the process officially begins 
to the date the budget is finalised and 
loaded into the accounting system. The 

median results for the 2017-18 financial 
year budget process remain relatively 
stable overall, with 141 days to complete 
the budget process (down from 143 days 
in the prior year). The median days range 
from 107 business days in small councils, 
to 164 business days in large councils. 

Analysing by council jurisdiction shows 
WA councils continuing to complete the 
cycle in the shortest time frame, with a 
median of 119 days. At the other end of the 
spectrum, NZ councils come in with a 
median of 226 days - adding 21 business 
days to the budget process, compared to 
the prior year, and 47 business days 
compared to two years prior. 

Looking deeper into the budget process in 
Figure 2.11, we see that finance teams 
continue to spend most of their time 

Figure 2.10 : Total e lapsed bus iness days for the budgeting process 

T Council jurisd1ct1on ~ 
NSW 

NZ 

SA 

WA 

:d NSW median ( 136) 

11 111 : lllt!~~~1a~ (2~6)' I 
I• 11 I II I I 111 11 

I SA mi d
1iWl°/I 111 I I 

WA i1ei'n nnl i 11111 II 

preparing and refining the budget to 
obtain senior management approval, with 
69% of the total budget time spent in this 
first phase. We continue to see WA 
councils spending more time (83%) on 
this first phase of preparation, compared 
to 69% for NZ, 65% for NSW and 65% for 
SA councils. 

By automating parts of the budgeting 
process, or improving the planning 
process to reduce known bottlenecks, 
councils can reduce the length of the 
budget preparation process without 
reducing the potential benefits. This is 
supported by the PwC finance 
effectiveness benchmarking study where 
35% of processing time could be 
eliminated by investing in automation of 
the budgeting and forecasting process. 

FY17 -136 

205 

131 

118 

0 so 100 150 200 250 300 350 400+ 

~ 
44% of all respondents I 

are equal or lower 
56% of all respondents 
are higher 

I Survey 
population 

I Median • Copper Coast Council 

Figure 2. 11: Propo rtio n o f total e lapsed budget days by s tage 

Survey population 

NSW 

NZ 

SA 

WA 

Copper Coast 
Council 

69% 24% m 
64% · .... ·.??.of _ : ~ 

69% , ' • j 4°/o ' . -~ 

65% ' ,: . ; 27o/: . : ~ 
..,•.,i•·_ .. _,., •• '1.:- ~ 

83% 13% ~ 
3% 

97% 

n = 139 

• • Budget delivered to senior management and approved 

• • Council approval obtained 
Budget finalised and loaded into accounting system 

22 PwC global finance effectiveness benchmark reporl 2017, 'Slcpping up: How finance fun ctions are lransforming lo d,i,·e business results'. 
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Finance 

Balancing insight and efficiency 

Forecasting 

Senior management require access to 
frequent, relevant forecast information to 
be able to adequately assess and respond 
to changing financial results. Forecasting 
can orient management towards emerging 
trends, business risks and issues in a 
timely manner, enabling a more efficient 
and informed business decision making 
process to occur. 

By setting a materiality threshold, 
management can efficiently understand 
the forecast variances and highlight 
appropriate recommendations and 
remedies required at that time. By 
allocating the required actions to specific 
staff members, accountability is created to 
ensure the desired outcomes are achieved. 

While Australian councils have 
traditionally been more likely to forecast 
performance to budget, we now observe 
81% of NZ councils forecasting throughout 
the year, up from 74% in the prior year. 

When looking at the frequency of 
forecasting, WA and NZ councils are more 
likely to to forecast on a monthly basis and 
are trending upwards in the proportion of 
councils that fo recast at this frequency 
level. For NZ councils, this also coincides 
with the increase in the preparation of the 
forecasts, with 47% forecasting monthly 

Key cons ide1·ations 

(up from 35% in the prior year), and 56% 
of WA councils preparing a forecast each 
month. 

In comparison, just 27% of NSW councils 
and 20% of SA councils forecast monthly, 
with the majority of NSW and SA councils 
fo recasting less frequently. 

• Have you explored the use of autom ation technologies to create a mo re 
efficient budgeting and forecasting p rocess? 

• Do you have the right level of overs ight and p roject management of the 
budgeting process to e ns u re it is a continuous, efficient process with no 
bottle-necks? 

• Do you use your budgets and forecasts as a critical ma nagement tool to 
drive d iscussion, decis ions and behaviours? 

• Do you have the right ba la nce between the need for the business to have 
frequent and relevant forecast information, a nd corresponding costs? 

F ig u re 2 .12: Do you formally fo recast you r perform ance to budget th rougho ut the year? 

Survey Population NSW 

Yes 0 ,%(•1 -j 90% (•) 

No e 
14% (l') 10%(•) 

NZ SA 

··%<•1 • 26% (l') 12%(4) 

WA 

~'%(•I 

e 
13% (l') 

n = 139 

Figure 2 .13: How freque n tly are forecasts p repared? 

Weekly 

Monthly 

Quarterly 

Every 6 
months 
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On request 

Unable to say 
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0% 
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e i 5%(4) 

• I 5% (4) 

5% 

SA 

0%(•) 
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. 66%(4 ) 
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0 
I ::::, 

0% 
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WA 

• : 4% (•) 

.47% (4) 
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Fina nce 

Source of income 

Revenue profile 

The mix of income associated with local 
government is not directly comparable 
between Australian and New Zealand 
councils, due to diverse service delivery 
models and different levels of 
responsibility between local government 
and other levels of government. 

While we have observed over the years NZ 
councils revenue profile being driven from 
residents and businesses through the 
collection of rates and annual charges 
(58% of all income), we see a slight lift in 
the proportion of income from alternative 
income streams, with 18% sourced in this 
way (up from 14% in the prior year). 

The surveyed Australian councils do have 
some differences; SA councils derive 73% 
of their revenue from rates and annual 
charges, compared to 58% in WA councils 
and just 42% in NSW councils. NSW 
councils continue to source a larger 
amount of revenue from grants (33%), 
over double the percentage of revenue 
derived from grants in SA councils (14% of 
all income). 

This increased reliance on grants for NSW 
councils stems from the fact that the NSW 
survey population has, for the past three 
years, comprised a high percentage (83%) 
of rural or regional councils that rely on 
government grants to manage their 

Fig ure 2. 14 : FY18 revenue pro file 

Copper Coast 

ext ensive road network. In FY15, when 
there was a smaller percentage of NSW 
mral and regional councils (60% ofNSW 
surveyed councils), grants comprised just 
one qua1ter of the total revenue derived by 
NSW councils. 

When comparing this across all surveyed 
councils, we observe regional and rural 
councils deriving around 30% of revenue 
from grants, compared to just 17% in 
metro councils. 

The issue of revenue generation and 
revenue control is a perpetual one for all 
councils and as such, while different 
jurisdictions have different legislative 
frameworks, based upon these results, the 
issue of having a level of control over 
income is still one that is extremely 
important. 

It is essential that councils continually 
review their overall current revenue 
profile, including an in-depth analysis of 
the source of income mix. A high level of 
income diversity is key to a healthy 
revenue flow, as is looking for new sources 
of sustainable revenue or ways to reduce 
the reliance on less stable existing income 
sources. It is important to continuously 
determine how best to manage this critical 
component in order to support long term 
plans. 

Key conside,·ations 

• Does your council review its 
revenue mix as an area for 
more active discussion? Do 
you understand if any 
implications exis t regarding 
this a rea? 

• Does your m anagem ent team 
think laterally when it com es 
to identifying new revenue 
opportunit ies? 

• Does your council h ave the 
right s kills, resou rces and 
ability to identify additional 
revenue opportunities? 

• Have you conside red 
contingency plans, in the case 
of s hort term or vulnerable 
funding being discontinued ? 

• What dormant opportunities 
lie in your existing revenue 
s treams, fees and services? 

• Have you carefully ana lysed 
new se rvice pricing optio ns in 
a bid to optimise revenue? 

Council Survey Population NSW NZ SA WA 

Rates and annual 
charges 

Grants 

User charges 

Interest and investment 
income 

Other income 
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Optimising working capital 

Collection of rates and annual charges 

Fast and efficient collection of rates and 
annual charges supports councils to better 
manage and allocate cash flow and 
working capital. 

Minimising barriers and facilitating easy 
payment options for ratepayers, as well as 
automating financial processes, can help 
optimise labor-intensive processes, and 
improve the relationship between 
councils, ratepayers and suppliers. 

Figure 2.15, shows the cumulative 
collection ofrates and annual charges 
compared to the survey population, and 
figure 2.16 displays the quarterly cash 
collections during the 2017-18 financial 
year. Overall we see this has improved 
slightly from the prior year, with 60% of 
rates being collected by the end of the 
second quarter, up from 57%. 

WA councils continue to front load their 
cash collections from rates and annual 
charges, compared to the other council 
jurisdictions, with 61% of this pool of 
funds collected by the end of quarter one. 
In comparison, NZ and SA collect 31% and 
NSW councils collect 36% of their rates by 
the end of quarter one. NZ councils have 
shifted their cash collections, with 55% of 
rates and annual charges being collected 
by the end of the first two quarters, up 
from 47% in the prior year. 

Some methods which a number of councils 
use to increase their ability to collect 
payment upfront includes: 

• The offer of incentives for early 
payment or the imposition of a small 
fee for late payments 

• Offering discounts and entry into early 
payment prize draws 

Figure 2 .15: Cumulative collectio n o f ra tes and annual charges 
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Finance 

• Charging a small interest fee and/or an 
instalment fee if ratepayers choose to 
pay in instalments. 

The infographic shows the dollar-value 
equivalent of 1% of rates and annual 
charges collected. Based on this, councils 
can calculate how far ahead or behind they 
may be, quarter by quarter. 

11 months below trend 
:I "10fllt t (, ~ r'r 1 figur 
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Copper Coast Council FY17 result 

Figure 2.16: FY18 quarte rly collectio n of rates and annual charges 
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Finance 

I Tracking and managing capital projects 

Capital project expendih.Jre 

The effective management of capital 
expenditure is particularly important due 
to local government's asset-intensive 
nature and the limited capacity of council 
operating budgets to absorb variations in 
the financial outcomes of capital projects. 
We acknowledge that capital expenditure 
can be volatile in nature depending on a 
council's budget, and any significant works 
or project that is being undertaken in a 
particular year, many of which are linked 
to their role in the community or location. 

When analysing capital expenditure per 
resident by council type, we continue to 
observe a range from a metro council 
median of A$315 per resident (or NZ$342) 
to a rural council median of A$1,175 (or 
NZ$1,247) per resident. 

A key component of this higher spend per 
resident in rural councils is the 
maintenance required for large-scale 
regional infrastructure such as, but not 
limited to, roads and bridges. In some 
cases, this infrastructure investment also 

Figure 2.17: Total capital expenditure (A$) pe r resident (type of council) 

T Type of council 

Metro 

Regional 
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• 
111 

Regional median ($730) 
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1rr11 1i1
1 i m I 1h ,, 1 1 

$0 $500 $1 ,000 $1,500 $2,000 

... 
84% of all respondents I 

are equal or lower 
16% of all respondents 
are higher 

Figure 2 .18: Total capital expenditt1re (A$) per resident (council jurisdiction) 

T Council Jurisdiction • 
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$0 
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I I 
$1 ,500 $2,000 

16% of all respondents 
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benefits the state or jurisdiction such as 
primary roads running through a local 
government area connecting key cities or 
towns, and grants are received in relation 
to the capital works. 

Geographically, NSW councils continue to 
have the highest capital spend per 
resident, with a median of A$790 
(NZ$847) compared to the other council 
jurisdictions where the median capital 
spend ranges from A$400 (NZ$434) in 
WA to A$570 in NZ councils (NZ$618). 
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56% ofcouncils 
have a formal IT 
strategy in place 

66 % of councils 
outsource or share 
IT hosting and 
support of systems 

4 7% of councils 
rate online customer 
self-service in their 
top 3 IT priorities 



Operations 

Operations Trend Summary 
Copper Coast Council 

• SA Survey population 

• Copper Coast Council 

1. Corporate service staff per 100 
employees 

2. Customer service staff per 10 0 
employees 

3- Finance staff per 100 employees 

4. HR staff per 100 employees 

5- IT staff per 100 employees 

6. Formal IT stategy in place 

7- Effectiveness of IT systems 

8 . IT spend per employee (A$) 

9- Customer service FTE per 10,000 
residents 
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Operations 

Fostering productive corporate servicefunctions 

Corporate services 

Corporate services functions provide 
important support services and expertise 
to the entire organisation, and are 
responsible for establishing safe and 
sustainable practices so that core 
activities can be delivered. Through their 
specific skill sets and expertise, corporate 
services can provide management with 
business-critical information and insights 
needed to cultivate effective and efficient 
business processes. This then enables 
management to make sound decisions fo r 
the future. 

Our program focuses on four specific 
corporate services: customer service, 
finance, human resources (HR) and 
information technology (IT). These 
corporate services represent 9% of the 
total council operating expenses, with 
12% in SA, 10% in NZ, 8% in WA and 7% 
in NSW councils. 

When looking across the different 
council sizes, the resource mix between 
the four areas has altered marginally in 
the past year. We observe small councils 
continuing to have a larger finance FrE 
representation in the corporate service 
function (at 48%), in contrast to 31% 
finance FrEs in medium and 29% in 
large councils. The opposite applies to IT 
staff where large and medium councils 
have almost twice the amount of FrEs in 
this corporate service function, compared 
to small councils. 

Co ,porate 
services rep,·esent 

Co,pomte 
services represent 

SA's corpomte 
se1vice FTEs per 

$1 oM total operating 
expenditure 

4% 12% 

Figure 3.1: Breakdown of corpo1·ate service full-time equivalents 
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Operat ions 

I Fostering p1·oductive corpo1·ate service functions 

Corporate services (continued) 

IT continues to be an area going through 
change in regards to the method of 
delivery. Our findings show that large 
councils continue to reduce the 
proportion of in-house IT staff, ,vith 3.8 
per 100 employees (down from 4.9 two 
years ago). There remains a stronger 
reliance on outsourcing or sharing 'IT 
hosting and support of systems', with 75% 
of large councils operating in this way. 
Interestingly, 68% of small councils 
outsource or share 'IT helpdesk support' 
which may explain the lower level of IT 
staff per 100 employees (2.0), as 
discussed further in this section of the 
report. 

If your council has made the transition to 
cloud infrastructure, consider whether 
you have been able to achieve expected 
cost savings, patticularly if your business 
case was based on headcount reductions. 

The level of resourcing in direct customer 
service FTE roles remains stable across 
all councils, with 4.2 customer service 
staff per 100 employees. We observe a 
closing of the gap between large/medium 
and small councils in FY18, with small 
councils canying just an extra o.8 
customer service staff per 100 employees 
(down from a gap of -1.1 in the prior 
year). We further explore the level of 
resourcing in customer service in the 
'Servicing the community' section of this 
report, where we observe the median 
customer service FTE per 10,000 
residents has decreased slightly from 2.3, 
to 2.0 FrEs. 

The ability of large councils to benefit 
from economies of scale and perhaps 
invest in new technology, such as process 
automation, continues to be evident in 
the allocation of resources to finance, 
with 4.1 finance staff per 100 employees, 
compared to 4.7 in medium and 7-4 FTE 
in small councils. 

Our findings show that HR resourcing is 
similar across the different council s izes, 
with 2.6 staff per 100 employees in large 
councils, and 2.5 and both medium and 
small councils. The year on year 
movement shows an increase in 
allocation of HR resources in large and 
medium-sized councils, compared to the 
slight downwards shift in small councils 
(2.5, down from 2.7 in the prior year). 

64 I PwC 

Figure 3.2: B1·cakdown of corporate service s taff pct· 100 employees 
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Opera tions 

Leading councils have an IT strategy 

Importance of an IT strategy 

The 2017 PwC Global Digita l IQ Report 
surveyed 2,216 business and technology 
leaders and points to a connection 
between organisations that have more 
comprehensive digital strategies and 
those that achieve stronger financial 
performance.2J The top performers in the 
survey tended to have broader definitions 
of digital, encompassing customer-facing 
technology and going beyond 'IT' and 
embedding technology into an 
organizational mindset. 

Unfortunately in our results, we only see 
56% of participating councils with a 
formal IT strategy that aligns to the 
business strategy, increasing marginally 
from 54% in the prior year. This means 
there are 44% of councils without a 
formal planned approach to managing 
their digital strategy. A shared plan 
between IT and the organisation, 
developed with existing and future 
business needs in mind can be the key to 
unlocking the persistence and the 
investment required to achieve change. 

Each year we continue to have less than a 
third of councils managing their digital 
approach with a draft IT strategy (26%, 
down from 32% in the prior year). Of 
concern, is the highest proportion of 
councils (18%) since FY14, operating 
without a formal or draft IT strategy. 

This increase is driven by SA councils, 
with a large 44% operating without a 
formal or draft IT strategy (up from 24% 
a year ago), and to a lesser extent NZ 
councils, with 24% without an IT strategy 
(up from 11%). At the other end of the 
spectrum, we observe 65% of NSW 
councils with a formal IT strategy. 

This area continues to be an opportunity 
for councils. It is important fo r councils 
to reconsider their appetite fo r developing 
an IT roadmap and digital strategy that 
focuses on strategic priorities. Senior 
management need to drive innovation 
supported by an IT strategy that 
articulates how the adoption or upgrade 
of technologies and infrastructure "ill be 
balanced between employee, customer 
and supplier needs. 

Percentage of councils 
with afonnal IT 

strategy in place 

Figure 3.3: Does your council have a fo rmal or draft IT s b·ategy that aligns with the bus iness strategy? 

Survey Population NSW NZ SA WA 

Formal IT strategy • 
Draft IT strategy -' - - -32% (l') 29% (l') 37% (l') 40% (l') 32% ( l') 

- • IT strategy does not e • exist, or unable to say ' ' 

14%(4 ) 10% (l') 11 % (4) 24%( 4 ) 16% (4) 

n = 139 
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23 PwC 2017, Global Digital IQ SurYey, 'A decade of digital: Keeping pace with transfonnation' 
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Operatio ns 

Leading councils have an IT strategy 

Importance of an IT strategy (continued) 

Digital st rategies play a key role in 
ensuring t hat IT systems and processes 
are runn ing as effectively and 
competitively as possible. An IT strategy 
defines how technology v.,jll support the 
business strategy with project rationale, 
timelines, allocation of business and IT 
owners and estimated investment and 
duration. 

Given that 44% of councils are operating 
without a formal IT strategy, it is not 
surprising to see the majority of councils 
(67%) across all regions reporting just 
'adequate IT systems'. This is reflected 
strongly in 81% of NZ councils, constant 
with the prior year. Notably, we see a 
decline in the proportion of NSW councils 

rating their systems as 'effective'; 25%, 
down from 31% a year ago. 

The 2017 PwC Global Digital IQ Survey, 
goes on to explain that CEOs have become 
the champions for digital, with 68% now 
championing digital transformation, 
compared to just 33% back in 2007.24 It is 
crucial that the council leadership team 
actively supports and collaborates to create 
a clear vision, comprehensive plan and 
adoption strategy to support digital 
transformation in the coming years. This is 
an oppo1tunity to move away from the 
status quo and create a dynamic workplace 
where technology enables efficiency for 
both employees and a better customer 
experience for the community. 

Tire human e.\'.perience is a criticctl dimension of Digital IQ; to be 
successful in the digital economy, 01·ga11isalions must create 

agile, collaborative cultures that adapt to change,focus 
adequately on customer and employee experiences, and develop 

the right mix of skills within lhefr workforce."5 

Figure 3.4: How effective are IT systems at supporting yo ur bus iness? 
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concerned about the ability to 
meet business needs 
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24 PwC 2017, Global Digital IQ Survey, 'A decade of digital: Keeping pace with transformation' 

25 Ibid 
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Key consideratio ns: 

• Do you have a st rategic view 
of your curren t d igita l 
capability wi th in your 
council? 

• Which area within your 
council has the respo ns ibility 
for ens uring you have a 
robus t IT st rategy tha t 
connects to your cus tomer 
experience? 

• Do you position IT as a 
centra l capab ility identified as 
essential (not op t ional) in 
you r s trategic plan? 

• How will you acquire and 
develop th e digital s kills and 
capabi li ties you need in the 
future? 
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Investing in IT 

IT spend 

TT spend per employee continues to vary 
considerably, both geographically and 
across council size. This is to be expected 
in a single year given the cyclical nature 
of IT priorities, projects and investments, 
however the consistent higher median 
spend by NZ councils (compared to 
participating Australian councils) and 
lower median spend by small councils 
(compared to large and medium councils) 
has been settled in these patterns for a 
number of years. 

Large and medium-sized councils 
continue to report a median IT spend per 
employee that is more than double the 
median for s mall councils. Further, we 
observe small councils with a static 
median s pend, compared to the prior 

year, while the median TT spend per 
employee has grown by 11% in both large 
and medium councils. 

When analysing median spend across 
council jurisdictions, NZ councils 
continue to spend more on IT than other 
council jurisdictions, as well as investing 
heavily in the past year, with a 21% 
increase in median spend per employee. 
While NSW councils are at the other end 
of the spectrum on median spend, they 
have invested in the past year, with the 
median IT spend per employee increasing 
by 11%, compared to the prior year. Some 
of this increased spend is attributable to 
the investment that merged NSW 
councils have made integrating IT 
systems. 

Figure 3.5: IT spend (A$) pe r e mplo) ee (s ize o f council) 

,, Size of council 

Large II 
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Small 

I II 

OpC'ra tions 

While a higher TT spend per employee may 
indicate strong investment in digital 
transformation, given 46% of councils 
operate without a fo rmal IT strategy, 
proper consideration of the components of 
the IT spend and how this links to the 
business strategy is the next step in 
understanding whether the IT spend 
represents an investment in 
transformation, or a system that is 
expensive to keep operating. 

We continue to encourage the council 
leadership team to properly plan IT spend 
by identifying business areas that can 
benefit from integrated IT systems, cloud 
computing, software developments and 
investment in experienced IT 
professionals. 
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Operat ions 

Managing your IT projects 

IT priorities 

Councils are facing greater pressure to 
digitise their internal business processes 
and better interact and engage digitally 
with the community. Given the reality of 
budget constraints, there is even more 
reason for councils to formalise an IT 
s trategy that documents the prioritisation 
of ongoing IT maintenance on existing 
systems versus investment in IT 
innovation and new technology 
enhancements. 

It is important then that IT priorities align 
in a way to ensure efficient and cost 
effective delivery while aligning to the 
business s trategy. 

In our program, we ask councils to rank a 
selection of IT priorities. The overall top 
priority continue to show that councils are 
acknowledging the importance of 

improving technology, providing capacity 
for s taff to focus more on customer service 
and improving community satisfaction 
and engagement. 

It is encouraging to see a decline in the 
focus on day to day technology 
maintenance, which could indicate a more 
innovative digital approach being adopted 
by councils outside of the standard 
ongoing maintenance. This s hift in focus 
has resulted in an increase in the 
proportion of councils ranking 'online 
customer self-service' as a number one 
priority (21%, up from 10%). This is an 
important step towards digital 
transformation, through the introduction 
of self-service options, councils can 
provide a more flexible, and likely more 
convenient, customer experience. 

Figure 3.7: What a rc your top three IT 1>riorities over the next three years? 

Improving technology for staff working 
and collaborating 1n the office 

Automating operational processes for 
service delivery 

Improving technology for staff working 
and collaborating remotely 

Online customer self-service 

'Business as usual' technology 
ma,ntenance to support ex1st1ng services 

Automating operational processes for 
cost savings 

Cyber security 1mplementat1on 

Data analytics and business intelligence 

Integrating amalgamating council IT 
systems 

Dashboarding to communicate business 
performance 

13% 

21% 

4% 8% 

2% ' ; .. : 9~/o 1 
' , 

... ; ·' ~-{~~-~ ,.~.:i{~ 

I'' 

Key considei·ations: 

• Is your technology assis ting 
the business to be efficient as 
well as m eet and s upport 
cha nging cus tome r needs in 
service delivery? 

• H ow a re you m a naging 
information security and 
protocol a round cyber attacks 
a nd da ta breaches? 

• H ow a rc you m a naging d ig ital 
t ra nsforma t ion as well as 
bus iness as usua l IT? 

n = 139 

Survey population priorities 

Copper Coast Council 



Operations 

Managing your IT projects 

Top IT prio1·ities by 
councilju1·isdiction 

1. Cyber security implem entation (54 %) 

.2. Onlim. customer self sert•ice (5.J <'.,) 

:J. lmJH'Ul'i11y tt'dmoloyy tofm:ilitutt.• world11y rt·motdy (;;o"n) 

• 

• 

1 . Improving technology to facilitate working 1•em otely (54 %) 

.2. \utomatiny internal p, ocessesf,n· e n/tmu·ecl s e , t•ices delivery (5.2 '!,,) 

:J. 011li11<' t.·uslomer sclf-scn•i<·t' ( ,jo"u) 

• 

1. Automating internal p,·ocessesfor enhanced services delivery (61 %) 

2. Improl'ing technology tofacilitate working locally (48''0) 

:1. Online t·ustouwr sclf-seruice (.J.I''.,) 

• 
1. Automating internalp1·ocessesfo1· enhanced services delivery (58%) 

2 . Improving technology to facilitate working locally (48°;,) 

.3. Cy her security im11l<•mcntntio11 (43°n) 
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Operations 

Customer service sco1~ecard 

Automating the customer experience 

As more organisations offer online and 
self-service options to their customers, 
consumer expectations are shifting 
towards an automated online approach 
becoming the norm. Customers are 
expecting more flexible, easily accessible 
and convenient interactions and 
experiences with their council. The 
customer service function is often the first 
interaction residents and businesses are 
exposed to, whether it be via the website, 
phone or face-to-face, and so it is vitally 
important to the overall community 
satisfaction. 

Embracing new technology can enable 
customer service enquiries to be dealt with 
faster, and at a time convenient to the 
resident or business. This can help to 
alleviate resourcing pressures and 
associated cost pressures often faced by 
customer service departments, and can 
also provide an enhanced service 
experience to many members of the 
community. 

While automation of the customer service 
experience is popular, there needs to be 
recognition that for some groups of the 
community, accessibility requirements will 
need to be considered by councils. For 
example, fo llowing a digital 
implementation, traditional methods of 
engaging with the community may need to 
stay in place for a period of t ime (paper 
forms, in person counter service) to make 
sure that everyone can access services. 

It is interesting to note that in the PwC 
Future of Customer Experience Survey, 
where 15,000 people from 12 countries 
were surveyed, most consumers say 
they'll want more human interact ion in 
the fu ture, with 81% of Australians saying 

Online 
Payments 

(93%) 

Library 
Se1·vices 

(91%) 

26 PwC, 2018, IT Foresight,'Experience is everything: Here's how to gel it right'. 

they'd want to interact with a real person 
more as technology improves. Hence, 
while it's important to take advantage of 
automation, councils should make sure 
customers can reach a human when one 
is needed.26 

Top online customer 
self-service areas 

Library 
Services 

(85'Jo) 

Submit a 
Se1·vice Request 

(90%) 



Customer service scorecard 

Automating tl1e customer experience (continued) 

While there are some differences between 
jurisdictions, the general trend is towards 
more online service delivery and access to 
customer self-service. Compared to the 
prior year, more councils are now offering 
online library services (85%, up from 
80%), online payments (84%, up from 
79%) and online submission of a service 
request (76%, up from 68%). 

Given 90% of NZ councils are offering 
online service requests, this a good 
opportunity fo r pa rticipating Australian 
councils to further explore how to move to 
a more d igital approach to service 

requests. This is particularly evident for 
the 36% of WA councils, that are not 
offering this online service. 

Across the survey population, one of the 
largest shift comes from 60% of councils 
offering residents the ability to track 
applications online, up from just 49% in 
the prior year. It is interesting to note the 
disparity between councils offering online 
application submission and online 
application tracking. There is a clear 
opportunity here for councils to provide 
complete application services online, both 
submission and tracking. 

Figure 3.8: Percentage of councils offe ring on line cus to mer self-service 

Survey Population NSW NZ 

Library services 
0 80% ( .A. ) ~S%{•l .74%(.A.) 

Online payments 
0 79% ( .A. ) 

.O,%{ Al 
• ., ... 1 

Submit a service request 
8 68%( .A. ) -O,%{Al • . 78%(.A.) 

Application tracking -S%{ Al • 49% (A) : 22%(.A) 

Submit an application 
8 43% ( .A ) 'SO%{ Al .S0%{Al 

Property enquiry • 'O,%{Al 39%(4) : 36%(.A) 

Development planning • 0 
27%(4) : 34%(.A) i 7%(4) 

Request property certificates .,0%{ Al 
'"%<Al 25%(4) 

• • Update registered email address . 
29%(•) i 25%(.A) i 44%(T) 

Online bookings for halls and .,O%{Al ,,..,., community fac1ilt1es 
19%(.A) 

• • Submit and track service requests 

13%(4) : 15%(.A) i 19%( .A) 

View your accounts - 0 
11%(.A) 16%(Y) 4%(.A) 

Ope ra tions 

An increased number of NSW councils 
now offer their customers the ability to 
make online payments (79%, up from 
67% in the prior year). This brings NSW 
more into line with the rest of the council 
jurisdictions, with 93% of WA, 91% of SA 
and 81% of NZ councils offering this time
saving service for residents and 
businesses. 

SA WA 

.4%( .A.) 

f!l,w1 
, .. %{• 1 ''8%{Al 

• • : 29%(.A) i 32%(.A) 

. 35% ( .A ) • j 61%(Y) 

• • j 12% (A) .,S%{Al 

• ; 24% (A) i 32%(.A) 

• -I 1s%< •> i 6%(.A) 

• l 24%(Y) • ; 26%(Y) 

0 
18%(Y) .13%(.A) 

• • . 
i 6%(•) : 6%(4) 

0 
6%(.A) 

e 
10%(.A) 

11 = 139 

e e Survey population 

O Copper Coast Council 
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Operations 

Customer service scorecard 

Servicing the community 

The downward trend in the median 
number of customer service full -time 
equivalent staff members (FTEs) per 
10,000 residents across the council 
population continues. Overall, in FY18 we 
see a median of 2.0 customer service FTEs 
per 10,000 residents, compared to a 
median of 2.3 in FY17 (compared to 2-4 in 
FY16 and 2.6 in FY15). 

Across small councils, we see a reduction 
in the median customer service FTEs per 
10,000 residents, falling from 7.3 in FY14 
to 3.8 in FY18. This reduced customer 
service FTE per 10,000 resident metric, 
links to a higher proportion of small 
councils now offering online services, with 
68% offering online libra1y services (up 
from 57%) and 73% online payments (up 
from 43% a year ago). Jn addition, we see 
a slight increase in the proportion of small 
councils operating an outsourced or 
shared customer service call centre (18%, 
up from 12% two years ago). 

However, when compared to medium 
councils, there is still further opportunity 
for small councils to re-define the 
customer service function. Medium-sized 
councils operate with a median of 2.5 
customer service FTE per 10,000 resident, 
and 89% and 85% of medium-sized 
councils offer online library and online 
payments respectively to their community. 
Jn addition, 44% of medium councils 
outsource or share the customer service 
call centre. 

Councils will need to weigh up the benefits 
of customer service staff accessibility to 
their community, against the longer-term 
issue of a higher resourcing cost. 
Obtaining input from the community 
would be a good first step in determining 
where face to face interaction is no longer 
a requirement and what elements can be 
digitised. 

The PwC Future of Customer Experience 
Sun,ey27, asked consumers what it takes to 
deliver the kind of experience that keeps 
them satisfied, and identified that the 

Key conside1·a tions: 

elements that matter most to customers, 
as noted below, sit at the intersection of 
people and technology: 

• Speed 

• Ease of payment 

• Knowledgeable employees 

• Convenience 

• FriendJy service 

• Up to date technology 

Human interaction 

• Is your customer profile mix cha nging and d o you understand how your 
customers prefer to interact with your council in the future? 

• Have you assessed the benefits to the community of personal 
interactio n with customer service s taff against the increased cost? 

• Have you assessed how other councils are deliver ing online cus tomer 
services effectively and the impact this has had on cus tomer 
satisfaction? 

• Are you explo ring new ways to engage and interact with your customers 
via online self-service options? 

• Are your s taff encouraged to innovate and seek out new ways to 
enhance the customer service experience? 

FiguJ·e 3 .9 : Cus tom er service full-time equivalents per 10,000 residents 

" Size of council 

Large 

Medium I 
Small I I 

0 2 3 4 5 6 7 8 

... 
84 % of all respondents I 

are equal or lower 

27 PwC, 2018, IT Foresight,'Experience is everything: Here's how to get it right'. 

16% of all respondents 
are higher 

I Survey 
population 

I Median 

FY17 -1.2 

2.4 

5.4 

9 10 11 12+ 

n = no 

• Copper Coast Council 



Operations 

Looking at different ways to deliver corporate services 

Outsourcing or sharing corporate services 

There are a variety of ways to optimise 
operational effectiveness in delivering 
corporate services, including outsourcing 
or sharing corporate services. In building a 
sustainable operating model, any form of 
outsourcing or sharing should aim to 
support councils to achieve high quality 
service levels and build better resilience 
into the service, via increased efficiencies, 
delivery of better value directly to users 
and ultimately generate cost savings that 
can in turn be invested into other services, 
new initiatives and building of enhanced 
skill capability among staff members. 

Our findings show that there continues to 
be a limited number of corporate services 
that are widely outsourced or shared 
between councils. The top three corporate 
service areas that are either outsourced or 
shared remain consistent with last year 
with legal (91% of councils), IT hosting 
and support of systems (66%), and in third 
place, recruitment (47%). 

Geographically, NZ councils (85%) are 
more likely to outsource or share IT 
hosting and support of systems, especially 

compared to NSW councils where only 
55% are outsourcing or sharing this 
corporate service function, and this 
NSW result is down from 64% in the 
prior year. Conversely, both SA and WA 
councils are increasing the outsomcing 
or sharing of IT hosting and support of 
systems, compared to the prior year. 

Interestingly, the outsourcing or 
sharing of the IT helpdesk is not as 
prevalent, with just under one third of 
councils (30%) operating in this way. 
However, we now see 48% of NZ 
councils outsourcing or sharing the IT 
helpdesk, up from 33% a year ago. 

Councils should be assess ing if they 
have the skills to support the next 
generation of software and tools. One 
strategy to address this concern could 
be to further outsource or share IT 
helpdesk, hosting and support of 
systems to provide extra capacity for 
the current IT staff to focus on 
preparing the council for the digital 
future. 

Key conside,·ations: 

• Have you duly considered the 
strategic options you might 
have for the sharing or 
outsourcing of corporate 
services? 

• Have you discussed the cost 
and service model of your 
council's corporate services 
with neighbouring councils, 
including options that might 
allow you to review your 
approach together, either as a 
leaming exercise or as a 
consideration for co
delivering? 

• Could you vary the way 
services are delivered to 
create capacity for current 
staff to perform more value
adding activities? 

Fig ure 3.10: Percentage of councils o utsourcing o r sha ring corpo rate service areas 

Survey Population NSW NZ SA WA 

Legal 

8 0%(• ) «,A,%(&) 
.96%(T) • «,A,%( &) : 88%(• ) 

IT hosting and support of 

€)69%( T) .... ,., -,,.,., .... ,., ,.,.,., systems 

Recruitment • , ... ,., ,.,.,., • 44%(• ) j 43%( T) : 32%(•) 

Customer service call • ,,,.,., • • centre 
41%(•) j 36%(•) j 47%( T) : 32%(•) 

Procurement • • ... ,., • 0 40%( T) I 51%(T) : 35%(•) 19%(T) 

IT helpdesk support 0 30%(T) e • • • 1 
25%(T) 1 33%(-'-) j 41%(T ) I 32%(T) 

Accounts payable and/or e 0 0 receivable 
7%(•) 10%(T) 11%(-'-) 0%(•) 0% (•) 

Payroll e $ e 
3%(-'-) 0%(•) 15%( T) 0%(•) 0%(•) 

Customer service • • administration 
6%(T) 7%(T) 7%(T) 6%(T) 3%( T) 

n = 139 

•• Survey population 

0 Copper Coast Council 
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Opera lio ns 

Looking at dif.ferent ways to d eliver corporate services 

Outsourcing versus shared services 

The key objective of sharing services is to 
provide enhanced service delivery and 
customer experience through the use of 
skilled staff. The focus is to obtain 
economies of scale and centres of 
excellence by standardising, re
engineering and consolidating processes. 
This allows councils to access information 
more effectively and the community to 
interact with more experienced, 
specialised staff. 

The option to outsource services is useful 
when the service is better able to be 
delivered by another party, whether that is 
due to the need to access best in breed 
skills or to free up capacity of council staff 
to focus on their core strengths and 
strategies. 

However, success requires a clear vision 
and formal service-level agreements to be 
established between councils and service 
providers. Where feasible, councils should 

continue to consider the benefits of 
sharing resources in regional areas 
especially with the growing network of 
regional clusters; this creates a consistent 
regional approach on important matters 
for employees and/or residents. 

Taking a closer look at the top outsourced 
or shared corporat e areas shows that the 
highly specialised ski11 set required for 
legal services continues to be primarily 
outsourced ,vith 85% of councils choosing 
this option, while j ust 6% elect to share 
this service. Similarly, IT hosting and 
support of systems is 2-4 times as likely to 
be outsourced (46%), compared to 20% of 
councils sharing this se1vice. 

On the flipside, the s haring of a corporate 
service is optimised when the nature of 
work is recuning, and benefits are derived 
from economies of scale such as the 
procurement process; 20% of councils 
sha re procurement, while 17% outsource 

Fig ure 3 .11: Outsourcing vers us s haring o f co rporate service a reas 

this service. Opportunities exist when 
councils sharing the procurement service 
as better outcomes may be reached, as 
negotiations can occur with the same 
suppliers across multiple contracts. 

Coun cils differ in their approach to how 
they deliver corporate sen,ices, and there 
may be good reasons to keep service 
delivery in house. We acknowledge that 
local governments are there to support, 
and meet the needs of the community. 
Part of this may be achieved by providing 
employment opportunities to the local 
community, as well as people who reside 
in or near the catchment area, meaning 
that outsourcing is not always a preferred 
option. However, by sharing service areas 
with councils that are in close proximity, 
there may be the opportunity to achieve 
additional efficiency in the processes and 
still offer local employment opportunities. 

Percentage of councils outsourcing services .,. 

85%1 ... _______________ _. 

.,. Percentage of councils sharing services 

6% 
Legal services 

46% . 0 20% IT hosting and support of 
systems 

44% 3% 
Recruitment 

29% 
Customer service call 

12% 

centre 

D 9% 
20% 

IT helpdesk support 

17% 20% 
Procurement 

7% 
Accounts payable and/or 11% 

receivable 

2% 1% 
Payroll 

1% 
Customer service 

11% 
adm1nistrat1on 

n = 139 

• Survey population 
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Operations 

Looking at different ways to deliver corporate services 

The future of outsourcing or sharing corporate services 

In our final analysis of outsourcing or 
s haring of corporate services, we compare 
the percentage of councils that currently 
outsource or share corporate services to 
those that have plans to adjust the way 
they deliver corporate services. 

Although outsourcing or sharing of IT 
hosting and systems support is an area 
where two thirds of councils are already 
actively delivering a service model in this 
way, it is also the corporate service area 
with the largest percentage of councils 
considering outsourcing or sharing this 
service in the next two years, at 11%. 

Geographically we see that council 
jurisdictions are most focused on 
introducing an outsourced or shared 
model fo r either IT hosting and support of 
systems (NSW councils 12%, SA 17%) or TT 
helpdesk support (NZ councils 14%, WA 
14%). 

Some other corporate service areas where 
certain jurisdictions are focused on 
alternate resourcing models include 
procurement and/or finance accounts 
payable/receivable. We see 9% of SA 
councils planning to outsource or share 
eit her procurement or finance accounts 
payable/receivable in the next two years 
and 5% of NZ councils considering their 
service model options for finance accounts 
payable/receivable. 

The opportunity continues to exist for 
more collaboration with nearby councils 
by investigating how corporate services 
may be shared with each other, or 
outsourced to service providers with 
specific expertise. 

Figm·e 3 .12: Cm·rent and future o utsourcing or s haring of co rpo rate service 
areas 

Plan to outsource or No plans to outsource or 
Outsourced or shared share in next two years share 

Legal 0 %(•1 1%(•) 9% (l') 

IT hosting and e support of systems 

69% ( l' ) 10%(•) 21%(•) 

Recruitment e 
44%(•) 1%(•) 55% ( l' ) 

Customer service e call centre 

41%(•) 4%(•) 55% ( l' ) 

Procurement e 
40% (l') 9% (l') 51 % ( • ) 

IT helpdesk support €, . .. 
30% ( l' ) 9% (l') 61% (•) 

Accounts payable 

0 8%(AI and/or receivable 
.. 

7% (•) 5% (l') 

Payroll 0 %(•1 3% (•) 7% (l') 

Customer service 

0 %(AI admin1strat1on 

6% (l') 0%(•) 

n = 139 

• Survey population 

0 Copper Coast Council 
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·1 39% of councils 
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reported outcomes 
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, Top Services 

• 

Number of 
councils* 

• • 

Average operating 
expense 

per resident• 

A$311 

A$200 

Range of operating 
expense pe,· 

resident" 

A$72- $1018 

A$13- $337 

A$72 - $262 

A$15 - $89 



SA Top Services 

• 
• 
• 
G 

Numbe,•of 
councils* 

-

-
II 

Average operating 
expense 

per 1•eside11t* 

Range of operating 
expense per 

resident" 

A$182- $714 

A$72 - $745 

A$77 - $160 

A$64- $114 

A$19- $239 

A$2- $49 



Sen ice Delivery 

Overview 

Introduction 

Each council delivers a range of services to meet the unique needs of its community. In a sense, each council is therefore unique, 
because no two councils deliver the exact same set of services, and each council serves a community comprising different people of 
different needs. This fundamental feature of local government makes comparisons challenging for many important issues. 

Rather than attempting to compare councils overall, this section of the report aims to look at councils from the viewpoint of the services 
that are being delivered, and the resources that go into delivering those services. Workforce costs remain a major controllable 
component of total council expenditure (median of 35% of total costs), and so the heart of this analysis is to use workforce data as a key 
to unlocking insights about service delivery. 

Councils are constantly balancing various tensions in the investments made in the workforce. Firstly, there is the tension between the 
need for resourcing in direct service delivery, and resourcing in the support of central administration functions. Secondly, there is the 
challenge of optimising the skilled support in management layers with the right number of resources in direct service delivery. And of 
course it is not necessarily only the current resourcing, but also the future resourcing needs of the council, that matter. 

This section of the report provides you with information about how some of these challenges and tensions are being resolved by peer 
organisations. The allocation of resources within service areas, as well as overall, is one of the most important areas of management, 
given the competitive pressures on skills, capacity and increased community demands. 

Understanding the relative size and shape of your various services, in terms of workforce and cost, is important, and this program 
enables our participating councils to see relevant comparisons of their service delivery profile, compared to other councils' profiles. 

This section will benefit cow1cils by providing a better understanding of the: 

• Profile and scope of services delivered by councils 

• Way services are delivered (outsourced vs insourced) across councils; 

• Associated costs in delivering these services; and 

• Workforce make-up within various services delivered by your council. 

Methodology 

Participating councils map their council cost centres to a defined set of 36 sen rice areas. As each employee is allocated to one or more of 
the council's cost centres ( via their FTE status), this enables each employee to be allocated to one or more of the defined service areas. 

Using the list of mapped service areas, participating councils then compile the specified financial data. The participating councils 
allocate the FY18 cost to their mapped service areas across four sub-categories of expenses: outsourced contract cost (if any); insourced 
staff remuneration; depreciation expenses; and insourced other expenses. 

Our practical approach is to focus on the linking of the direct workforce to each service, without allocating overhead costs to any service 
areas. As a result, there is a service area called 'Governance and Administration' that captures all overhead costs and resources ie. non 
direct workforce service costs. While 'Governance and Administration' is not technically a service area, the total cost of this area is a 
useful component for comparison purposes, so we have treated it as a standalone area. 
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Ser,ice Delh·ery 

Overview 

Understanding this section 

Each participating council will have the ability to view a variety of metrics fo r their top five service areas (displayed in red) either 
ranked by service cost or service FTE (this is noted on each chart). In addition to the top five services, we profile the 'governance and 
administration' area. 

We have adjusted for the different scope of services a council provides, which means participating councils will compare their metrics 
by service area to other councils that also provide those same services. The number of councils that provided data for each of the service 
areas is shown on each chart as well as at the end of this section. 

When calculating FTE and headcount, we have used the closing balance at 30 June 2018 for fixed term and permanent staff. Given the 
seasonal nature of some casual employees in local government, we have analysed casual staff employed across the year and then 
included a casual FTE component based on casual hours worked throughout the year in the relevant service areas. 

If councils did not provide service delivery cost or FTE data, they will see the results fo r the survey population's top five service areas 
plus 'governance and administration'. However, as no data was collected from this group of councils, the red indicator will be missing. 

In FY18, we report the fo llowing service areas making up 56% of the total closing FTE: 

• Governance and administration (26% of workforce) 

• Roads and bridges (10%) 

• Parks and gardens (9%) 

• Library services (6%) 

• Town planning (5%) 

In addition, if we look at the share of operating expenses, the following services areas represent 58% of the total service operating cost: 

• Governance and administration (23%) 

• Roads and bridges (13%) 

• Town planning (9%) 

• Solid waste management (8%) 

• Parks and gardens (5%) 

While Library services represents 6% of the workforce, it only represents -3% of the total operating expense, which explains why we 
observe solid waste management, instead of Library services, in the top five service areas for cost (8%), but as it is predominantly 
outsourced it only represents 3% of total FTE employees. 

8olPwC 



Delivering council services - cost and resourcing 

Service delivery operating costs and FfE breakdown 

In Figure 4.1, we have shown your 
council's top five services, ranked by total 
service cost, as well as an additional 
category, called Governance and 
Administration. The remaining services 
are consolidated into 'Other'. 

Based on the data submitted, you will see 
your total cost and total full time 
equivalent staff (FTE) during the 2017-18 
financial year, across your featured service 
areas. 

The survey population, by service area, is 
represented by other participating 
councils that also provide the same 
service. 

For example, a council may have 50,000 
residents and spend $10m on solid waste 
management (equating to $200 per 
resident). The remodelled survey 
population result, using the total cost from 
the councils that also provide solid waste 
management, may result in an equivalent 
cost per resident of $220, which equates to 
$nm for all 50,000 residents. 

This means the council in focus is 
spending less than the survey population 
to deliver this service to its 50,000 
residents - the question then becomes 
how? Is it due to the way the service is 
delivered or the nature of the service 
provided? Is it due to a lower number of 
employed FTE? Is the mix of staff 
different? Have procurement agreements 
been negotiated recently for a better price 
and volume of materials? Some of these 
questions may be ans,vered further in this 
section. 

Definition 

FfE: Total number of full time 
equivalent employees at 30 
June 2018, including a casual 
employee component based on 
casual hours worked 
throughout the financial year 

Figm·e 4.1: FY18 operating expenses (A$) and FIE by service" 

Service Delh ery 

If your council did not provide the service 
delivery cost breakdown, we have shown 
the survey population's t op five services, 
ranked by total service cost, as well as 
governance and administration. The 
remaining services are consolidated into 
'Other'. These councils will still see these 
figures adjusted to their number of 
residents. 

For easy comparisons, we have 
remodelled the survey 

population result to rep,·esenl 
the same size as your council. 
This means you can observe 

and compare lite overage 
equivalent resources (cost ancl 
VI'E) of the survey population 
for each service area, as if this 

survey population had the 
same number of residents as 

your council. 

Service cost per 14,621 residents.,. .,. Service FTE per 14,621 residents 

$8.8M 

$9.SM 

$896.Sk 
- Other transport infrastructure 
~ (n=89) 

Roads & Bridges 
(n = 129) 

Sewerage Services 
(n = 69) 

ii&JtiM Solid Waste Management 
·•-11•- (n = 122) 

~ 
4.4 

~ 
2.8 

~ 
S69 • . 6k 2.1 

• Sporting grounds and venues 2:go 7 (n = 105) I · m 

$4.SM - Governance and 
Administration 

(n = 135) 

Other services 

7.8 

A Yow· top 5 services ranked by operat ing expenses plus Govemance & Administration and Other 
The population top 5 services ranked by operating expense will be displayed if you hai•e not pl'ouided 
us with any cost data 

!\"ote: \\'e h,l\e n:mo<lelll"d the SUI"\l'~ pupu1Jtiun n.•sult to be the s .1.nw "' Ile as )our resident population 

18 

28.9 

• Survey population 

• Copper Coast Council 
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SerYice Deliw ry 

Method of delivering council services 

Insourcing and outsourcing 

On t his page, we have shown the extent of 
current insourcing and outsourcing by 
se1vice area, using t he various cost 
components, as defined in t he notes 
below the chait. We show each council 
their top five se1vices (ranked by service 
operating expense) as well as governance 
and administration. 

As expected, we continue to see solid 
waste management as the top service area 
where a substantial component of this 
seivice operates as an outsourced model: 
48% of the total solid waste management 
operating expenses is represented by 
outsourced contract expenses. 

It is interesting to note that both NZ and 
SA councils are more likely to outsource 
solid waste management; 73% of the total 

operating expenses relate to outsourced 
contract expenses, compared to 43% in 
both NSW and WA. 

Camping areas and caravan parks comes 
in second place, with 38% outsourced 
contract value and then in equal third 
place, town planning and aerodromes, 
with 32% of the total service area 
expenses dedicated to outsourcing. 

The outsourcing of cainping areas 
expenses is driven mainly by NZ councils 
(59% of outsourced contract value), 
fo llowed by NSW (39%) and SA (35%), 
with just 1% in WA councils. Once again, 
the outsourcing if town planning is more 
prevalent in NZ councils (39% of 
outsourced contract value), compared to 
just 11% in NSW, -7% in both SA and WA 
councils. 

Outsourcing expenses as 
a percentage of total 
operating expenses 

Your outsourcing 
expense is 

0% 
ofyou1· total 

...... ope1·ating 

"~· exp•; 
~ 9% 

Fii,rure 4.2: Council insourc ing and outsourcing e;\.l)ense as a percentage of total operating expenses by service 
area" 

Copper Coast Council Survey population 

lnsourc1ng expense% Outsourcing expense % lnsourcing expense % 

Other transport infrastructure 
(n = 89) 

Roads & Bridges 
(n = 129) 

Sewerage Services 
(n = 69) 

Solid Waste Management 
(n = 122) 

Sporting grounds and venues 
(n = 105) 

Governance and 
Administration 
(n = 135) 

• 
•

: 00% (• ) 

•

: 00% (• ) 

•

: 00% (• ) 

•

: 00% (• ) 

•

: 00% (• ) 

00% (• ) 

0%(• ) 

0% (• ) 

0% (• ) 

0% (• ) 

0% (• ) 

0% (• ) 

A Yo111" top 5 sel"uices ranked by operating expenses plus Govemance & Adm inistration 

53% (") 

The population top 5 services ranked by operating expense will be displayed if you have not provided us 

with any cost data 

• Insow·ced expenses are defined as ""Insourced Total Remuneration"+ "Depreciation"+ "Insourced 

Othe,- Expenses". 

• Outsou,-ced e:i-penses are defined as "Outsourced Contl"act Value" 
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Outsourcing expense % 

34%(") 

18% (") 

11%(•) 

•• 

. 

15%(•) 

15% (") 

Survey population 

e Copper Coast Council 



Ser\'ice Deli\ery 

Are you conducting regular service reviews? 

Service area reviews 

Service delivery reviews help councils 
clarify the needs of their communities, 
using an evidence-based approach to 
assess how efficiently and effectively the 
council is meeting those needs. Using this 
information, councils can determine any 
changes to make to service delivery in 
order to provide enhanced benefits to 
stakeholders within the constraints of 
financially sustainability.28 

Our results show that 61% of councils 
conducted at least one service review in 
the 2017-18 financial year, remaining 
stable from the p rior year. Formally 
reporting the outcomes of these service 
reviews to senior management is trending 
downwards, with just under a third of 
councils doing so this year (32%), fa lling 
from 42% back in FY15 . 

Geographically, we see a decrease in the 
proportion of NZ councils performing at 
least one service review (71%), compared 
to 85% in the prior year. Last year, NZ 
councils were more likely to go on and 
report the outcomes of the services 
reviews (59%), now at just 38%. 

In contrast, we see more rigour being 
applied in SA councils when conducting, 
and fo rmally reporting on at least one 
service review, at 48% (up from 35% in the 
prior year). To a lesser extent, WA councils 
have improved in reporting the outcomes 
to senior management, at 36% (up from 
29%) 

While a slightly higher proportion of NSW 
councils have conducted at least one 
setvice review this year, 59% (up from 
52% in the prior year), senior management 
are less likely to have been involved in a 
discussion around the outcomes, 22%, 
down from 36% a year ago. 

The actual performance of setvice reviews 
involves time, resources and cost. It is 
then just as important to report these 
valuable insights to senior management 
and engage in a discussion about how to 
improve or enhance the delivery of 
services to the community. Otherv,ise, 
senior management could be making 
important decisions about service delivery, 
without an evidence-based approach. 

. . .... .. .. .... ..... ... . ... .. .. . .. . . ... . .... .. .... .. ... . .. . ..... ..... .. ... ... ... . . ... . .. .. .. ..... ....... .. .......... .. . 

Service delivery_ rev iews are a n ongoing process to ensure council is 
delivering what the community needs in the best possible way, 

especially w ith changing communitlJ needs and emerging external 
fac to,·s - such as the need to respond to climate change."'1 

....................................................................................................................... 

Figure 4.3: During FY18, did your council complete service reviews? 

Yes, and formally 
reported outcomes 

Yes 

No 

Survey Population 

39% ("') 

19% (.t.) 

NSW NZ SA 

•• 36% ("') : 59% ("") 

•• j rn%(&l .,%(&) • 18% ("") 

15%(.t.) 

e Survey population 
O Copper Coast Council 

WA 

• ( 29% (.t.) 

• • 19% ("") 

28 Hunting, S.A., Ryan, R. & Robinson, T.P. 2014, "Service delh·ery review: a how to manual for local go"ernment•, 2nd edn, Australian Centre of Excellence for Local 
Government, University of Technology, Sydney. 

29 lbid 
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Service Delh·ery 

Which service areas are being reviewed? 

Service area reviews 

In our survey, councils were asked to 
indicate whether a service review was 
performed, across the council's range of 
service offerings. 

In the chart below, we show each council 
their top 10 service areas using reported 
operating expenses as an indicator. We 
then highlight in red if your council 
indicated that at least one service review 
was performed in the 2017-18 financial 
year, across your top 10 service areas, 
compared to other councils that provide 
the particular service. 

Councils that did not provide operating 
expenses by service area will see the 
survey population's top 10 service areas 
(by spend) and the percentage of councils 
that performed service reviews (adjusted 
to represent a percentage based on 
councils that provide the particular 
service). 

Fit:,'lll'C 4 .4: Percentage of councils performing service rcvic·ws" 

Other transport 
infrastructure 16% 
(n = 89) 

Roads & Bridges 
(n = 129) 

Sewerage Services 
(n = 69) 

10% 

Governance and 
Administration - Other 
(n = 134) 

Solid Waste Management 
(n = 122) 

Sporting grounds and 
venues 14% 
(n = 105) 

Parks and gardens (lakes) 
(n = 126) 

Camping Areas and 
Caravan Parks 8% 
(n = 39) 

Other community amenities 
(n = 99) 

Other economic affairs 
(n = 111) 

A Your tap 10 services J'(lnked by ope.-ating expenses 
The population top 5 sen>ices J'(lnked by opeJ'(lting expense will be displayed if 
you have not provided us with any cost data 
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17% 

17% 

17% 

20% 

19% 

• Survey population 
D Copper Coast Council 

32% 



Se1Yice Deliver} 

Organisational design by service area 

Span of control 

In our workforce section of this report, we 
discuss the merits of structuring 
resourcing requirements with a focus on 
maintaining the optimal size of 
management. Across all council functions 
and activities, the overall median span of 
control for the survey population is 3.4 
'other staff per supervisor and above. 

Looking at the three service areas with the 
highest proportion of total FTE, we 
observe a narrow span of control in 
governance and administration, with a 
median of 2.6 other staff per supervisor 
and above (down from 2.8 in the prior 
year). However, roads and bridges has 
developed a slightly flatter hierarchy in 
FY18, with a span of control of 3.5 (up 
from 3.0 in FY17), as does parks and 
gardens, with 4.2 (up from 3.8 in FY17). 

Councils should be assessing whether the 
current workforce structure across the 
various service areas is ideal for their 
operations, and consider whether there 
are too many, or too few, layers of 
management. The ideal span of control 
will take into consideration t he nature of 
work involved, the complexity and 
associated risk level. Other important 
factors to consider include manager 
capability, 'other staff competency, and 
whether the service area is outsourced (a 
lower span of control in the employed 
workforce is to be expected if delivery of 
the service has been outsourced). 

To fu1ther explain span of control and 
enable councils to better understand how 
their staff level mix compares-to other 
councils, we have displayed your council's 
closing full time equivalent staff level 
(FTEs) by supervisor level and above and 
staff below supervisor (across your top 
five service areas, if you provided FTE 
mapping) as well as governance and 
administration. 

Definition 

Span of control: Total number 
of employees (defined as other 
staff) per manager ( dcfi ned as 
supenisors and abo\·c). 

Councils with no span of control 
metric for a particular se1Yice may 
find this is due to an absence of staff 
ahm·e the supen·isor le\·el 

• Survey population 
• Copper Coast Council 

Figure 4 .5: Span of contro l median by service area" 

Other community amenItIes 
(n = 99) 

Parks and gardens (lakes) 
(n = 129) 

Roads & Bridges 
(n = 129) 

Public Libraries 
(n = 122) 

Enforcement of Regs and 
Animal Control 
(n = 129) 

Governance and 
Administration 
(n = 139) 

.. Other staff per supervisor and above 

2.1 

FY17 

Figure 4 .6: Closing full- time equivale nts (FTEs) propo rtions by s taff 
level" 

Percentage of other staff ... 
79% 

89% 

82% 

78% 

82% 

76% 

85% 

74111111111 

Other community amenities 
(n = 99) 

Parks and gardens (lakes) 
(n = 129) 

Roads & Bridges 
(n = 129) 

Public libraries 
(n = 122) 

.. Percentage of 
supervisor and above 

21% 

% 

18% 

~ 
21% 

18% 

~ 
Eolo•em,atof Regrn' ~-'.;j. 

Animal Control 
(n = 129) 

Governance and 
Administration 

(n = 139) 

A Your top 5 services ranked by FTE plus Governance & Administration 
The populat ion top 5 services ranked by FTE will be displayed if you have not provided 
us with any FTE data 
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Serdce Deli, ·er}' 

Talent management 

Gender diversity and staff turnover 

In this section, we show councils the 
extent of gender balance within the 
various service areas . The extent of 
gender-segregation that remains in 
certain workforces reveals that manv 
councils may have achieved overall · 
gender balance within their workforce 
only as a result of offsetting gender 
imbalances across the different service 
areas, rather than because of any steps 
taken to dismantle traditional barriers to 
equity. 

There continues to be very low levels of 
female representation in traditionally 
male-dominated service areas, such as 
street cleaning (5% females) , foo tpaths 
(7%), and roads and bridges (8%). 
Likewise, we observe female-dominated 
workforces in children services (93%), 
aged care (84%), and library services 
(81%). 

The service areas v,,jth a balanced gender 
ratio (when averaged across all councils 
that provided service area breakdown) are 
town planning and health, both with a 
51% female workforce. This is fo llowed by 
camping areas and caravan parks, with 
53% female representation. 

In our workforce section, we have 
discussed the staff turnover rate in depth 
and report an overall median turnover 
rate of 12% (excluding casuals and fixed
term contract employees), across all 
service areas in FY18. In figure 4.8 we 
have further explored staff turnover by 
service area. 

Once again focusing on the sen,jce areas 
that make up 56% of the total workforce, 
we observe a high median staff turnover 
rate in town planning, with 11.3% (albeit 
down from 12-4% in t he prior year). This 
is followed by 9.8% in roads (stable), 
8.9% in governance and administration 
(up from 7-4% in FY17), 7-4% in parks (up 
from 6.8%), and 6.7% in library services 
(down from 7.7%). 

Definition 

Staff turnover rate: Total 
number of lem·ers <lidded by the 
headcount at the start of the year 
(excluding casuals and fixed term 
contract employees). 

86I PwC 

Figm·e 4.7: Gend e r split by service a r ea" 

Percentage of males ...r Ill> Percentage of females 

92% 
100% 

19% 

58% 

83% 

37% 

Other community amenities 
(n = 99) 

Parks and gardens (lakes) 
(n = 129) 

Roads & Bridges 
(n = 129) 

Public libraries 
(n = 122) 

Enforcement of Regs and 
Animal Control 

(n = 129) 

Governance and 
Administration 

(n = 139) 

30% 

13% 

42% 

63% 

77% 

Fig ure 4.8: Staff tu1·nover rate media n by service area " 

Other community amenities 
(n = 99) 

Parks and gardens (lakes) 
(n = 129) 

Roads & Bridges 
(n = 129) 

Public Libraries 
(n = 122) 

Enforcement of Regs and 
Animal Control 
(n = 129) 

Governance and 
Administration 
(n = 139) 

.., Median percentage of survey population 

0.0% 

7 4% 

9.1% 

9.8% 

8.9% 

A Yo11r top 5 services ranked by FTE pl11s Governance & Administration 

11.1% 

Tlie population top 5 services ranked by FTE will be displayed if you have not provided us with 
anyFTEdata 

• Survey population 
• Copper Coast Council 



Talent manag em ent 

Generational diversity 

In our workforce section (refer Figure 
1.35), we have discussed the fact that baby 
boomers still dominate the workforce at 
councils, comprising 36% of the 
workforce, followed by 35% Generation X 
and 29% Generation Y and younger. 

Looking at the generational mix at a 
service level, figure 4.9 highlights the top 
service areas ranked by FfE and their 
associated generational headcount mix. 
This will allow councils to quickly identify 
service areas requiring a focus on 
succession planning. 

Our results show that the following service 
areas (with a higher proportion of overall 
FfE) face a high level of potential 
retirements in the next 10 years, given the 
dominance of the baby boomer cohort: 
solid waste management (47%), both 
roads and bridges and library services 

(45%), and parks and gardens (40%). In 
comparison, we observe a third of baby 
boomers in governance and 
administration, and a lower 28% in town 
planning. 

Councils need to be reviewing their 
generational profile across these key 
service areas. Are your key service areas 
dominated by baby boomers currently 
holding managerial positions or do you 
have a workforce where the 'other staff 
category are dominated by baby boomers -
how will your council attract new talent to 
these important service areas in the 
future? Councils need to minimise the risk 
of losing vital talent, local government 
expertise and leadership skills. 

Some resourcing strategies to assist 
includes the introduction of flexible work 
options for those nearing retirement, job 

Figure 4 .9 : Gene rational mix by service area" 

Copper Coast Council 

Ser\'ice Delh e11 

sharing, or sharing resources with nearby 
councils to supplement in-house 
resourcing. 

At the other end of the spectrum, we 
observe the following service areas with a 
higher proportion of Gen Y employees 
being pools (57%), and 37% in both 
children services and town planning. 

It is important for councils to analyse 
their own workforce generational mix and 
start planning now for the future and 
wellbeing of their employees, especially 
where the services may be labour 
intensive to perform. We encourage 
councils to engage with existing 
employees in this planning process, and 
to utilise their extensive knowledge of 
their service area, as they are likely to 
have good innovative ideas about how to 
ensure a smooth transition process . 

Survey population 

Baby boomers GenX 
Gen Yand 

younger Baby boomers Gen X 
Gen Y and 

younger 

Other community amenities 
(n = 99) 

Parks and gardens (lakes) 
(n = 129) 

Roads & Bridges 
(n = 129) 

Public Libraries 
(n = 122) 

Enforcement of Regs and 
Animal Control 
(n = 129) 

Governance and 
Administration 
(n = 139) 

·-, l 53%(•). 5%(••> .: .. ,, ... , 

) 0% (• ) : 42% ( T ) . 58% ( & ) 

46%(T) 

41%(T) . . . 

•. - • 
: 50% ( & ) I 25% ( & ) 1 25% ( T ) 49%(T) 

• 2~(•) • W%(•l• ~ (•I 48%(T) 

- .~,., - .~,., - ~,., 38%(T) 

·-· 37%( & ) 33%(a) 30% ( T ) 36%(T) 

A Your top 5 services l'Onked by FTE plus Governance & Administration Survey population 
The pop11/atio11 top 5 services ranked by FTE will be displayed if you have not 
provided tis with any FTE data 

e Copper Coast Council 

35%(•) 19%(&) 

34% (T) 25%(&) 

31%(&) 20%(&) 

33% (&) 19%(&) 

37% (T) 25%(&) 

37%(&) 27%(&) 
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SeIYice DeliYery 

Solid waste management deep dive 

Workforce analysis 

Councils can use this section of the report 
to further analyse and compare key 
workforce metrics across solid waste 
management (SWM). We have classified 

councils as either 'outsourcing' or 
'insourcing' SWM councils to assist with 
comparisons. If the council's SWM 
outsourced contract value was more than 

Figure 4 .10: Span of control ('othe r staff' per supervisor and above) - Solid 
waste manageme nt 

lnsourcing councils 

Outsourcing councils 

111 
: I Median result (4 .8) 

Ill I I II I I I I 

0 1 2 3 4 

11111 11 1 D 1111, El 
5 6 

I II I 
7 

I 
8 

11 I 
Median result (3.8) 

4 
37% of all respondents I 

are equal or lower 

63% of all respondents 
are higher 

I I 

9 10 11 12+ 

II II I 

25% of the total SWM cost then it has been 
classified as an 'outsourcing' council. All 
other councils are classified as 
'insourcing'. 

You have been 
identified as an 

Insourcing* 

n = 116 

Out.c::ourring C'otmcils Jre defined ,l'i the S\\'M olll'-<>Urced rt,ntract \·alue being more than 25°o of lhr total SWM rost. 

\II other l'OUnc1J.i; are cla:.sified ,1s in sourcing. This wil be" - " if you have not provided U<; \\-ilh Jny cost data for th is sen-ire 

Figure 4 .11: Stafftlll'nover rate - Solid waste management 

FY17 • Median result (11 1%)1 MM•4 
lnsourcing councils I I 1111 I I I I 111 I I I I I 

0% 5% 10% 

Outsourcing councils I I I Ill I I II I 
Median result (5.9%)1 

15% 20% 

111 I I 
25% 

I I 
30% 

I 

4 
91 % of all respondents I 

are equal or lower 

Survey 
population 

35% 

I 
40% 45% 50% 

I 

9% of all respondents 
are higher 

55% 

I 
60% 

I Median • Copper Coast C ou ncil 

65%+ 

Figm·e 4.12: Staff level FfE breakdown and Gende r split - Solid waste manageme nt 

Director 

Manager 

Team Leader 

Supervisor 

Other staff 

JI>, Total FTE per 14,621 residents 

0.0 

0.1 

aE 
1.5 

87% 
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Note: 'A'e ha"e remodelled the council Mil"\ ey population re!i!ult lo he the samC' sizt' as }Our rr:-.ident 

populat ion, depending on whether )'OU rt re rt n outsourcing or msourcing council 
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Supervisor and 
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Other Staff 
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12% 

• lnsourcing counci ls population 

• Copper Coast Council 
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Solid waste management deep dive 

Waste allowance, volume collected and waste activity cost analysis 

The cost of providing a council's solid 
waste service to citizens is a function of 
many factors. These may be 
environmental factors, such as the nature 
and density of dwellings serviced, that are 
unique to a council, or the nature and 
scope of the service that is provided. 
Government landfill waste levies also 
impact cost considerably and these vary 
widely by jurisdiction. 

Councils can use this section of the repo1t 
to further analyse and compare key cost 
metrics across solid waste management. 
We have highlighted the following factors 
so councils can better understand how 
they contribute to the cost of providing 
solid waste management services to the 
community; household waste allowance 
and collection patterns, volume of actual 
waste collected in FY18 as well as the 
breakdown of cost by waste activity. 

Figure 4.13: Annual kerbs ide collectio n allowance and actual was te 
collected 

8,329 

Annual kerbs1de<III 
collection allowance per 

household (litres) 

7.280 

6,436 -5,658 

Residual waste 

... Annual tonnes collected 
per 10,000 residents 

~ -Dry recyclables ~ 

Organic/green 
waste 

499 

n = 138 

• Survey population 

• Copper Coast Council 

Figure 4.14: Waste a nnual operating costs (AS) per tonne collected 

Collection Processing 

Survey population 

,, . 
NSW $108 . S38 

NZ $123 $19 

SA $95 $12 

WA S107 $29 

Copper Coast Council S103 S71 

Survey population --- r--- Copper Coast Council 

Collection expense (per tonne) 

Processing expense (per tonne) • • • • • • 
Disposal expense (per tonne) 

Unable to split expenses (per tonne) 

Disposal 

Ser,ice Deli, ery 

NSW councils continue to have higher 
waste costs, especially in processing and 
disposal costs per tonne collected. This 
may be a result of councils opting fo r 
further processing of residual waste as well 
as the imposed government landfill levy. 

We recommend councils to use the council 
comparative analysis tool (CCAT) to 
further explore the results. 

Waste disposal or 
landfill levy per 

tonne collected($) 

A$B 

~~J .. 
A$41 A$8o 

Unable to split 

L 
I 

n = 134 
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Service Deliwry 

Solid 1vaste management deep dive 

Cost analysis (continued) 

We have provided the annual median solid 
waste management cost per resident for 
your council, compared to the median by 
each jurisdiction. In addition, councils can 
also better understand the cost 
breakdown, taking into account 
outsourcing costs as well as insourcing 
costs per resident. 

Fi1,.-i1re 4 .15: Solid waste management annual operating expense (A$) per resident 

Y Council jurisdiction 

NSW 

NZ 

SA 

WA 

$0 $50 $100 $150 $200 $250 

11 $171 

$82 

$125 

$138 

$300 $350 

43% of all respondents 
are equal or lower 

57% of all respondents 
are higher n = 122 

I Survey I Median 
population 

• Copper Coast Council 

Fi1,rure 4 .16: Breakdown of solid waste management annual operating expense (A$) per res ident 

Outsourced 
contract expense 
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NSW 

NZ 

SA 

WA 

Copper Coast Council 
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. 
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$3 

$3 

Other insourced 
expense 
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1 

•• •• • • 
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Outsourced contract expense (per resident) 

lnsourced staff remuneration (per resident) 

Other insourced expense (per resident) 

Depreciation expense (per resident) 

$2 

Depreciation 
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Case study: Renewable Energy Sources 

~ Renewable Power Purchase Agreement J-----~~~~~--=·--7 

-
Backgound 

The Renewable Power Purchase Agreement (PPA) coordinated by the Southern Sydney Regional Organisation of Councils 
(SSROC) is an agreement signed by 18 NSW councils who will receive 35% of their council's retail electricity from a 
renewable generator supplier from 1 July 2019. This allows participating councils to purchase renewable electricity 
without exposure to the volatility of the National Electricity Market and is expected to provide significant cost savings, 
reduce greenhouse gas emissions and support investment into the renewable energy industty in NSW. The PPA \,~II be 
effective until 31 December 2030, and after the initial 3 year term of the contract, councils have an option to revise their 
commitment percentage . • , 

I Campbelltown City Council, NSW 

'Sustainability Strategy' Benefits 

Our involvement in the PPA is the latest initiative in council efforts to reduce electricity consumption and cost and is 
perfectly aligned with our Sustainability Strategy that aspires to the vision of "working together to achieve smart practices 
for a positive legacy". The agreement will supply on average 2,781 MWh of renewable electricity for the first 3 years, 
equivalent to 20% of the council's entire electricity portfolio. 

Key Considerations 

This is an innovative project and the first of its kind to be achieved by NSW councils. In recognising its complexity, risk 
and challenges, the project was guided by a group of leading energy experts and governance officers. These expe1t s 
meticulously reviewed, analysed, consulted and negotiated on all aspects of the project. As a result, challenges experienced 
were minimal and considered to be similar to those experienced in any other complex contract of this nature. 

City of Canada Bay Council, NSW 

Benefits 

As a result of our involvement in the PPA, the predicted cost savings associated with our 20% commitment are projected 
to be $168,890 over the period of the contract. In tangent with other renewable energy projects the council aims to 
achieve a 27% reduction in greenhouse gas emissions in 2019 and have 42% of council electricity consumption derived 
from a renewable source. 

We believe the broader community will benefit from the leadership demonstrated by SSROC and the participating 
councils establishing the PPA so other large organisations can opt for more alternative renewable energy solutions. 
Fu1thermore, the cost savings achieved directly from the PPA opens opportunity to having the funds invested into other 
community projects. 

Key Considerations 

The council's preparation when entering this new electricity contract was a time consuming process, which involved 
collating historical usage data for over 100 sites as well as projecting future energy usage and the impact on existing 
planned projects. One of the challenges faced was reviewing and providing feedback on the PPA, a contract which ve1y few 
staff involved had the required background understanding and knowledge to assess. 



Service Delh·e ry 

Roads and bridges deep dive 

Workforce analysis 

Councils can use this section of the repoit 
to further analyse and compare key 
workforce metrics across roads and 
bridges . 

We have classified councils as either 
'outsourcing' or 'insourcing' road/ bridge 
councils to assist with comparisons. If the 
council's road/ bridge outsourced contract 

Figure 4 .17: Span of control ('othe r s taff' per supervisor and above) - Roads 
and bridges 

lnsourcing councils 
Median result (3.8)j 

111 1111 11111111 11111 II I I I I 

0 2 4 6 8 10 12 14 16+ 

Outsourcing councils I 1111111111 I I 1111 
Median result (2.7) 1 

I 

n = 129 

value was more than 25% of the total 
road/ bridge cost then it was classified as 
'outsourcing'. All other councils are 
classified as 'insourcing'. 

You have been 
identified as an 

Insourcing* 

'Outsourcmg counc1b arc defined as the Road/Bridge outsourced contract ,alue being morr than 25°, of the total Road/Bridge cost. 

\ 11 oth4.!r rouncils are chssafied as insourC'i ng. This w1I be"·" if you ha,e not pro,i<led u~ \\ith any cost ct1ta for this servire. 

Figure 4 .18: Staff turnover rate - Ro ads and bridges 

• I Median result (10.1%) 
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11 
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II 

Survey 
population 
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-e•• 
I I 9.0% 
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I Median • Copper Coast Council 

Figure 4.19: Staff level FfE breakdo wn and Gender split - Roads and bridges 
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Ser\'ice Deli,·ery 

Roads and bridges deep dive 

Condition ratings for the managed road network by Australian councils 

We recognise that road networks of 
different types are serving different 
purposes and require different 
maintenance patterns. There are 
environmental, geographic, and traffic 
factors that drive unavoidable variation in 
the cost of maintaining the network. 
Maintaining and enhancing a council's 

road network is most often t he largest 
investment of resources made by a 
council. 

To better understand the current state of 
the managed road network by Australian 
councils as well as the extent of sealed 
versus unsealed roads, " ·e asked councils 

to share the FY18 condition ratings for 
their road segments. There were five 
ratings to choose from, and we observe in 
metro councils a higher propo1t ion of 
roads rated as either 'very good' or 'minor 
defects only' (median of 71%) , compared 
to a median of 60% in regional and 52% in 
rural councils. 

Figure 4.20: Percentage of tota l road km with 'good conditio n' ratings (Australian councils only) 

"' Type of council 

Metro 

Regional 

Rural I I II 
0% 10% 

l;t 
I 

1 l1ir111in
I

an HT)11 I II 
I 

I 11 I 11 I II I I 1, 
Regional median (59%) 1 

1111111111 I 111 1 
II 7ral iTan (ii2t I 11 

0: 11 1 11 I I 11 I 111 

20% 30% 

I 

11 

40% 50% 60% 

... 
55% of all respondents J 

are equal or lower 

II 
70% 80% 

45% of all respondents 
are higher 

Ill I 
90% 100% 

FY17 -66% 

60% 

50% 

n = 104 

I Survey 
population 

I Median • Copper Coast Council 

Note: 'Good condition' 1, classified a~ Roling , (Ver) good) and Ra ling 2 (Minor def eel~ onl) ), 

We on l) u.<,ed ,·oad km," here the condition ratlng of the road "a' I.non n. 

Figure 4 .21: Condition ratings for scaled versus unsealed roads managed by Australian councils 

Percentage of sealed roads II> Percentage of unsealed 

FY17 (by kilometre}.,. roads (by kilometre) 
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Service DeliYery 

Roads and bridges deep dive 

Councils can use this section of the report 
to further analyse and compare cost per 
kilometre across roads and bridges. We 
continue to observe metro councils with a 
higher median cost per km due to the 
higher propo1tion of sealed roads that 
inevitably require additional maintenance 
due to traffic volumes. 

km, given the mix of sealed and unsealed 
roads in the network. 

In Figure 4.23 our findings highlight the 
relationship between cost and the extent of 
sealed roads in the council's road network. 
This relationship captures both the higher 
cost of the road construction method, as 
well as the cost of accommodating the 
higher traffic volumes that sealed roads 
generally carry. Councils below the curved 
line have a higher than expected cost per 

Your ro ads 
and bridges e:\.pense 

per kilome tre is 

SA median roads 
and bridges expense 

per kilometre is 

A$5.9k A$7.6k 

Figure 4 .22: Roads and bridges annual operating expense (A$) pe r kilometre 

T Type of council 'i't 
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Figure 4 .23: Re latio ns hip between pe rcentage of sealed roads (by length) and t·oad and bridges annual o pemting 
expe nse (A$) pe r kilo metre 

T % of Sealed roads 

100% 

90% 

80% 

70% 

60% 

50% 

40% 

30% 

20% 

10% 

0 

0 

0 0 

0%-+---~--~--~--~--~--~--~--...---...---,----, 
$0.0 $5.0k $10k $15k $20k $25k $30k $35k $40k $45k $50k $55k+ 

94 I PwC 

Roads and Bridges Cost per KM <Ill 

Survey population 

e Copper Coast Council FY1 8 result 
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Parks, gardens and sporting grounds deep dive 

Workforce analysis 

In this section, we have merged the parks 
and garden data with the sporting 
grounds data to show results across this 
predominantly outdoor-based workforce. 

This year we see a greater difference in 
the management layers by looking at the 
median span of control between the 
various types of council, v,,jth metro and 
regional councils span both increasing, as 
opposed to rural whjch decreased. 

SerYice Delhery 

We see the median staff turnover rate has 
increased across all council types, mth 
Rural councils still having the highest 
turnover rate, compared to regional and 
metro councils. 

Figure 4 .24: Span of control (' other staff' per s upervisor and above) - Parks, gardens and sporting g rounds 

T Type of council '111 
Metro 1111 I UI r1ul"f7f'/" i'i" I 111 11 
Regional Regi11n 7i tlt 1i II 111 111 I I I I I II 
Rural Rural met n111nl I i I I I I 11 

0 2 4 6 8 10 12 14 16 18 20+ 

~ . 
51 % of all respondents I 49% of all respondents 

are equal or lower are higher 

Figure 4 .25: Staff turnover 1·ate - Parks, gardens and spo rting grounds 
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Figure 4.26: Staff level FTE breakdown and Gender split - Parks and sporting grounds 
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Senice Delh·e1y 

Parks, gardens and sporting grounds deep dive 

Categorisation and cost analysis of parks, gardens, and sporting grounds 

Providing open green space and 
maintaining it to a high standard is an 
important function of local government as 
it is highly visible to residents and is an 
amenity enjoyed by a large cross-section 
of the community. Councils that operate 
in high density areas perhaps have an 
even greater obligation to provide spaces 
where citizens can relax, socialise and 
engage in activity. 

Councils will make various decisions 
around the frequency of maintenance, 
quality of play equipment, extent of 
drainage in sporting fields among many, 
and all of t hese factors will impact the 
cost. The volume of active and passive 
space in a local government area are also 
important factors. 

Figure 4 .27: Park and sporting g ro unds breakdo wn by category (hectares) 

Active Space 

Survey population 

Metro 

Regional 

Rural 

Copper Coast Council 

Passive Space 
Conservation and 

utility 

1 0% . ·, . . . - 51 % . . · : •. .' ' 
. ~ . ' 

8% 67% 

13% 50% · 

8% 17% 

Survey population --- '--- - Copper Coast Council 

Active space 

Passive space 

To better understand the current mix of 
open space, we asked councils to 
categorise each park and sporting field, 
shown in Figure 4.27. We have also shown 
the volume of open space per resident and 
cost per hectare by the various types of 
council. 

Coastal and 
foreshore 

1% 

n = 128 

•• •• • Conservation (bush and wetlands) and utility open space 

Coasta l and foreshore areas 

Figure 4 .28: Pa1·k and sporting grounds area and cost breakdown (type of council) 
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Parks, gardens and sporting grounds deep dive 

Cost analysis 

Councils can use this section of the report to 
further analyse and compare key cost metrics 
across parks, gardens and sporting grounds. 

We have provided the median expense per 
resident for your council, compared to the 
median in your jurisdiction and by type of 
council. 

Councils can also better understand the cost 
breakdown, taking into account outsourcing 
costs as well as insourced costs. 

Fii:,'1.lre 4 .29: Parks, gardens and s porting grounds annual o perating expe nse (A$) per reside nt 
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Service Deli,ery 

FY17 
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Figure 4.30: Breakdown of parks, garde ns and s po rting grounds annual operating expe nse (A$) pe r resident 
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Service Delh·ery 

I Breakdoivn of participating councils by service area 

The table below shows the number of councils that provided cost and FfE data for each individual service area. 

Service Area 

Aerodromes 

Aged Persons and Disabled 

Agriculture 

Beach Control 

Camping Area and Caravan Parks 

Children's Services 

Cultural and Community Service Centres 

Drainage and Stormwater Management 

Emergency services, fire levy and protection 

Enforcement of Regs and Animal Control 

Footpaths 

Fuel and Energy 

Governance and Administration 

Health 

Mining, Manufacturing and Construction 

Other community amenities 

Other community services and education 

Other economic affairs 

Other environment 

Other public order and safety 

Other transport infrastructure 

Parks and gardens {lakes) 

Public libraries 

Road and bridges 

Sewerage services 

Solid waste management 

Sporting grounds and venues 

St reet cleaning 

Street lighting 

Swimming pools 

Town Planning 

Water supplies 

98 J PwC 

Councils providing cost data 

11 count 

77 

12 

22 

39 

50 

112 

90 

82 

128 

74 

4 

135 

68 

57 

99 

97 

111 

108 

55 

89 

126 

121 

129 

122 

105 

53 

90 

126 

61 

Councils providing FfE data 

n count 

32 

66 

10 

13 

25 

47 

108 

79 

54 

129 

62 

3 

139 

60 

99 

99 

108 

103 

55 

90 

129 

122 

129 

65 

116 

94 

24 

127 

59 



I 
93% ofcouncils 
have an approved 
risk management 

policy in place 

42 % of councils 
formally report risks 
at least quarterly 

56% 
,.., of councils outsource 

or co-deliver their 
internal audit function 



Risk Management 

Risk Management Trend Summary 
Coppe1' Coast Council 

• SA Survey population 

• Copper Coast Council 

1. Risk management policy in place 

2. Frequency in reporting risks to council 

3. Use of key risk indicators to analyse and 
report risks 

4 . Audit and Risk Committee in place 

5. Independent external members of the 
Audit Risk Committee 

6. Delivery of internal audit 

100 I PwC 
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2696 
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Change from 
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Managing risk 

Risk management policy 

A proactive risk management policy will 
help distinguish the maturity and 
effectiveness of a council's approach to 
risk management, as documented 
processes and procedures assist in the 
relaying of information about resource 
dependencies, automation and effective 
communication amongst departments. It 
will ease remediation of process-related 
risks and highlight potential overlooked 
vulnerabilities. We do acknowledge that a 
governance model will be more effective 
when policies and procedures are 
embedded within the operating model of 
the council and part of the DNA. 

Previous years results have shown a 
continuing increase in councils having an 
approved risk management policy in place, 
to the point where it has now become the 
norm, with 93% of councils having a policy 
in place. 

The most significant contributors to this 
upward trend is a result of 100% of NZ 
councils having an approved risk 
management policy, up from 89% in the 

Risk Management 

prior year. Moreover, 100% of SA 
councils have maintained their status on 
having an approved risk management 
policy in place. Across both NSW and 
WA councils, we observe an opportunity 
for a small portion of councils to apply 
more rigour in their approach to risk 
management, with -10% of councils 
operating without an approved risk 
management policy in place. 

A risk management policy should clarify tire council's objectives 
for, and commitment lo, risk management. ll is an effective way 
lo promote and communicate an integrated, holistic approach to 

enterprise risk management across tlte council. 

Figure 5.1: Does your council have a n approved risk m anagement policy? (council jurisdictio n) 

Survey Population NSW NZ SA WA 

Yes 6,,.,,1 - - .%1•1 : 87%(.l) 9% (.l) 

In development • • 9%("t') 11%("t') 11%("t') 6%(4) 

No • e 
1%(•) 2%("t') 0%(•) 0%(•) 0%(.l} 

n = 139 

Fii:,rure 5.2: Does your council have an approved risk m anagement policy? (type of council) 

Survey Population Metro Regional Rural 

Yes E:t,.I ern,•1 .,%(Al 
In development 

' ' 
e 

9%("t') 3% ( .l} 7%("t') 16%("t') 

No -1%(•} 0%(•) 0%(•) 2%(4) 

n = 139 

• Survey population 

0 Copper Coast Council 
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Risk Management 

Managing risk 

Risk management policy (continued) 

Shared attitudes and beliefs around the 
management of risk within an 
organisation helps contribute to a positive 
and open risk management culture. It 
promotes effective compliance, continuous 
improvement to existing precautionary 
procedures, and through knowledge 
sharing, prevents repeated erroneous 
behaviours. 

Our findings show that the frequency of 
risk reporting in councils has decreased, 
with 42% of councils reporting risks at 
least qua1terly (down from 47% in the 

prior year). Moreover, there has been a 
significant shift this year, with 32% of 
councils opting to partake in risk reporting 
only 'as required' (up from 26% in t he 
prior year). NSW councils are the 
predominant driver of this change in 
regularity to risk reporting, moving to a 
more ad-hoc or activity-based risk 
reporting approach; 45% ofNSW councils 
(up from 32% in t he prior year) now 
report risks 'as required'. 

Figure 5 .3: How often does management formally report risks to council? 

Survey Population NSW NZ 

Every council meeting e e 
10% (l') 5% (l') 1 7% (-') 

Monthly • • 4% (-') 3% <•> 1 4% <•> 

Quarterly • 33% (l') i 26% (l') 

Every six months -
e,%,., 
• 7%(T) 7%(l') 1 7% <•> 

Annually • 10% (-') 10% (l') • 4% (-') 

As required 

€)26%( • ) 
_,%(• • i 26% (l') 

Not reported • 9%(•) 15% (l') 

Unable to say 

• I 4% (•) 

1% 2% 0% 
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We acknowledge that a formal risk 
reporting process requires consideration 
of all council stakeholders and the 
appropriate reporting frequency is 
dependent on the nature and impact of 
the content. Some key challenges in risk 
management is ensuring the 
completeness of reported risks and that 
staff understand t he impo1tance of 
reporting breaches. Once a breach or 
area of heightened risk is identified, this 
information needs to be effectively 
communicated across the council so 
proactive and corrective actions can be 
implemented in a timely manner. 

SA WA 

·i', '%(•I 

0% (•) 

• 
i :~~~~) 

• i 41 % (l') 

• 6% (l') 

.>S%(•1 

• 1 6% <•> 

• i 18% (l') • I 13%(•> 

29% ( l' ) • : 13% (•) 

• I 0% (•) • 6% (l') 

0% 0% 

n = 139 

e e Survey population 

O Copper Coast Council 



Managing risk 

Key risk indicators 

Key risk indicators are qualitative or 
quantitative measures related to 
monitoring a specific risk or activity and 
helps management assess the likelihood 
and consequences of a risk occurring. 
There are 2 types: 

Lagging - retrospectively monitors data to 
help identify changes in risk trends, 
ensuring risk exposure is minimised 
through preventative action. 

Leading - predictively determines the 
likelihood of a risk event, ensuring risk 
does not materialise through pre-emptive 
action. 

This year we observe a decrease in t he use 
of key risk indicators, with just over half 
(52%) of the councils using key risk 

indicators to analyse and report risks 
(down from 61% in the prior year) . This 
decrease has been offset with an increase 
in councils with key risk indicators in 
development (31%, up from 21%). This 
suggests there may be a fluctuation in the 
application of the right risk indicators year 
on year, and this may be area where 
constant assessment, application and 
refinement takes place until a core set of 
risk indicators are defined and relied 
upon. 

Our findings show that metro councils are 
more likely to rely on metrics to manage 
key risks as a predictive measure, with 
62% doing so, compared to -49% of 
regional and rural councils. 

Risk Management 

Interestingly, the proportion of councils 
with key risk indicators 'in development' 
(30% of all councils), remains constant 
with the results from two years ago. 

We encourage councils, who are yet to 
formalise their key risk indicators, to 
define the desired risk appetite that the 
council is prepared to tolerate, and 
finalise the design of the risk metrics that 
will ultimately help critically monitor and 
fo recast unfavourable events to minimise 
chances of disruption. 

Figure 5.4 : Docs your council use key ris k indicators to analyse and re po rt risks? 

Survey Population Metro Regional Rural 

Yes Et ,., .%(Y) ..... , 
In development 

' • • 21% (A) 11%(A) I 22% (A) 27% (A) 

No • • • • Survey population 

0 Copper Coast Council 
18% (1') 13%(1') 20% (1') 20% (.i.) 

n = 139 
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Risk Management 

Corporate governance 

Audit and Risk Committee 

The Audit and Risk Committee is a sub
committee that provides independent 
oversight and governance of a council's 
r isk management, control and compliance 
framework and its internal and external 
accountability responsibilities. This 
Committee is expected to adhere to good 
corporate governance principles and its 
operation should assist drive stronger 
governance governance behaviours and is 
a critical component of a robust 
monitoring framework over management's 
performance and reporting. 

Consistent with the prior year, all SA and 
WA councils continue to report strong 
corporate governance oversight with an 
established Audit and Risk Committee in 
place. It is promising to see, a shift 
upwards to 90% of NSW councils with an 
Audit and Risk Committee (up from 85% 
in the prior year), which is in line with the 
2020 mandatory requirement for all NSW 
councils to have an Audit and Risk 
Committee. 

The composition of an effective Audit 
Committee should include at least three 
members, majority of whom should be 
independent and equipped with the 
appropriate technical expertise. Members 
are deemed independent when they are 
external to the council itself and in turn, 
this is positively related to effective 
oversight of the integrity of the financial 
reporting process. 

Across all regions, the median percentage 
of Audit and Risk Committee members 
who are independent or external to the 
council has increased marginally to 41%, 
up from 40% in the previous year. 
Meanwhile, less than half of the surveyed 
WA councils had some form of 

independent or external representation 
on the Audit and Risk Committee, 
explaining the median result of 0%. 

We strongly encourage councils to 
evaluate the adequacy of their Audit and 
Risk Committee function against its 
objectives, and assess whether the 
composition has sufficient independent 
representation. The overall performance 
and competency of the Audit and Risk 
Committee should be reviewed annually, 
with further review on an as required 
basis, to ensure the scope of 
responsibilities are carried out reliably 
and effectively. 

.••............•.........••••..........•.•••.........••••...••••..........••••••.... 
The Audit and Risk Committee is an essential and integral component of 
cm organisation's corporate governance toolkit. Its responsibilities w ill 
generally cove,•, but are not limited to, the review a nd oversight of the 
following areas: in ternal contr•olframework, compliance a nd e tltical 
matters, risk management activities, financial s tatements, inte1'1tal 
auclit ancl e."dernal auclit. The Auclit ancl Risk Committee can also 
oversee ancl /told management accountablefo1• its pe,formance in 
managing these impo,·tant areas . 

........••.•......... .•..........••...........•••••.... ...... •.•...•••.............• 

Figure 5.5: Docs your council have an Audit and Risk committee (o r equivale nt)? 

Survey Population NSW NZ SA WA 

0 %(A).%(A).0%(T) Yes • 100% (• } : 0% (•} 

No e e S urvey population e e O Copper Coast Council 

7% (") 15% (") 0% (•) 0%(•) 0%(•) 

n = 139 

Figure 5.6 : Percentage of independent or external me mbe rs of the Audit and Risk Committee 

'f Council jurisdiction 
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Risk Management 

Delivery of internal audit 

Internal audit delivery and effort 

The pace and scale of technology 
innovation demand means that Internal 
Audit needs to consider if their teams are 
skilled for the likely digital 
transformation. In the 2018 State of the 
Internal Audit Profession Study, where 
more than 2500 board members and 
senior executives participated, nearly 80% 
of Chief Audit Executives (CAEs) say 
Internal Audit most needs to expand or 
improve its technology skills to meet its 
future needs. Internal Audit needs risk 
professionals who are technology cmious 
and have mind-sets and abilities to 
routinely retool based on emerging 
technologies and changing enterprise 
risks.3° 

When delivering internal audit many 
councils find that a resourcing model that 
includes external expertise provides them 
with the range of skills, value for money, 
and independence. Our findings indicate 
that 31% of councils (up from 29% in the 
prior year) opt for an outsourced approach 
in delivering internal audit, and is growing 
to be a more attractive option for councils. 
A quarter of councils co-deliver their 
internal audit function, a slight shift 
downwards from 29% in the prior year. 

The co-delivery method for internal audit 
is preferred by metro councils (33%), 
closely followed by 31% opting fo r an 
outsourced approach (up from 21% in the 
prior year), and another 31% running their 
own internal audit function. In 
comparison, outsourcing the internal audit 
is the favoured option by more than a 
third of regional councils (34%), with a 
further 24% co-delivering the internal 
audit, and a smaller 15% running their 
own internal audit function. 

There continues to be just over a quarter 
of councils (26%) electing to undertake 
no internal audit activity during the year, 
and this is dominated by 45% of rural 
councils followed by 27% of regional 
councils, and a very minor 5% of metro 
councils. 

Proportion of 
councils outsourcing 

or co-delivering 
internal audit 

Figure 5.7: How is internal audit delivered? 

Outsourced 

Co-delivered 

Internally 

No internal audit 
carried out 

Survey Population 

29%( T ) 

e 
18% (• ) 

Metro 

• .,%(Al 
.,%1•1 

: 32% (T) 

• 8% (T) 

Regional Rural 

• l 41 % (T) 

.,_·. 
20% (.t. ) 

-"%1•1 e ,,%,., 
., __ :,·. 

13% (•) 

e 
14% (T) • 

. %(Al 
n = 139 

e Survey population 

O Copper Coast Council 

30 PwC, 2018, State of the Internal Audit Profession Study, 'Moving at the speed of innovation. The foundational tools and talents of technology-enabled Internal Audit' 
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Risk Management 

Delivery of internal audit 

Internal audit delivery and effort (continued) 

Consistent with last year, we see a marked 
difference in the volume of days of internal 
audit work completed for internally 
delivered audits against outsourced audits. 
Internally delivered audit functions 
operate at a median scale of 11.9 days per 
A$10 million in council revenue, 
compared to 3.5 days for internal audit 
functions that outsourced internal audits. 
A sourcing model that utilises external 
expertise may have more specialised 
internal auditors providing better 
solutions or a more robust reference guide 
to benchmark the adequacy of processes, 
in comparison to internally delivered 

audits. Despite the advantages 
outsourcing or co-delivering internal 
audits may have, it is important to 
consider the appropriateness of 
implementation and ensure involved 
parties have clarity over their roles t o be 
most effective. 

While the different delivery methods 
affect a council's resources, both from a 
cost and time perspective, the 
effectiveness of the internal audit should 
be a key consideration in determining 
which delive1y method option is most 
suitable. 

Figure 5.8: Days of internal audit effort per A$10 million in council revenue 

'f' Method of internal audit delivery 

Outsourced median (3.5) l 
Outsourced Ill 111 1111 I I 

Internally 

Co-delivered median (4 1) I 
Co-delivered I I 1111 111 I ltrlly Tt'an W9),I 

0 5 10 

106 I PwC 

flJ 
I 
I 
I 
I 
I 
I 

I I 
I 
I 
I 

II I 1 1 

15 20 25 30 35 

... 
95% of all respondents I 

are equal or lower 

5% of all respondents 

are higher 

I Survey 
population 

I Median 

FY17 -3.2 

6.6 

10.6 

40 45 50 

n = 93 

• Copper Coast Council 



Risk .Management 

Delivery of internal audit 

Internal audit effectiveness 

Regardless of industry, department size, 
or budget, internal audit can and must 
advance in building its technology and 
talent foundation. Technology is central to 
an internal audit function with the 
required speed, capacity, and capability to 
advise on technology-related risks, to 
pivot as the organization's innovations 
demand, and to audit technology-based 
operations . A deliberate strategy that lays 
out internal audit's goals and the 
integrated technology and talent steps to 
achieve them will keep the function 
moving forward into a technology-driven 
future.3• 

In our survey, councils a re asked to 
measure how well their internal audit 
function performs against eight key areas. 
Interestingly, this year we see 51% of 
councils rating their internal audit 
functions favourably in 'Leveraging 
technology effectively when executing 
audit services', up from 45% in the prior 
year. Tt is encouraging to see internal 
audit teams reacting to the growing pace 
of technological advancement, and we 
encourage a continued focus in this area 
especially where mundane and repeatable 
tasks can be automated so that internal 
auditors can be redirected to the more 
challenging and rewarding projects within 
the internal audit function. 

Another key area where performance by 
internal audit has improved, is 'Delivering 
services with a service-oriented team', 
with 62% of councils rating this area 
performing well (up from 53% in the prior 
year). 

A primary role of the Audit and Risk 
Committee is to promote better oversight 
and monitoring of an organisation's 
financial reporting obligations. It remains 
evident, that councils with an Audit and 
Risk Committee perform better in more 
areas of internal audit than those where 
no committee exists. As Figure 5.10 
shows, 63% of councils with an audit 
committee report that internal audit 
performs well (in six to eight areas of the 
internal audit). 

Figure 5.9: Docs yo ur inte rnal audit function pe rform well* in the 
following areas? 

Aligning the scope of the audit plan 
with stakeholder expectations 

Delivering cost-effective and 
value-adding services 

Focusing on cnt1cal nsks and issues 
the council 1s facing 

Engaging and managing 
relat1onsh1ps with stakeholders 

Promoting quality improvement and 
innovation 

Obtaining. training and/or sourcing 
the nght talent for audit needs 
including using specialists 

Delivering services with a 
serv1ce-onented team 

Leveraging technology effectively 
when executing audit services 

.,_ Percentage of survey population 

,__ __________ ..... 179% 

___________ 176% 

...._ _________ ..... 175% 

.__ __________ ... 174% 

...._ ________ ... 169% 

...._ _______ __,1 63% 

...._ _______ __,1 62% 

...._ ______ .. I s1% 

• 'Performs well' consists of those who 
responded extremely well and quite well 

• Survey population 
D Copper Coast Council 

FY17 

E] 
n = 103 

Figure 5 .10: Co rrelation betwee n having an Audit and Risk Committee and 
internal audit performance 

Internal audit performs well in six 
to eight areas 

Internal audit performs well m 
three to five areas 

Internal audit performs well m 
zero to two areas 

Audit and Risk 
Committee exists 

Audit and Risk 
Committee does not exist 

0% (A ) 

20% (T) 0% (A) 

20%(A) 100% (T) 

n = 103 

Survey population 
O Copper Coast Council 

31 PwC, 2018, State of the Internal Audit Profession Study, 'Mo,ing a t the speed of innovation. The foundational tools and talents of technology-enabled Internal Audit ' 
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Corporate Leadership Trend Summary 
Coppe,. Coas t Council 

SA Survey population 

• Copper Coast Council FY17 

146 

1. Median council meeting duration : (minutes) 

91 

24 

2. Median council resolutions passed • 
• 20 

3. Frequency in review of the community 
engagement strategy 

4. Publishing corporate peiformance Yes 

results to the community 82% 
(Yes) 

5. Community satisfaction survey No 

conducted in the past 2 years 71% 
(No) 

6. Improved community satisfaction levels 

Corporate Leadership 

FY18 
Change from 
FY17to FY18 

143 

:t A35 

126 
T3 

23 T 1 • 
• T1 
19 

Yes 

87% 
(Yes) 

No 

52% 
(No) 
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Corporate Leadership 

Analysing council meetings and resolutions 

Council meeting duration and number of resolutions 

In the framework below, we have 
converted our survey data into a matrix to 
show possible reasons for a variation, from 
meeting to meeting, in council meeting 
duration and number of resolutions. This 
analysis allows councils to explore the 
relationship between meeting length and 
the number of resolutions passed at their 
last six council meetings in the 2017-18 
financial year. 

This year, we see around 31% of council 
meetings in the 'short and sharp' quadrant 
and 25% in the 'clearance of 
straightforward matters' quadrant. This is 
possibly explained by an increased use of 
delegation of these matters to council staff, 
or potentially through increasingly 
including some of these items in each 
meeting, rather than making it the 
purpose of an entire meeting. 

On the basis that there are two levels of 
government in NZ, compared to the three 
levels that exist in Australia, perhaps it is 
not surprising that 43% of NZ council 
meetings sit in 'complex issues' quadrant. 
However, this was not always the case; in 
FY16, just 33% of NZ council meetings 
were in the 'complex issues' quadrant. It is 
difficult to discern from the data alone, 
whether these councils are working 
through more complex issues, or finding it 
more difficult to reach a decision over 
issues of comparable complexity. One 
possible explanation is that in FY16, 
councillors were in their third year of 
office and perhaps more experienced with 
the operation of council decision making. 
There is a marked difference in the 
conduct of council meetings between NZ 
and the Australian jurisdictions. 

In Australia, we observe more SA council 
meetings in the 'complex issues' quadrant 
(26%), compared to just 12% of NSW and 
20% of WA council meetings. 
Interestingly, NSW meetings (after 12% in 
'complex issues') are spread evenly across 
the remaining three quadrants, yet more 
of the WA meetings are in 'short and 
sharp' (44%), followed by 25% in 
'clearance of straightforward matters'. 

Key considc1·ations 

• Are you up to date with best practice when it comes to governance in 
your council meetings? 

• Did the complexity of issues match the time taken to resolve them? 

• Is your council meeting agenda well structured, clearly delineating 
sections for specific council purposes cg. informa tion only versus 
strategic decisions? 

• Arc you conduct ing extra re levant meetings to support and inform your 
councillors so that the more formal council meetings are more 
productive cg. s tra tegy or key operational issues? 

• Do your councillors have access to technology that supports them to be 
more effective in their role as councillor cg. onlinc meeting and papers 
access? 

• Do you delineate your agenda into the different areas such as - s trategic 
decisions, information only and housekeeping, so it is easy to manage 
and focus councillors? 

Figure 6.2: Relatio nship between council meeting duration and resolutions 
passed in the second half o f FY18 

i 
Longer 

meetings 

Shorter 

Dealing with 
complex issues 
(20%) 

• 
• 

Long orders of 
business 

(22%) 

• 

.. 
Linear trend 

() 

• When reviewing your profile in the chart meetings • 
below, consider that there may be a sound 
basis - such as the nature of business to be i 
discussed - for whichever quadrant your 
meetings fell into. In fact, it might 
enhance a council's productivity if a range 
of the identified meeting types exists 
across the year. Each council should assess 

• • 
Short and sharp 
(30%) 

its results against the complexity and 
associated risk profile of the issues .... ~----

Less 
resolutions 

discussed in council meetings. 

e Copper Coast Council FY18 result 

e Copper Coast Council FY17 result 

Clearance of 
straightforward matters 

More 
resolutions 

(28%) 

... 
n = 138 
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Corporate Leadership 

Maintaining high levels of staff engagement 

Staff engageinent 

Monitoring and understanding staff 
engagement levels are crucial inputs to 
maintaining a high performing, productive 
organisation. High levels of staff 
engagement can help decrease staff 
absenteeism, avoid regretted staff 
turnover and increase efficiency in 
delivery and outcomes of council services. 

While we observe slightly more councils 
reporting a boost in staff engagement 
levels (27%), compared to stability in staff 
engagement (25%), in prior years, there 
has been a much larger gap in favour of 
improved staff engagement levels. This is 
possibly to be expected, after a number of 
years of high levels of improvement in 
staff engagement, additional gains become 
increasingly more difficult to achieve. 

Measuring staff engagement levels is an 
essential way for any organisation to gauge 
employees' commitment at a point in time 
and then use the results to drive change. 
We notice this year that a larger 
proportion of NZ councils arc not 
measuring staff engagement levels; 57% of 
NZ councils, yet in past years this has 
tended to always hover around a third of 
councils, with the highest percentage 
being 40% in FY16. This may suggest that 
a portion of NZ councils only measure 
staff engagement eve1y two years. 

This year, more WA councils are 
measuring staff engagement (71%, up from 
58% in the prior year). However, 
compared to other jurisdictions, WA 
councils had the highest proportion of 
councils reporting a decline in engagement 
levels (18%). Meanwhile, there were only 
7% of NSW councils reporting a decline, 
compared to an even spread across 
improved and stable staff engagement 
(28% of councils in both categories). In SA 
councils, it is encouraging to see a smaller 
35% (compared to 58% in the prior year) 
opting out of measuring staff engagement. 

Key considerations 

According to PwC's Fast Take on Talent 
Innovation32 , enabling a strong sense of 
purpose in staff, providing a diverse and 
flexible workplace and a recognition 
system, where both large and small 
successes are celebrated, will assist in 
engaging staff. Other contributing factors 
could include a highly personal 
management style, with managers taking 
the time to get to know their teams in 
order to further develop their skills and 
careers, and understand the best ways 
(and frequency) to communicate goals, 
progress and performance with staff. 

• How would you describe your culture? Is it motiva ting, inclusive and 
arc di\'erse opinions valued? 

• Do you understand which clusters of employees arc less engaged and 
taken action to address this? 

• Do you· make staff recognition a priority and encourage all levels of staff 
to share success stories? 

Employee engagement is defined us one's commitment to and 
p assion for his or her work and role within an organisation. Not 

to be con.fused tvith employee satisfaction-or general 
happiness- engagement is the extent to w hich employees ore 

motivated to contribute to overall business s uccess. It 's a proven 
willingness to go tlte extra mile to achieve lite organisation's 

business goals.:13 

Figure 6.5: Did your s taff engagem ent levels improve during the year e nding 30 June 2018? 

Survey Population NSW 

Improved • . 36% (l') 39% (l'} 

Stayed the same • . 18%(A) 23%(•) 

Declined • 9%(A) 8% (l') 

Staff 

e ,,%,., e,,.,., engagement not 
measured 

32 PwC, 2015, "Fast Take on Talent Innovation: Employee engagement" 

33 Ibid 

NZ SA WA 

• e,,..,., • . 22% ( l' } 55% (l') 

-• • 22% (l') 24% (l') : 3%( A ) 

• • • . j 22% (l') 6%(A) 0%(A) 

. %C•I • 42% (l') 

n = 139 

e Survey population 
O Copper Coast Council 

The Australasian LG Performance Excellence Program FY18 I n3 



Consulting with the community 

Review of the community engagement strategy 

A community engagement strategy can 
only be effective if it appropriately 
represents the community and its 
changing needs - as such, councils should 
frequently review the strategy, updating 
where required so it continues to meet 
these evolving requirements. 

It is clear that the frequency of review of 
the community strategy is quite different 
across the various jurisdictions, reflecting 
the various legislative requirements. 

We see NSW councils (31%) being more 
likely to review their community strategy 
eve1y 4 years, compared to 86% of NZ 
councils reviewing every 3 years (in line 
with the triennial long term planning 
(LTP) process). Within SA councils, they 
are more likely to review every 2 years 
(44%), while WA councils tend to review 
the strategy more frequently, with 54% 
reviewing annually. 

Corporate Leadership 

While it's encouraging to see 8% of NSW 
councils reviewing the communi ty 
engagement strategy every 6 months, it is 
important to understand if the 
community is likely to evolve at such a 
quick pace to warrant this high frequency 
of re~iew, and if there is time to 
implement new ideas before reviewing 
again. At the other end of the scale, 4% of 
NSW councils do not review the strategy 
at all - the only jurisdiction to have any 
councils fall into this category. 

Figure 6.7: H ow freque ntly do you review your community e ngageme nt s tra tegy? 

Survey Population NSW NZ SA WA 

At least e - e 

' 
every 6 . 
months 

' 

4%(• ) 6%( A ) 0%(•) 110/o(Y) 0%(A) 

Annually • '"%(•) 240/o( Y ) 22%(• ) 100/o(Y) 220/o(Y) 

Every two ,. • • • years 

20%(•) 180/o(Y) j 100/o(Y) 34%(•) 300/o(Y) 

Every three ,. • •~,., • 1 years 

18%(•) 4%(•) 0%(•) 5%(•) 

Every four • • 1 years 

21% (•) 360/o( Y ) 0%(•) 220/o(Y) 100/o(Y) 

When • T T ' ' 
triggered by . 
a key event 

9%(Y) 120/o( Y ) 0%( • ) 110/o(Y) 100/o(Y ) 

On request e • 2%(•) 0%(•) 100/o(Y ) 0%(•) 0%(•) 

Not 
reviewed or • Unable to 
say 2%(•) 2%(• ) 0%(•) 0%(•) 5%(Y) 

n = 101 

• Survey population 

0 Copper Coast Council 
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Corporate Leade rship 

Consulting with the community 

Sharing corporate results 

Through the sharing of council's 
corporate performance results, the 
community can understand how their 
rates and annual charges are being 
allocated, and feel reassured that, 
through this reporting, councils can be 
held to account if there are any anomalies 
or less than favourable results. 

We continue to see an upward trend in 
councils publishing the corporate 
performance results to the community, 
with 89% of councils publishing this 
important information (up from 87% in 
FY17 and 85% in FY16). 

This has been driven by Australian 
councils, especially WA (93%) and NSW 
(91%) and to a lesser extent SA councils. 
Analysing by type of council, we see that 
there has been a large focus across rural 
councils, with 79%, compared to 70% a 
year ago, now publishing their corporate 
performance results to the community. 

Figure 6.9: In FY18, did your council publis h corpo rate pe rformance results to the 
community? (council judsdiction) 

Survey Population NSW NZ SA WA 

Yes 0 %(•) "%(•) . %(YI 
No • • • • 13%(l') 15%( l' ) 4% ( .t. ) 18% (l') 16%(T) 

n = 139 

Fig ure 6.10: In FY18 , did your council publis h corporate perform ance results to the 
community? (type of council) 

Survey Population Metro Regional Rural 

Yes 0 m,,1 . %(YI 
No • • • 13%( l' ) 3%(l') 7%( .t.) 30%( T ) 

n = 139 

e Survey population 
O Copper Coast Council 
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Case study: Building a 'Business Life' 

Alexandrina Council, SA 

Background 

In June 2018, Alexandrina Council, on the Fleurieu Peninsula in South Australia, announced that the region's economy 
had reached the significant milestone of $1 billion Gross Regional Product per annum. It is an impressive achievement 
given the current population of 26,775 and is a testament to our hard working businesses and industries. 

To further assist t he growth and progress of business in the Alexandrina area, an Economic Development Strategy (2016 
- 2022) has been established by our council. The strategy puts measures in place to assist the gro"th of the Alexandrina 
economy, attract business to the area and demonstrate the lifestyle benefits of living and working in the Alexandrina 
area. 

The 'Alexandl'ina Business Life' initiative 

Our 'Alexandrina Business Life' branding will be used to focus and promote the key strategies and messages to both the 
Alexandrina business community along with new businesses and people we are hoping to attract to the region. The 
initiative is designed to build networks with local businesses and associations through regular emails, economic 
development forums and business forums. We also conduct an Economic Development Advisory Panel (EDAP) 
consisting of the Mayor, three elected members and six community members from local business owners with a broad 
range of business backgrounds, to encourage the interaction of local businesses and the Council. 

Business forums are hosted in different townships across the Alexandrina Council area, exposing the attendees to the 
whole region and assist them in expanding their networks. Various topics are discussed such as sustainability or tourism 
with different guest speakers, including local political identities. Each forum concludes with a feedback session, to allow 
the council to understand the needs of the community and identify any assistance we could provide to meet those needs. 

What topics are covered in the forums? 

Guest speakers at the business forums held so far, which have been local identities, have shared their experiences and 
achievements within the region, such as: 
• 'Faces and Food of the Fleurieu' by Rojina McDonald who has published a cookbook with stories and recipes from 

local restaurants, cafes and food producers) 

• Growing of a local family dairy business to a state wide success story (Rebekha McCaul from the Alexandrina Cheese 
Company) 

Being awarded The J ames Halliday 2018 Wine Companion Winemaker of the year (Paul Hotker, Senior Winemaker 
from Bleasdale Vineyards at Langhorne Creek). 

We also hosted an economic development forum for those currently involved in, or known to have an active interest in 
Hindmarsh Island, particularly as it relates to tourism, the environment, expanding business enterprises and land 
development. Almost 80 people gathered to hear from a range of subject matter experts on planning and zoning matters, 
nature-based activities, cultural tourism, plans for Coorong Quays and our role in facilitating economic development. 

Community reaction to the initiative 

Community feedback has been very positive and they value being listened to by the council. This is particularly evident in 
the interactive workshop held at the end of each business forum. We also receive positive feedback on the chance for 
attendees to share with others in the region and have visibility on what other businesses are doing. 

The number of attendees at the business forums have increased over the past year, and returning guests indicate that 
they find benefits in both the topics and the networking. 

Main challenges and key learning points 

One of the challenges we face is the independent nature of the smaller size businesses within Alexandrina, who we want 
to increase their awareness that we encourage economic development in the region, and are here to help them grow and 
succeed. There are a lso the logistical challenges of resourcing events and resourcing solutions for the issues raised and 
the initiatives we want to drive to support growth. 

Ideas for future activities to support the overall program include: 
Considering expansion of an economic development function ·Nithin the council 

Increasing presence in local media for wider exposure of the message 

• Further developing our Economic Development Advisory Panel as ambassadors and intermediaries to local 
businesses. 



Asset Management Trend Summary 
Coppe1• Co as t Council 

SA Survey population 

• Copper Coast Council 

1. Dedicated asset management systems in 
road networks, bridges, footpaths and 
cycleways 

2. Does your council have an asset 
manafiement maturity rating model that 
it app ies to its assets? 

3. Frequency in r~r orting management of 
assets to counc1 

4- Strategic asset manaJement plan linked 
to long term financia plan 

5. Primary responsibility for service assets 

6. Primary responsibility for corporate 
assets 

FY17 

Yes 

88% 
(Yes) 

No 

29% 
(No) 

Not reported 

12% 
(Not reported) 

In development 

24% 
(In development) 

GM/ CEO office 

24% 
(GM/CEO office) 

Gl\1/ CEO office 

24% 
(GM/CEO office) 

Asset Management 

FY18 

Yes 

91% 
(Yes) 

No 

26% 
(No) 

Not reported 

9% 
(Not reported) 

Yes 

96% 
(Yes) 

GM/ CEO office 

22"6 
(GM/CEO office) 

GM/ CEO office 

22~'0 

(GM/CEO office) 
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Asset Management 

Asset ratings 

Condition ratings 

Our findings show that 94% of councils 
use condition ratings for some or all of Fil,'ltre 7.2: Pe rcentage o f assets with formal condition ratings in place 
their asset classes, down from 99% a year 
ago. 

When analysing the specific asset 
categories, taking into account councils 
that have obligations to manage the 
various asset categories, we find the 
percentage of councils fo rmally rating all 
assets in a particular category has 
generally improved over the past year. 

Road Networks, 
Bridges, 
Footpaths and 
Cycleways 

Looking into the top categories where all Buildings 
assets have formal condition ratings, we 
see 75% of councils now using formal 
condition ratings for all of their Road 
networks_(up from 74% in t~e prior_Ye~r), Sewera e and 
and a noticeable upward shift m Bu1ldmgs, wa t 9 

with 74% of councils formally rating all of s e 
Treatment 

these assets (up from 66%in the prior 
year). 

Geographically, we note an increase in NZ 
councils having formal condition ratings 
for 50% or more of their Road networks, 
bridges, footpaths and cycleways, with 
94% of councils, up from 86% in the prior 
year. This brings them in line with the 
other jurisdictions, where we observe 
100% of SA councils, 97% of NSW, and 
96% of WA councils with more than half of 
this asset class being formally rated. 

The upward trend in the use of condition 
ratings for Buildings is being driven by NZ 
and NSW councils. There are now 58% of 
NZ councils using condition ratings on 
more than half of their Buildings (up from 
46% in the prior year), and 95% of NSW 
councils (up from 84% in the prior year). 

When assess ing the impact of council s ize 
across Road networks and Buildings, it is 
evident that s mall councils are more likely 
to rate a higher percentage of their assets 
in these two categories, compared to large 
and medium councils. This is also 
paiticularly evident across Drainage 
networks, with 81% of small councils using 
condition ratings on all assets in this 
category, compared to just 35% of large 
councils, and 54% of medium-sized 
councils. 

Drainage 
Networks, Water 
and Stormwater 

Other 
Infrastructure 

Plant and 
Equipment 

Land 

ICT 

100% 51% • 99% 1% · 50% None 

20%(• ) 6%( T ) 0%(• ) 

13%(• ) 8%( T ) 13%( T ) 

• ,·. 
9%(• ) 15%(T ) 13%(T ) 

15%( T ) 26%( T ) 11%( T ) 

• 0 
11%(• ) 18%(T ) 31%( T ) 

32%(• ) 11%(T ) 

I' 

10%(• ) 
e 

47%( • ) 

24%(• ) 5%( • ) 4%(•) 

21%(T ) 5%(• ) 6%(T ) 

Percentage of survey population ~ 
n = 125 

Survey population 

O Copper Coast Council 
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Strategic asset management 

Reporting lo council 

A strategic asset management plan should 
be clearly communicated and easily 
accessible. It should meet any mandatory 
requirements as well as present the 
priority areas of investment by a council 
over a period of time. It allows residents 
and the community to understand the 
future direction of spend on both asset 
renewal as well as growth. 

Linking the management of council assets 
to the strategic plan creates rigour and 
accountability within the senior executive 
team, and this should be complemented 
with frequent reporting on progress to 
council. 

Our findings show that most councils 
either report to council on the 
management of assets in accordance with 
the strategic asset management once a 
year or 'as required'. A slightly higher 
proportion of councils are reporting to 
council in a reactive nature, and this is 
especially evident in NZ councils, with 
56% reporting 'as required', up from 33% 
in the prior year. 

SA councils are now applying more rigour 
in their approach to reporting on the state 
of their assets to council, with 2 1% 
reporting at least quarterly (up from 12% 
in the prior year), and a further 44% 

Asset i\Ianagement 

reporting annually, up from 18% in the 
prior year. 

We encourage councils to set a minimum 
frequency to ensure councillors are given 
adequate time and opportunity to 
analyse, assess and discuss the progress 
of asset renewal as well as asset 
investments, at least annually. 

Figure 7.4 : How frequently is the manageme nt o f yo ur assets formally repo rted to co unc il in accordance 
witl1 your s trategic AM plan? 

Survey Population NSW NZ SA WA 

Every council • ' • meeting 

Monthly 

' 
2%(T) 2%(T) 7%(T) 0%(•) 0% (•) 

Quarterly 

' ' • 8%(T) 7%(T) 190/o(T) 12%(•) 0%(•) 

Biannually e • 3%(•) 2o/o(T) 0%(•) 0%(•) 10%( • > 

Annually t .. 1., • -'8%1 •1 .,,,.1•1 32%(•) j 260/o(Y) 

As requtred 

''9%1 •1 • ."%1•1 38%(•) j 460/o(T) 

Not reported 0 T ' • 10%( T ) 7%(Y) 11%(Y) 12%(T ) 13%(Y) 

We do not have 
a strategic asset e e e management 
plan 7%(T) 5%(Y) 4%(•) 120/o(T) 10%(T) 

n = 139 

• Survey pop ulation 

0 Copper Coast Council 
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Asset Management 

Financial asset planning 

Self-sustaining asset renewal 

We have assessed the extent to which a 
council's long term financial plan aims 
to generate sufficient operational 
revenue to maintain its assets . The 
term self-sustaining relates to the 
extent that each council can fund its 
own activities, without the assistance of 
outside grants. 

Examining by type of council, we 
notice a slight shift away in the 
proportion of rural councils (51%, down 
from 60% in the prior year) having an 
approved long term financial plan that 
delivers self-sustaining council asset 
renewal, across both the inclusion or 
exclusion of roads. 

In turn, we now see metro councils more 
likely to be self-sustaining (including roads), 
v.~th 71% reporting this position, compared 
to 57% of regional and 51% of rural councils. 
A year ago, the result between metro and 
especially rural councils was closer, possibly 
indicating the maintenance required for 
large-scale regional infrastructure such as, 
but not limited to, roads and bridges is 
impacting the extent to which rural councils 
can be self-sustainable. 

It is important to note that a quarter of both 
NSW and WA councils report their inability 
to deliver self-sustaining council asset 
renewal. We acknowledge this is a difficult 
position for any council to sustain and 

encourage those councils in this category 
to assess their long term financial 
circumstance, and the impact this will 
have on inter-generational equity. While 
councils may be achieving balanced 
budgets with current citizens funding 
current spending, there may be assets that 
the current council inherited that are 
being depleted, so there actually is a 
problem being left for the future. Making 
this long term consideration can be an 
early step to considering whether there is 
a case for a special rate increase, or for 
other more fundamental changes in how 
assets are managed and funded in 
consideration of the service level 
standards councils 11~sh to achieve. 

Figure 7.6: Docs your approved long term financial plan de liver s elf-sus tain ing council asset re newal? (type o f 
council) 

Survey Populahon Metro Regional Rural 

Yes, including roads 

€)58%( 4 ) ' "%(A) . 53%( 4 ) 

' '""''' Yes, excluding roads 

' 
e 

' 
10% ("'" ) 5%( ... ) l 6%( "'" ) 20%( ... ) 

Yes, only roads • ' -6%( "'" ) 8%( 4 ) 2%(• ) 9%( "'" ) 

No • • • • Survey population 

0 Copper Coast Council 
20%( "'" ) 18%("'" ) : 30%( "'" ) : 9%( 4 ) 

Unknown e • e e 
6%( 4 ) 5%(• ) 9%( 4 ) 2%( 4 ) 

n = 139 

Figure 7.7: Does yo ur a pproved lo ng term fin a ncial plan d elh e r self-sustaining council asse t renewal? (council 
j u r isdiction ) 

Survey Population NSW NZ SA WA 

Yes, including roads 

8 58%( 4 ) . 54%( 4 ) . 56%(4 ) C\lt ,., ' "%(•) 
Yes, excluding roads e • ' 

e 
10%( "'" ) 10%( ... ) : 26%(4) 0%(4 ) 3%(4 ) 

Yes, only roads - ' • 6%( ... ) 3%( .l ) 11% ( ... ) 12% ("'" ) 3%( .l ) 

No • • . 23%( 4 ) 20%( "'" ) j 26%( ..- ) 0%(• ) 24%( ... ) 

Unknown e • • • 6% ( A ) 7%( 4 ) 7%( "'" ) 0% (4 ) 6%(4) 

n = 139 
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Asset management responsibility 

Day to day responsibility for corporate and services assets 

As part of our analysis, we also looked at 
the function(s) that play a role in the day 
to day management of both service and 
corporate assets. In this case, councils 
could select more than one function for 
both categories of assets. 

With larger infrastructure assets, our 
overall results show there been minimal 
change from the prior year, with a slight 
increase in reliance on specialist asset 
managers for the day to day management, 
80% of councils (up from 76% in the prior 
year) as well as business unit managers 
(68% of councils, up from 65%). 

In comparison, there is a more even 
spread between the different functions for 
the day to day responsibility for corporate 
assets. This indicates there is no defined 
approach by councils as to where the 
responsibility lies for corporate assets. 
This difference, between the management 
of corporate versus service assets, reflects 
the varying scales of councils and 
corporate functions, the lower overall 
value of corporate assets and even the 
absence of regulatory requirements. 

Asset ~Ianagcmcnl 

Geographically, it is interesting to note 
that WA councils tend to place fa r more 
reliance on business unit managers in the 
day to day responsibility in managing 
service assets (79% of WA councils), 
rather than specialist asset managers 
(68%). Likewise, WA councils also place 
the largest reliance on business unit 
managers, when it comes to managing 
corporate assets (82%), especially when 
compared to NSW councils, with j ust 54% 
of business unit managers carrying the 
same responsibility. 

Figure 7.10: Which function(s) maintain day to day respons ibility and accountability for managing corporate and 
services assets? 

FY17 
Day to day respons1b111ty for corporate <Ill 

assets 
.,. Day to day respons1b1lity for services 
assets 

17%D 05% 
CEO office 

38% 14% 
Finance 

54%1 180% 
_ Asset managers _ 

61%1 168% 
_ Business unit managers _ 

• Survey population 
O Copper Coast Council 

FY17 

n = 139 

Figure 7 .11: Which function(s) maintain day to day res ponsibility and accountability for managing corporate and 
services assets? (SA councils o nly) 

Day to day responsib1l1ty for corporate<III .,. Day to day respons1b11ity for services 
FY17 assets assets FY17 

B 22%D 
CEO office 0 4% 8 

I 29% I 
26% 13% 

8 Finance 

8 52°1 
Asset managers 183% I 65% I 

1 59% I 61%1 
Business unit managers r s% B 

• SA survey population 

D Copper Coast Council 
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1List of participating councils by jurisdiction 
The table below shows the list of particpating councils in the FY18 LG Performance Excellence Survey Program: 

~ New South Wales 
d 

1. Albury City Council 

2 . Armidale Regional Council 

3. Ballina Shire Council 

4. Bathurst Regional Council 

5. Bayside Council 

6. Bega Valley Shire Council 

7. Bellingen Shire Council 

8. Bland Shire Council 

9. Blayney Shire Council 

10. Broken Hill Council 

11. Burwood Council * 

12. Byron Shire Council 

13. Cabonne Shire Council 

14. Campbelltown City Council 

15. Cessnock City Council 

16. City of Canada Bay Council 

17. City of Newcastle 

18. Clarence Valley Council 

19. Coffs Harbour City Council 

20. Coolamon Shire Council 

2 1. Cumberland Council 

2 2 . Dubbo Regional Council 

23. Eurobodalla Shire Council * 

24. Forbes Shire Council 

25. Georges River Council 

* not included in survey population 

26. Goulburn Mulwaree Council 

27. Greater Hume Shire Council 

28. Griffith City Council 

29. Gwydir Shire Council 

30. Hilltops Council * 

31. Hornsby Shire Council 

32. Hunters Hill Council 

33. Kempsey Shire Council 

34. Kiama Municipal Council 

35. Kyogle Council 

36. Lachlan Shire Council 

37. Lane Cove Council 

38. Leeton Shire Council 

39. Lismore City Council 

40. Lithgow City Council 

41. Liverpool City Council 

42. Maitland City Council 

43. MidCoast Council 

44. Murrumbidgee Council * 

45. Muswellbrook Shire Council 

46. Narrabri Shire Council 

47. Narrandera Shire Council 

48. Narromine Shire Council 

49. N01thern Beaches Council 

50. Oberon Council 
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Western Australia 

1. City of Albany * 18. Shire of Broome 

2 . City of Armadale 19. Shire of Capel 

3. City of Bayswater 20. Shire of Cu balling 

4. City of Bunbury 2 1. Shire of Dardanup 

5. City of Canning 22. Shire of Esperance * 

6. City of Cockburn 23. Shire of Harvey 

7. City of Gosnells 24. Shire of I rwin 

8. City of J oondalup 25. Shire of Kalamunda 

9. City of Kalgoorlie-Boulder 26. Shire of Katanning * 

10. City of Melville 27. Shire of Merredin 

11. City of Perth 28. Shire of Mundaring 

12. City of Rockingham 29. Shire of Northam 

13. City of South Perth 30. Shire of Serpentine Jarrahdale 

14. City of Subiaco * 31. Town of Cambridge * 

15. City of Swan 32. Town of Mosman Park 

16. City of Wanneroo 33. Town of Victoria Park 

17. Shire of Augusta-Margaret River 

'i7 

c)' QueenslandA 

1. Whitsunday Regional Council 

Australian Capital Territory /\ 

1. Australian Capital Territory 

" included in overall NSW calculations 
* not included in survey population 
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Contacts 

The LG Performance Excellence Program FY18 is produced in conjunction with Local Government Professionals Australia, NSW and 
the results are analysed by PwC. 

Annalisa Haskell 
CEO - LG Professionals Australia, NSW 
+61 (2) 8297 1209 
annalisa.haskell@lgprofessionals.com.au 

Taryn SeA1:on 
CEO - LG Professionals Australia, SA 
+61 (8) 8291 7991 
executive@lgprofessionalssa.org.au 

Karen Thomas 
Chief Executive - NZ Society of Local 
Government Managers (SOLGM) 
+64 (4) 978 1282 
karen.thomas@solgm.org.nz 

Candy Choo 
CEO - LG Professionals Australia, WA 
+61 (8) 9271 1136 
candy@lgprofessionals1,,a .org.au 
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Headcount includes permanent and fixed term contract employees based on your submitted HR extract. Casual employees 
are excluded. We calculate headcount at two points in the financial year, 1 July for opening headcount and 30 June for 
closing headcount 

Full time equivalents (FfE) 

FfE includes permanent, fixed term contract employees and casuals based on your submitted HR extract.We calculate FfE 
at two points in the financial year, 1 July for opening FfE and 30 June for closing FfE. 

Calculating headcount or FfE at 1 July 2017 

Headcount or FfE employees with the following criteria are included: 

Start date on or before 1 July 2017 

- An FfE status greater than zero at 1 July 2017 (FfEs of zero or blank are NOT included) 

Headcount or FfE employees with the following are excluded: 

A termination date before l July 2017 

Calculating headcount of FfE at 30 June 2018 

Headcount of FfE employees with the following criteria are included: 

- Start date on or before 30 June 2018 

- An FfE status greater than zero at 30 June 2018 (FfEs of zero or blank are NOT included) 

Headcount or FfE employees with the following are excluded: 

- A termination date before 30 June 2018 

Calculating Service area FfE 

The calculation for FfE by service area is made up of two components: 

1. The sum of all closing FfE at 30 June for permanent and fixed term contract staff where no casual hours were worked 
during the year 

2. If casual hours were worked during the year, we ignore the closing FfE value for those staff and instead sum those casual 
hours worked in a particular service area throughout the financial year and convert into an FfE value by using a 38 hour 
week. This reflects the seasonal nature of some service areas eg. pools, beach control. 
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