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Executive Summary 
 

Hunters Hill is located approximately 7 kilometres from the Sydney GPO.  It is the 

smallest local government area in Metropolitan Sydney, as well as one of the oldest 

European-settled areas on the north side of the harbour.  Hunters Hill is recognised 

as Australia’s oldest garden suburb. 

 

The Municipality covers an area of 6 square kilometres, including many parks and 
reserves.  It contains part of Gladesville and whole of the suburbs of Henley, Hunters 
Hill, Huntleys Cove, Huntleys Point and Woolwich. 
 

As a result of extensive employee and community consultation, Council has developed 

a long term plan which outlines a vision for Hunters Hill Council and our local 

community. 

 

In 2030, Hunters Hill will be an accessible, sustainable and prosperous 

Municipality. We will enjoy many lifestyle assets – from the bushland, to harbor 

foreshore access, its vibrant local villages and unique heritage. The area will 

exude beauty, both on and off the streets and bring great value and satisfaction 

to residents and the wider community. We will be a connected and inclusive 

community that values resourcefulness and sound environmental conservation 

practices.  

 

 

To support this vision, a ten (10) year Community Strategic Plan has been established 

which covers a range of strategies over a number of key areas. 

 

To ensure Council achieves the goals set out in the Community Strategic Plan, it has 

developed a two year Delivery Program which articulates Council’s plans up to 2020.   
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In planning for our community’s future, Hunter’s Hill Council has developed an 

overarching Resourcing Strategy which describes how Council will be resourced over 

the next ten (10) years.   

 

As part of the Resourcing Strategy, Council has developed a Workforce Plan which 

identifies key strategies designed to attract and develop talented people.  The 

delivery of service to our community is dependent on having adequate numbers of 

skilled staff capable of meeting the strategic objectives of our Council.  This will 

mean that we will need to invest in our staff, developing their skills and capabilities to 

ensure high levels of performance. 

 

In order to achieve our Delivery and Operational plans we need to ensure we have a 

diverse workforce that is skilled, innovative, harmonious and flexible.  We have 

established clear guidelines and values to promote good working relationships.  We 

encourage staff to be respectful and cooperative in order to drive this organisation 

forward.  The health and wellbeing of our workforce, both physically and mentally will 

also be a focus of the Workforce Plan with strategies addressing workplace culture. 

 

Council’s Workforce Management Plan (WMP) is a 2 year strategic view of the issues 

and strategies that will guide our workforce management over the life of the Delivery 

Program 2018-2020. It takes into account best practices within the human resources 

field, the external and internal environments, the operational requirements of Council 

and the desired goals of the community as expressed in the Community Strategic 

Plan. 

 

The key areas of focus in the Workforce Management Plan are: 

 

 Attracting and Retaining Talent: Having a diverse workforce with the right 

skills, knowledge and  behaviours to ensure delivery of Council’s strategic and 

operational programs 

 Investing in the Capabilities of Our People: Developing the required 

capabilities of our people to ensure they can contribute at a high level of 

performance 

 Planning For Our Future Workforce Needs: Implementing workforce 

planning processes that identify future workforce needs and put strategies in 

place to address them 

 Facilitating a culture guided by our HEART values: Encouraging 

cooperation, respect, innovation, wellbeing.  Council will continue to build a 

workplace culture that ensures all employees act in accordance with the 

Council’s values at all times. 
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Introduction 
 

What is workforce planning? 

 

Workforce planning is about predicting future labour needs.  This requires a detailed 

understanding of the composition of the current workforce, consideration of future 

workforce needs and the type and size of the workforce required to meet them. 

 

The key elements of workforce planning include: 

 

 Workforce analysis 

 Needs forecast  

 Gap analysis 

 Development of implementation strategies and action plans 

 Monitoring and evaluation 

 

Labour market supply and demand factors, skill shortage areas, staff retention, work 

and family considerations, the ageing nature of the workforce, and equity and diversity 

are some of the issues that have an influence on the workforce management plan. 

 

Why is workforce planning important to Hunters Hill Council? 

 

Workforce planning helps Council to identify and anticipate issues early.  This will 

ensure Council avoids disruptions and unexpected costs. 

 

Critical roles have been identified as well as any shortage of talent within the 

organisation to fill these roles.  Workforce planning can assist in retaining critical 

employees.   

 

A broad analysis has been conducted to identify positions that would be hard to fill if 

an employee left, damaging Council’s progress toward its goals.  Council has 

developed action plans to help mitigate against such losses. 

 

Workforce planning aligns the strategic and business planning process with hiring 

and retention planning.  Once appropriate staffing levels and skill requirements are 

determined a review can be undertaken to identify skills gaps. This then informs 

Council’s learning and development program. By aligning Council’s strategic and 

operational goals with our workforce needs, budgeting processes become effective. 

 

 

 

 

What is the aim of the Hunters Hill Council Workforce Plan? 
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 It is necessary for Council to have the right people in our employ so that we can 

develop innovative approaches to complex issues and deliver appropriate services 

effectively and efficiently. The right workforce is a critical element of delivering each of 

Council’s plans. 

 

To deliver our vast range of services we require a diverse workforce with varied skills, 

qualifications and experience.  These include specialist professionals such as 

engineers, town planners as well as corporate support staff and employees 

responsible for maintaining our area and promoting community wellbeing.  Managing 

such a diverse workforce can be complex and challenging requiring more resources 

(both financial and non-financial) than less complex organisations. 

 

The focus of our Workforce Plan is to identify and implement strategies which ensure 

the retention of high performing employees as well as attracting new employees to 

ensure we have the right number of people, with the right skills in the right jobs at the 

right time, now and in the future.  
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LG NSW Local Government sector workforce context 
 

 

The NSW Local Government sector is a provider of local services, and increasingly is 

becoming the principal provider of government services to local communities on behalf 

of State, Territory, and Commonwealth governments.  Without effective local 

governments, local economies and communities struggle to operate, especially in 

regional Australia.  Accordingly, councils are often significant local employers which 

require a diverse workforce that encompasses a wide variety of job types1 

 

There are approximately 45,000 FTE (full time equivalent) staff working in the NSW 

local government sector.  NSW councils are diverse in geographical size, population 

and cultural mix, rates of growth and functions performed. Many are significant local 

employers, offering jobs in a wide range of occupations. Yet most councils face 

similar workforce challenges as they compete for labour drawn from within and 

outside their local areas2. 

 

Research undertaken with NSW councils in November 2015, has shown the greatest 

challenges facing councils in developing their workforce for the future are as follows 

(in descending order): 

 
1. Ageing workforce 

2. Uncertainty as regarding possible future local government reforms 

3. Skills shortages in many professional areas 

4. Limitations in leadership capability 

5. Gender imbalance in senior roles 

6. Lack of skills and experience in workforce planning 

7. Lack of workforce trend data 

8. Difficulty in recruiting staff 

9. Resistance to more flexible work practices 

10. Lack of cultural diversity3 
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National Local Government Workforce Strategy 2013-2020 
 

In recognition of the abovementioned challenges, the National Local Government 

Workforce Strategy 2013-2020 was prepared by Local Government Managers 

Australia (now referred to as LG Professionals Australia) on behalf of the Australian 

Centre of Excellence for Local Government (ACELG). The strategy established a 

framework to address skill shortages and enhance the capability and professionalism 

of the local government workforce. 

 

The strategy was designed to provide a consistent approach to local government 

workforce development to support a rigorous and long-term approach to retaining, 

attracting and developing a skilled, committed and inclusive workforce which will 

enable local government to be more sustainable and capable partners of state 

and federal government in advancing the quality of life of their communities. 

 
The key themes of the strategy are4: 
 

1. Improving workforce planning and development 
2. Promoting Local Government as a place-based employer 
3. Retaining and attracting a diverse workforce 
4. Creating a contemporary workplace 
5. Investing in skills 
6. Improving productivity and leveraging technology 
7. Maximising management and leadership 
8. Implementation and collaboration 

 
 

NSW Local Government Workforce Strategy 2016-2020 
 

Since the development of the National Local Government Workforce Strategy 2013-

2020 the need for a NSW Local Government Workforce Strategy was identified as a 

key priority by the NSW Independent Local Government Review Panel who 

acknowledged the importance of attraction, retention and talent management of staff 

and the need for the sector to have quality leadership and management programs.  

The Panel recommended that a NSW Local Government Workforce Strategy be 

developed in conjunction with key stakeholders. 

 

The strategy adopts the eight strategic themes of the National Workforce Strategy 

2013-2020 and sets the direction for a range of initiatives and projects to address the 

workforce challenges facing local government in NSW over the next four years. 

 
 
1 http://apo.org.au/files/Resource/future_proofing_local_government_2013-2020.pdf 
2 http://www.lgnsw.org.au/files/imce-uploads/127/nsw-local-government-workforce-strategy-2016-
2020.pdf 
3 http://www.lgnsw.org.au/files/imce-uploads/127/nsw-local-government-workforce-strategy-2016-
2020.pdf 
4 http://apo.org.au/files/Resource/future_proofing_local_government_2013-2020.pdf 

 

http://apo.org.au/files/Resource/future_proofing_local_government_2013-2020.pdf
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Hunters Hill Council - Local Government Area Analysis 
 

 

With a current population of 14,591, Hunters Hill Council is the smallest local 

government in the NSW metropolitan area.  That being said, it is a relatively affluent 

area with a well educated labour force. Our residents enjoy relatively high average 

incomes compared to Sydney, state and national averages. 

 

Unemployment rates remain low in the Northern Sydney Region and in Hunter’s Hill; 

historically these rates track lower than the state and national rates.  

 

Where do our workers come from? 

Understanding where workers come from is important information for Local 

Government. It assists in planning and advocacy for roads and public transport 

provision. It also helps to clarify the economic and employment drivers across areas 

and assists in understanding the degree of employment self containment within a 

local government area. This data is a part of the ‘journey to work’ data set.  

 

Residential(a) location of workers in 

Hunters Hill Council, 2017 

  Number Percent (%) 

Live and 

work 

within the 

Hunters Hill 

Municipality 

966 25.9 

Live 

outside, 

but work 

within the 

Hunters Hill 

Municipality 

2,762 74.1 

Total 

workers in 

the Hunters 

Hill 

Municipality 

3,728 100.0 

Source: Australian Bureau of Statistics 
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 (a) 'Residential' refers to place of enumeration on 

Census night. 

 
 

Current profile of Hunter’s Hill Council Workforce (as at May 2018) 
 

 
 

 
 
 
 
Hunter’s Hill Council recognises that a skilled, effective and motivated workforce is 
essential to the delivery of high quality services to the community and the activities in 
working towards delivering its commitments in our Community Strategic Plan. 
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Our Workforce Planning Framework 
 

Our Workforce Plan is underpinned by the Workforce Planning cycle. This is pictured 

and described in more detail below: 

 
 

The key steps are: 

 

1. Workforce Analysis: Establishing the profile of our existing workforce. This 

analysis includes a snapshot of national workforce trends as well as a profile of our 

own workforce. 

 

2. Forecast Future Needs: Establishing the future profile of our workforce based on 

the business direction over the mid to long term. This involves identifying changes to 

the service delivery requirements of our organisation, tying in closely to our 2020 

Strategic Plan. 

 

3. Gap Analysis: Understanding the gap between our existing workforce and the 

future profile of our workforce. This step involves using the results of workforce 

analysis (step 1) and forecasting (step 2) to identify current and future gaps between 

the demand for services and the supply of labour to meet those demands. 

 

4. Develop Strategies and Action Plans: Establishing strategies to develop the skills 

internally to match the future needs and where applicable source the skills externally 

and overcome any constraints. This involves the planning and design of specific 

programs and projects that will enable us to develop and maintain a workforce capable 

of delivering our 2020 Strategic Plan.  

 

5. Implement Strategies: This is the delivery of the specific programs and projects 

required to develop and maintain the capability and capacity of our workforce. The 
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implementation of these strategies is integrated into the broader business planning 

and operational management activities of our organisation. 

 

6. Monitor and review the application of the strategies. This step is conducted to 

determine the effectiveness, efficiency and appropriateness of the workforce planning 

strategies and activities. Performance information is required to determine the impact 

of workforce planning on the overall achievement of organisational objectives and our 

2020 Strategic Plan. This will be an ongoing process once the strategies have been 

implemented. 

 

How Does the Workforce Plan Relate to Council’s Other Strategic 
Documents? 
 

Hunter’s Hill Council 2018 Community Strategic Plan 

 

The Council’s 2018 Community Strategic Plan is the highest level plan that Council 

has prepared. The purpose of the Plan is to identify the community’s main priorities 

and aspirations for the future and to plan strategies for achieving these goals. In doing 

this, the planning process will consider the issues and pressures that may affect the 

community and the level of resources that will realistically be available to achieve its 

aims and aspirations.  

 

The Hunters Hill community created a strategic planning framework to ensure the 

integration of sustainability into the future direction and planning for Hunters Hill. This 

framework outlines five interlinked and interdependent key directions: 

 

 

1. Leadership and governance 
2. Manage and preserve our environment 
3. Making getting around easier 
4. Maintain character and manage growth planning 
5. Focus on the community 
 

Resourcing Strategy  

The 2018 Community Strategic Plan provides a vehicle for expressing long-term 

community aspirations. However, these will not be achieved without sufficient 

resources – time, money, assets and people – to actually carry them out.  

 

The Resourcing Strategy consists of three components:  

  

 Long Term Financial Planning  

 Workforce Management Planning  

 Asset Management Planning.  
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The Resourcing Strategy is the point where Council assists the community by sorting 

out who is responsible for what, in terms of the issues identified in the 2030 Community 

Strategic Plan. Some issues will clearly be the responsibility of Council, some will be 

the responsibility of other levels of government and some will rely on input from 

community groups or individuals. The Resourcing Strategy focuses in detail on matters 

that are the responsibility of the Council and looks generally at matters that are the 

responsibility of others. 

 

 
Delivery Program & Operational Plan  

This is the point where the community’s strategic goals are systematically translated 

into actions. These are the principal activities to be undertaken by the Council to 

implement the strategies established by the Community Strategic Plan within the 

resources available under the Resourcing Strategy.  

 

The Delivery Program is a statement of commitment to the community from each newly 

elected council. In preparing the program, Council is accounting for its stewardship of 

the community’s long-term goals, outlining what it intends to do towards achieving 

these goals during its term of office and what its priorities will be.  

 

Supporting the Delivery Program is an annual Operational Plan. It spells out the 

details of the Program – the individual projects and activities that will be undertaken 

each year to achieve the commitments made in the Delivery Program. 

 

   

Community 
Engagement

Community 
Strategic Plan 

(10 yrs +)

Resourcing 
Strategy & 

other plans, 
e.g. Cultural 

PLan

Delivery 
Program 

(4yrs)

Operational 
Plan (1yr)

Annual 
Report



14 
 

Council Services 
 
There are many services all councils must provide in accordance with the 

requirements of the Local Government Act and other relevant legislation.  These 

services include development assessment, community services, companion animal’s 

management and road infrastructure.  Other services are discretionary and are 

provided by decision of each council in response to the needs of the community. 

 

In carrying out its functions, Council has a range of roles including: 

 

 Civic leadership 

 Service provision 

 Regulation 

 Advocacy 

 Facilitation 

 Education  

 

Hunter’s Hill Council’s roles extend beyond the direct provision of services to 

advocating for an equitable allocation of resources from the state and federal 

governments and demonstrating, as a leader, its journey toward a more sustainable 

community. 

 

Despite its size, Council undertakes a wide range of functions and activities to 

deliver services and provide facilities required by our community.  These functions 

have been categorised into service areas, provided by Council to help deliver the 

community outcomes contained in our CSP and delivery program. 

 

 

What does Hunter’s Hill Council do and how do we do it? 
 

Planning & monitoring 

Hunter’s Hill Council sets the overall direction for the local government area (LGA) through 
long-term planning. Examples include council plans, financial plans, strategic 
statements and other strategic plans such as the Integrated and Reporting Framework 
(IP&R). Setting the vision, and then ensuring that it is achieved, is one of the most important 
roles of local government. 

Service delivery 

Council is responsible for managing and delivering a range of services to the community, 
such as public health and recreational facilities, local road maintenance and services, events 
and other programs. 

Lawmaking & enforcement 

Council abides by legislation to make decisions in areas over which it has 
legislative authority. Local laws are not allowed to replicate or be inconsistent with State and 
Federal laws or the operative planning scheme. 
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The laws made by Hunter’s Hill Council through LEPs, DCPs, etc. are called local laws and 
cover issues such as the activities permitted on public land, animal management, and use of 
infrastructure. 

Policy development 

The services and activities of Hunter’s Hill Council are guided by policies. Developing and 
implementing these policies are key functions. 

Representation 

Council often represents its local community on matters of concern to those constituents. 

Advocacy 

Hunter’s Hill Council has a role in advocating on behalf of its residents to State and Federal 
levels of government, statutory authorities and other sectors. 
 
 

What does Hunter’s Hill Council manage, or have an 
interest in? (A snapshot) 
 

 6 suburbs 

 33 hectares of bushland 

 2 major roads (Victoria and Burns Bay Roads) 

 70 kilometers of road network 

 2km of regional roads 

 87km of footpaths and cycleways 

 109km of kerb and gutter 

 515 heritage items 

 7 heritage conservation areas (70% of the local government area) 

 19 community buildings 

 10 playgrounds 

 3 ferry wharfs 

 2 bridges 

 6 aged care facilities 

 1 hospital 

 3 village areas 

 1 major commercial area 

 100+ bushcare volunteers 

 200 plant species 

 80 bird species 

 3 primary schools 

 4 high schools 

 5 childcare centres 

 5 playgroup centres 
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Council’s workforce profile 
 
The review and analysis of our workforce profile is important as it provides a snapshot 

of our workforce.  This snapshot includes ages, tenure, gender etc.  The snapshot 

review should be assessed on a regular basis to monitor noteworthy trends such as 

workforce aging, gender imbalance and the like.  It also informs the skills and profile 

analysis. 

 

The Hunter’s Hill Council Workforce Action Plan provided in the Appendix 1 to this 

document indicates how we will address these key aspects of our workforce.  

 
 
Full Time Equivalent (FTE) 
 
Hunter's Hill Council is the smallest council in the NSW Metropolitan area and currently 
employs 60 staff.   
 
Our workforce consists of permanent, temporary and casual staff and this 

combination contributes to not only commitment and loyalty but also allows flexibility 

in responding to the needs of our community.  

To ensure that we meet the demands of the CSP the following resources have been 

included in the financial plan: 

 Asset Management Engineer – full-time 

 Social Media Officer – full-time 

 Workers Compensation 

 Aged and Disability Coordinator (3 days per week) 

 Sustainability Officer (2 days per week) 

 Rates/Finance Officer – full-time 

 Landscape Officer  - full-time 

 Traffic Engineer – part-time 

 Governance Administration Manager  - full-time 

 Property/commercial management – part-time 

There has been an increase in employee wages of 2.5%, in line with the Local 

Government (State) Award 2017.  It has also been factored that Council should 

ensure salaries and wages are aligned to market value to assist in the employment 

and retention of key staff. 

Council has implemented a performance based scheme that provides a bonus of a 

maximum of 2% of an employee’s annual salary which needs to be earned each 

year.  Please see appendix. 

 As indicated above, approximately 90% of our staff are employed on a permanent 

basis and 10% are employed on a temporary / casual basis. One quarter of all 
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permanent staff are employed on a part time basis indicating that flexible work 

arrangements are utilised by Council. 

 

Employee Leave Entitlements 
 

Employee Leave Entitlements are assumed to increase at the same rate as salaries 
and wages. 
 
 

Gender Profile 
Currently the ratio of female to male staff is almost equal, with 49.5% of our 

workforce female, and 50.5% male. This demonstrates a good mix of diversity in our 

workforce. Further, it should be noted that this ratio closely matches the gender 

profile of the community which we serve. 

 
Age 
As at June 2014, 52% of our employees are aged 50 years or over (source Hunters 
Hill Council Payroll System).  This brings financial and social implications for the 
workplace.  In addition, corporate knowledge retention requires a planned approach 
over the next ten-year period. 
 

The average age of females is 44 while the average age of males is 48. 

Our permanent workforce is spread across all age ranges, as outlined below: 

 

Age Bracket Number of Staff 

Under 25 yrs 1 

25 – 34 yrs 3 

35 – 44 yrs 16 

45 – 49 yrs 11 

50 – 54 yrs 8 

55 – 59 yrs 11 

60 above 8 

 

This demographic profile impacts on the internal labour supply in several ways, 

particularly in relation to a diminishing supply of younger employees and the ageing 

workforce.  Obviously there is a high attrition rate associated with older workers, 

especially as they approach retirement age. As the baby-boomer generation 

continues to exit the workforce, the Australian labour market of the next 20 years has 

already been born and it is short on both numbers and skills.  The pressure to boost 

workforce participation and global competition for talent are having an impact across 

most employment markets. 
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Council also has good representation of staff in the mid-career age brackets, 

particularly women returning to work after having children which supports the 

strategies in Hunter's Hill Council’s EEO Plan. 

Younger workers are critical to a sustainable Council.  Attracting and retaining 
women is also critical to a sustainable council serving a population made up of males 
and females.  Programs targeted to ensuring a diverse workforce are outlined in 
Council’s EEO Plan. 

 
 
Occupations 
Council employs staff across a range of occupational groups, including various 

professional, technical, operational and administrative positions.  

According to a recent Workforce Planning Survey issued to Managers, many 

consider that a large proportion of positions across their areas of delegation are 

critical to the ongoing success of Council operations. This means that we must, 

where possible, ensure that we have the right skills and capabilities available at any 

time to fulfil these positions. 

 
Length of Service 
Linked to the concept of an ageing workforce is length of service.  The length of 
service for the Council’s staff is low compared to most councils.  This is likely to be 
the result of the size of Council and staff outgrowing roles with only limited career 
paths. 

 
Skills Shortage  
Maintaining relevant and required skills is essential to the ongoing effectiveness and 
performance of the organisation in serving the Hunters Hill community.    
 
Results from a skills audit in 2017 indicated there were gaps in knowledge across the 
organisation.  This included skills in project management (depot supervisors) 
management (supervisory staff) and leadership (group managers).  In addition, a world 
wide shortage of qualified and experienced Town Planners, Engineers and Building 
Surveyors has been identified and is negatively affecting Council by:   
 

 High recruitment costs due to turnover and shortage of applicants 
 Cost of training staff and high turnover 
 Low skill base 

 
The skills shortage is due to a number of factors including: 
 

 A reduction of number of students entering the relevant fields of study 
 A reduction of courses available at tertiary institutions 
 Development of in a private certification industry, increasing competition for 

staff 
 Increase of complexity of the planning and development / building 

assessment systems 
 Superior salary packages from other councils and agencies 
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The Council’s skills shortage is a critical issue that if left unaddressed will put at risk 
the organisation achieving its objectives.  Support for initiatives to address the skills 
shortage will need to continue. 

 
Turnover 
Staff turnover for the Council is keeping with local government industry rates.  
Council’s turnover rate was 5% for the 1 July 2017 to 30 June 2018 period.   
 
At a senior management level the turnover has been 1% over the past 10 years.  
The Council is not losing office or depot staff at a rate that is of concern.  
 
Attraction and Retention Capacity of Council 
Attracting the right people with the right skills is an important issue for the 
organisation.  Maintaining market competitiveness is essential to ensuring we have 
the right people with the right skills at the right time.  Council’s size and geographic 
location increases the competition for skilled employees.  Maintaining market 
competitiveness will have an impact on employment costs, through salary packages 
that reflect market rates and include market recognised incentives such as motor 
vehicles, flexible work practices and learning and development issues. 
 
It has been identified through the Local Government NSW Remuneration Report 
2017-2018 that several of our critical senior roles are currently below the market 
average. 
 
This issue will need to be addressed in order to retain and attract the right staff.  Our 
goals is to ensure Council has the right skill set and talent to ensure innovation in our 
workplace. 

 
Increase Reliance on External Contractors 
The reliance on short-term contractors and casuals is likely to increase as it 
represents a more flexible work option for areas to deliver on required services within 
constrained employment budgets.   
 
The positive result of this is the quick implementation of expertise into delivering a 
project, without long-term employment costs.  The negatives include lack of skill 
development of existing staff which has a negative impact though reduction of 
ongoing human resources capability.   

 
Service Planning – culture change required for integrating the focus and 
purpose of the business 
The need for greater integration of the business though service planning has been 
reinforced during the community engagement process.  The process has 
emphasised the necessity for an organisational culture that reinforces common goals 
and cross functional cooperation.  In meeting the reform’s requirements, 
considerable progress has been made in creating a cross-functional culture between 
Finance, Assets, Human Resources, Sustainability, Corporate Strategy and 
Community Services.  The need for integrated service planning is further reinforced 
as the business addresses its financial and asset challenges while continuing to 
provide satisfactory and affordable service levels to meet community expectations. 
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Initial planning sessions has emphasised the need for a cross functional culture in 
which better integration of business systems provides the best information to 
decision makers quickly and efficiently.  Such systems integration has the potential 
to increase the quality and availability of integrated business data and avoid much of 
the costly duplication of staff time and effort.  
 
 Workers Compensation 
Currently Workers Compensation claims are low at Hunter's Hill Council.  However 
with an ageing workforce, Workers Compensation premium increase is increasingly a 
risk exposure for the Council.  A cultural change is required including increased 
accountability across Council and management skill development in this area.  
 
The premium for workers compensation is based on claims history and the total wages 
bill.  The assumption is that there is no large increase due to claims history but that 
wages and salary increases would apply. 

 

 
 

Changes in Legislation for Accreditation 
Recent proposed changes to the accreditation process for Building Surveyors means 
that appropriate accreditation through training will be required and will have an 
impact on employment costs. 
 
The new accreditation requirements will also impact our market competitiveness, 
with the reduction in advantages for working with council as opposed to private 
practice.  An impact on our employment costs and staff retention, in this already 
difficult to recruit for area, can be expected.  
 
This is a significant issue for a key professional group within Council which already 
has been identified as a critical skills shortage area. 
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Superannuation  
 
To help grow Australian workers' savings for retirement, the compulsory 
superannuation guarantee rate will gradually increase from 9% to 12% commencing 
on 1 July 2013.   The superannuation guarantee rate increases to 12%, as shown in 
the table below. 

Year Rate 

2012-2013 9.00% 
 

2013-2014 9.25% 
 

2014-2015 9.50% 
 

2015-2016 9.50% 
 

2016-2017 9.50% 
 

2017-2018 9.50% 
 

2018-2019 9.50% 
 

2019-2020 9.50% 
 

2020-2021 9.50% 
 

2021-2022 10.0% 
 

2022-2023 10.5% 
 

2023-2024 11.0% 
 

2024-2025 11.5% 
 

2025-2026 12.0% 
 

 
 
 
Changes in service levels in response to community priorities 
Council has undertaken, and continues to undertake, significant community 
engagement to determine residents’ priorities in relation to services and service levels.  
A challenge for Council is to deliver affordable services at levels the community 
considers are satisfactory, and which are supported by sustainable financial, asset 
and human resources planning.  In response to required changes in services, Council 
must ensure that analysis is conducted to determine the impact on the organisation, 
budget and asset implications. 
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Our Future Workforce   
 
 

Managing critical positions 
 
Critical roles can vary between difference organisations, and may include a mix of 
senior and junior level roles.  Critical roles are those that: 
 

 Are key, or may become a key to the functions of the organisation 

 Have had a high number of vacancies and/or vacancies that have been difficult 
to fill due to labour market tensions 

 Have an impact on the organisation’s business outcomes if left vacant (for 
example capacity to meet CSP objectives) 

 Require a long lead time to develop the required skills 

 Have the largest number of staff (that is, critical mass) 

 Have niche or specialised skills that have little redundancy within the 
organisation 

 
Council has identified the following critical roles within Council – due to various 
factors, listed below: 
 

 General Manager – retirement 

 Community Services Manager – retirement 

 Rates Officer – niche market 

 Asset Management Engineer – specialised  

 Group Manager Development and Regulatory Control – labour market 
tensions 

 Environmental Health – labour market tensions 

 Strategic Planner – labour market tensions 

 Town Planners – labour market tensions 

 Human Resources Manager – loss of corporate knowledge (including staff 
information, workers compensation and WHS) and no successor available. 
The management of the Workforce Plan (and subsidiary HR/Training/EEO 
plans) to ensure we have the right resources to meet our strategic, legal 
and operational requirements. 

 
Council has developed a range of strategies to attract talent to fill these positions 
and retain other critical roles on our list. 
 
This strategy includes, but is not limited to: 
 

 A review of our remuneration strategy 

 Development of succession plans 

 Revision of learning and development approaches 

 Cross training and higher duties  
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The identification of these roles is a fluid not fixed concept that will change as Council’s 

business strategy changes. 

 

Critical positions significantly affect key performance measures such as revenue, 

costs and quality or customer engagement or are critically important to business 

strategy.  Absences of qualified workers for critical positions can have devastating 

results because of how tightly coupled these positions are to business strategy. 

 

An ageing population will mean greater competition for competent staff in these roles.  

Whilst Council has had a low turnover over the past five years, it is predicted that 

Council will experience a high turnover in positions that are pivotal to growth.  We can 

expect it to take longer to fill these types of positions.  It is important that we do not 

relax our standards in relation to these roles to ensure they are filled with high 

performing individuals.  
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Analysis of critical roles and workplace priorities 
 
Job critical roles have the following characteristics: 
 

High risk High risk roles are those where the making of a 
mistake may result in severe or catastrophic 
repercussions 
 

Legal qualification 
requirements 

There are positions within Council that require 
appropriately qualified staff and without them Council 
would be in breach of licensing or legislative conditions 
 

Disproportionate 
influence 

The role may have a disproportionate impact on 
business outcomes such as reducing costs, increasing 
revenue, and innovation with the development of new 
techniques. 
 

 
 
Persons holding critical roles possess skills and knowledge that are valuable, unique 

or both valuable and unique.  Persons with valuable  skills and knowledge reduce 

costs, increase revenue, contribute to innovation or enhance internal efficiency.  

Unique skills and knowledge are those that are unique to local government or this 

specific area.  They are skills and knowledge that are unlikely to be found in the 

open market and are likely to be hard to replace. 

 

Valuable and unique skills need to be nurtured over time, given that they take some 

time to acquire or develop.  Council will need to identify these roles and invest in the 

education, training and development of these skills.  This means that a higher cost 

comes with maintaining these positions.  The investment in these critical roles may 

take the form of:  

 

 In-house training 

 Job rotation 

 Coaching and mentoring 

 Specific external training 

 

Other top priories that we will need to address include: 

 

 Managing an ageing workforce 

 Skills shortages 

 Work/life balance expectations 

 Workforce diversity 

 Technological change 
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 Analysis of workforce challenges 
 
 

Ageing population and workforce 

 

External Context 

Over the next few years, the Australian economy will continue to be impacted by global 

developments.  Australia will need to respond to demographic change, particularly the 

ageing of the population and the challenges presented for raising productivity and 

achieving continued growth in living standards.  Organisations, individuals and 

governments will also be impacted by the rapid pace of technological change, as well 

as the challenge of environmental sustainability.  These trends present both 

challenges and opportunities. 

 

Consistent with global trends, Hunter’s Hill Council will be impacted by the pressure 

from our community to provide superior customer services.  An ageing population will 

result in a greater need for services such as aged care and disability.  Furthermore 

improvements in sustainability, and better use of technology, are also likely to continue 

to rise.  For Council this means heightened expectations from the public resulting in 

the needs for continuous engagement and communication. 

 

With the knowledge that overall, the Australian population is ageing and our workforce 

is shrinking due to declining birth rates, these demographic changes present 

significant long-term implications for the Australian economy and will also have an 

impact on our organisation. 

 

Internal Context 

The changing age profile of the Australian population is important to us for two 

reasons: 

 

a.  Firstly, the age profile is one factor that determines our services. An ageing 
population will be a key driver of the type and mix of services supplied by us to our 
community. 

 

b.  Secondly, the ageing of the population is likely to directly influence the potential 
pool of employees available to us. Our current workforce encompasses a range of 
occupations that require a variety of skills and experience. This places us in a 
vulnerable position if employees were to retire over a short period of time, as the 
current skills may be difficult to replace. 

 

 

Within these broad trends are several challenges. Firstly, considering the relative 

reduction in size of the overall labour force and the proportion of the population aged 

over 65, it is essential that we are able to maintain or improve our relative 
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attractiveness as an employer. Secondly, it is imperative that our retention rates are 

maximised across council. 

 

To deal with these demands this plan looks at the most effective and efficient means 

of having the right people with the right skills undertaking the right tasks. Our plan aims 

to facilitate recruitment in areas of known shortages and at the same time put in place 

strategies to retain existing staff. In this way our Workforce Plan is engaged at all levels 

of the supply of workers. It also aims to influence how our workforce is educated, 

trained and developed into the future. 

 

An ageing population means an ageing workforce which can translate into more staff 

taking more long service leave and higher levels of staff turnover.  The impact of this 

can mean loss of corporate knowledge and skills resulting in disruption to service.   

 

Managing an ageing workforce 

 

Hunter’s Hill Council will need to meet these increasing expectations and deliver its 

outputs in a resource-constrained environment.  In this context, Council will be 

required to continue to find efficiencies.  Workforce decisions made over the next 

four years will have a critical impact on Council’s capability and capacity in future 

years. 

 

A range of trends have contributed to the composition of the current workforce over 

the last few years. 

 

 The proportion of staff aged 45 years and over has grown over the last 

decade resulting in an aging population. 

 A reduction of younger workers being attracted to the Local Government 

industry as a whole. 

 Council’s recruitment strategies as outlined in the EEO plan has meant that 

the proportion of women in the workforce has increased over the past decade.  

However, due to restricted opportunities, the proportion of women at senior 

levels in the organisation remains the same. 

 Council’s Workplace Flexibility program has resulted in a significant increase 

in part-time employment but is much more prevalent amongst female staff. 

 Graduate/traineeship recruitment has become increasingly important in order 

to have the appropriate generational mix in the workplace. 

 

 

Despite the challenges facing Council, and the Local Government industry, the 

following positive factors have been identified: 

 

 Council has a good mix of skills and capabilities which allows the organisation 

to consistently produce excellent outputs 
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 Council has been recognised for its excellence by attaining several industry 

awards – most recently Excellence in Strategic Planning 2016 and finalist for 

two Environment awards in 2017. 

 Council has in place a performance review and development system which is 

aligned to Council’s strategic objectives and feeds into staff development 

plans.  This program has won several industry awards. 

 Managers have identified staff who have the potential to fill critical positions in 

the future (provided their Development Plan identifies specific qualifications 

are acquired and further training is undertaken) 

 Due to the variety of work and multi-skilling opportunities, Council has 

provided employees with a variety of skills, knowledge and capabilities which 

has resulted in many past and current employees excel in the industry. 

 

The Workforce Plan provides a framework for aligning decisions about human 

resources (such as recruitment, development, internal deployment etc.) with the 

strategies and objectives outlined in our 2018 Community Strategic Plan. It is a key 

element of our Resourcing Strategy both being informed by and informing our Long 

Term Financial Planning (overall Employee Benefits and On-Costs) and our Asset 

Management Planning in terms of the skills required now and into the future to 

sustainably manage the portfolio. 

 

The Plan sets out the issues, evidence and strategies required to deliver a sustainable 

Hunter’s Hill Council workforce, capable of maintaining high quality services to our 

community over the next 4 years. We have set targets and develop strategies to 

facilitate recruitment in areas of known shortages and at the same time put in place 

strategies to retain existing staff.  

 

Our Plan also aims to influence how our workforce is educated, trained and developed 

into the future, aligning what we said we would do in the 2020 Strategic Plan with the 

right people to ensure the job gets done. 

 

Strategy 1 

It is important that we have in place effective programs to ensure the transition of 

skills and experience to a broad range of positions to minimise the loss of corporate 

knowledge when older staff retire. 
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Differing needs of a multigenerational workforce 

Council has three generations currently engaged in the workforce: the baby 

boomers, generation X and generation Y.  

Each generation has unique traits which define them and influence their attitudes 

and expectations regarding work.  For example, external studies show that 

generation X and Y are defined by an increased grasp on technology, mobility and 

an idealology that seeks a balance in life. Baby boomers on the other hand have a 

deep knowledge base, are fiercely loyal and have traditionally worked longer hours.  

The staff opinion survey provided further information on the attitudes and 

expectations of our existing workforce.  Regardless, varying attitudes and 

expectations towards work directly impacts on the types of attraction and retention 

strategies that should be adopted by Council. 

Further, results of our ‘Future Work Plans’ survey indicated that a large proportion of 

our employees aged over 50 years may be interested in accessing flexible work 

arrangements leading in to retirement. Again, this indicates a need to put in place 

programs to ensure Council is responding to the needs of our workers. 

 

Strategy 2 

Work/life balance programs:  Different generations need and desire to achieve a 

balance between work and lifestyle in difference ways.  The extension of our current 

flexible working options and the development of new working options such as 

phased retirement programs which allow older workers to work part time.  Work/life 

balance flexibility for working parents and working from home programs. 

 

 

Workforce diversity and inclusiveness 

Council will continue to strengthen its support for workplace practices that encourage 

equity, inclusiveness and diversity. 

 

Strategy 3 

Implementation of the Disability Inclusiveness Action Plan and the EEO Plan:  

Several objectives and programs have been designed and will be implemented over 

the short and long term period. 

 

Plans have been designed to redesign and renovate our workplace to encourage 

inclusiveness. 
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Skills shortages 
Skill shortages exist when employers are unable to fill or have considerable difficulty 
filling vacancies for an occupation, or significant specialised skill needs within that 
occupation, at current levels of remuneration and conditions of employment, and in 
reasonably accessible locations. 
 

Skill shortages have been identified in a number of occupations required by local 

government, including engineering, town planning, environmental health. 

 

As large numbers of people move into retirement, organisations across Australia 

may experience skill shortages.  Another issue in the future will be a greater reliance 

on professionals and technical staff.  The acquisition of necessary skills and 

experience may require lengthy periods of training combined with on the job 

experience.  This will place additional pressures on our limited training budget which 

will need to be addressed in future budgets. 

Competing in the market place for staff will be an ongoing challenge.  A strong 

reputation means that recruitment costs can be reduced due to a lower turnover rate, 

higher engagement levels resulting in higher productivity. 

Strategy 4 

Develop our reputation as an “employer of choice” in local government and 

Sydney Metropolitan area by creating a work environment where people want to 

work and  are highly engaged.  This is achieved by proving staff with ample 

opportunities to access learning and development and health and wellness 

programs.  Ensure our employees are well manager and have a sense of purpose 

and belonging.  This can be achieved by ensuring we have good HR programs in 

place to ensure that current and future employees are recognised and compensated 

well for superior performance. 

By becoming an “employer of choice”, Council will build a strong employment brand 

which will improve employee attraction and retention. 

Recruitment difficulties occur when some employers have difficulty filling vacancies 
for an occupation. There may be an adequate supply of skilled workers but some 
employers are unable to recruit suitable workers for reasons which include: the 
specific experience or specialist skill requirements of the vacancy; differences in 
hours of work required by the employer and those sought by applicants; or particular 
locational or transport issues. 
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Below are a list of engineering professions found to be in shortage according to 
research undertaken by the Department of Employment in 2016- 
2017.  

Professionals 

Occupation Group Occupation National Rating Date Assessed Comment 

Design,Engineering, 
Science and 
Transport 
Professionals 

Architect National 
shortage 

April 2017 The shortages 
are essentially 
restricted to large 
eastern states 

Design, 
Engineering, 
Science and 
Transport 
Professionals 

Surveyor National 
shortage 

April 2017 Shortages are 
mainly for 
cadastral 
surveyors in the 
larger eastern 
states 

Design, 
Engineering, 
Science and 
Transport 
Professionals 

Civil Engineering 
Professionals 

Recruitment 
difficulty 

April 2017 The recruitment 
difficulty is for 
civil engineering 
professionals 
with skills and 
experience in 
structural 
engineering. 

 

 

Of those professions experiencing a skill shortage, Engineering Professionals are 
hardest to fill at Hunter’s Hill Council. 
 
In 2017, job advertisements rose in seven of the eight occupational groups. The 
strongest gains were recorded for Technicians and Trades Workers (up by 15.3%), 
Professionals (12.0%) and Machinery Operators and Drivers (10.6%). Sales Workers 
recorded the only fall (down by 2.8%). 
 
Job advertisements increased in five states and both territories, with Western 
Australia recording the strongest rise (up by 17.3%), followed by the Northern 
Territory (16.7%) and Queensland (13.0%). Tasmania was the only state to record a 
decrease in job advertisements (down by 0.3%).32 
 
 
 

32 Department of Employment, Vacancy Report, November 2017, 
http://lmip.gov.au/default.aspx?LMIP/GainInsights/VacancyReport 
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Local Government Skills Strategy  
 
 The Local Government Skills Strategy (LGSS) is being rolled out to councils 

across the State following a successful pilot program.  
 

 The program provides local councils with better access to quality professional 
training to help them meet the demands of a modern local government 
environment.  

 

 Councils can now access funding and participate in the program as part of the 
NSW Government’s commitment to support local councils to enhance their 
workforce capability.  

 

 Hunter’s Hill Council can enhance its workforce capabilities and ensure the needs 
of our community are better served through this program.  

 

 
The objectives of the LGSS are:  

 to facilitate pre vocational training programs targeting local government skill 
priorities;  

 

 to encourage and support councils to increase their intake of apprentices and 
trainees, including upskilling their supervisors and managers; and  

 

 to facilitate training in skill priority areas for existing local government employees.  
 
 

What this will mean for Hunter’s hill Council  

 Hunters Hill Council is planning to participate in the LGSS especially in pre 
vocational programs such as work experience opportunities, leading to 
apprentices and trainees.  

 

 As per the requirements, Councils intends to document the capability need and 
the funds required as well as the expected benefits.  

 

 Council will identify a relevant Smart and Skilled training provider who can deliver 
the desired training.  

 

 Council intends to talk regionally about development needs to promote 
economies of scale and collaboration.  
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Technological change 
Workplaces have been characterised by rapid technological advancement.  It is 

expected that this pace of technological progress and development will continue. 

 

Technology has increased workplace efficiency and productivity.  Time management 

has been optimised and the effort to undertake everyday tasks has been lightened.  

Technology makes collaboration and idea sharing much easier and provides for 

flexible communication.  These collaborative processes strengthen teamwork and 

employee engagement. 

 

The level of expectation of our customers and employees has also changed as a 

result of technology in the workplace keeping everyone connected.  Results are 

expected to be much faster than ever before.  More detailed information is also 

expected as a result of technology. 

 

 

Strategy 5 

Currently IT related use training is ad-hoc and largely informal.  To improve business 

practices and standards, a set of defined minimum essential training will be 

developed for staff.  This will allow IT and HR staff to have a baseline of training and 

expectations for staff in how to use the software systems and Council. 

Technology makes “work” portable and Council will need to consider how technology 

can be used to improve work practices “out on the road”.  It is anticipated Council’s 

next IT and Communication Plan will contain a number of initiatives in this regard (for 

example interactive IPads for outdoor staff).  The regular review of our computer 

systems and processes is important to ensure we provide the level of service our 

customers expect, and that efficiencies in the workplace are achieved. 

 

 

Remuneration and benefits strategy 
Council has an existing salary system and related policies.  However, Council needs 

to be proactive by monitoring pay and conditions to ensure that they are competitive 

in the market place particularly in the areas of skill shortage.  During the review 

period work will be undertaken to optimise the existing salary system.  This will be 

done at the same time that Council normally carries out its annual review of positon 

descriptions to ensure they are current and relevant. 

 

Council needs to attract and retain talented and skilled employees. An equitable and 

competitive salary structure is key to securing and retaining these talented people. A 

fair remuneration system is one of the most effective ways of retaining and 

motivating employees. Implementing a sound salary system is critical to retaining 

staff, maintaining employee morale and industrial harmony. 
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Strategy 6 

Work will be undertaken to review our approach to employee remuneration with 

particular emphasis on maintaining an appropriate balance between internal and 

external pay equity.  This is a key strategy in our approach to dealing with the issue 

of attraction and retention of staff. 

 

 

Performance and Capability Development 
Staff performance should be fairly managed with staff receiving appropriate feedback 
and recognition for their achievements. Reviews will be undertaken to ensure that 
systems that recognise and reward superior performance are in place. Conversely 
underperformance and unsatisfactory performance will be identified and promptly 
addressed. Managers and supervisors will be given the appropriate support to take 
corrective action. 
 
If staff are to perform well in a rapidly changing work environment Council 
recognises that they need to be capable. They need to know how to learn, be 
creative and have a high degree of self-reliance. They need to be confident in 
applying their competencies and be able to work well with others in familiar as well 
as unfamiliar situations. 
 
Capability development is more than developing skills and knowledge. It is being 
able to apply those skills and knowledge in different contexts with confidence. To 
develop capable staff Council will need to embrace holistic activities that focus on 
developing individuals or teams through a range of strategies or activities that 
aim to achieve current business goals, meet future challenges and build capacity for 
change. It is our aim to develop such an approach through our Learning and 
Development program. 
 

 

Strategy 7 

Council’s Performance Review and Development system will be reviewed to ensure 

best practice principles still apply.   

 

The inclusion of WHS objectives into the system will ensure it complies with WHS 

practices. 

 

Council will adopt the capabilities outlined in the PD in a Box initiative.  These 

capabilities will be included in PD’s and training plans.  
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Opportunities 
 
Despite the above challenges facing Council now and in the future, there are a 

number of positive factors that should be highlighted. 

 

 Evidence suggests that Council has a good reputation, an enviable work 
culture and offers competitive employment conditions and benefits; 

 

 Managers have identified that a number of ‘future leaders’ exist across 
Council; 
 

 Many existing staff may have the potential to fill critical positions in the future, 
(provided specific qualifications are acquired and further training is 
undertaken); 
 

 The global economic crises may lessen the impact of candidates in short 
supply (in the short term). 

 

To address workforce issues identified in the previous section and to ensure any 

workforce gaps are minimised, the following general recommendations are made: 

 

1. Continue to attract and recruit staff from a wider applicant pool so as to allow 

Council to become a career pathway for a range of potential new recruits – 

i.e. consider age diversity (both young and mature), people from diverse 

backgrounds (multi cultural, indigenous Australians, women with children, 

people with a disability) 

 

2. Focus on retaining appropriately skilled staff, including retaining our older 

workforce as well as younger generations; 

 

3. Continue to strengthen our reputation as an employer of choice, thereby 

assisting with attraction and retention; and 

 

4. Offer continuous learning and development opportunities for all staff and 

accelerate the development of the next generation of leaders, thereby 

ensuring any skill gaps are reduced. 

 

Monitoring, evaluation and reporting on workforce plans 
 

Each action in the attached plan will have a project plan developed for it.  These 

plans will identify major milestones, key stakeholders and timeframes for completion.  

These project plans will provide the means to monitor and evaluate progress. 

Management will be kept informed on progress as each major milestone is reached.  

Any significant issue or barriers that arise will also be reported. 
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Strategies and Action Plans:  NSW Local Government 
Workforce Development Strategy 

 
Background to the NSW Local Government Workforce Development 
Strategy 
  

The issues described in the previous chapters are not unique to our Council, or local 

government as a sector. A great deal of research has been undertaken by both the public and 

private sectors to identify solutions to the challenges described above. As most councils will 

clearly be affected by these changes, the local government sector is currently developing 

options and strategies for approaching demographic changes and workforce trends. Through 

this, councils and the sector as a whole can take coordinated and consistent action to plan 

and respond accordingly. 

 

The NSW Local Government Workforce Development Strategy 2016-2020 is being prepared 
by the sector’s peak industry organisations and agencies to drive the direction of workforce 
initiatives for the local government sector over the next 4 years. The Strategy is being 
developed by Local Government NSW in collaboration with the NSW Office of Local 
Government, Local Government Professionals Australia (NSW), IPWEA NSW and the 
Institute for Public Policy and Governance, University of Technology Sydney.  
 
Scope of the Strategy  
The National Workforce Strategy identifies eight areas of strategy and action that are 
designed to form a consistent national methodology for workforce development across 
jurisdictions. These provide the framework for the NSW Strategy and are described in 
Column 1 of the accompanying tables:  
1. Improving workforce planning and development;  
2. Promoting local government as a place-based employer;  
3. Retaining and attracting a diverse workforce;  
4. Creating a contemporary workplace;  
5. Investing in skills;  
6. Improving productivity and leveraging technology;  
7. Maximising management and leadership; and  
8. Implementation and collaboration  

 
NSROC 

Northern Sydney Regional Organisation of Councils (NSROC) is comprised of 

seven councils in the northern part of Sydney which have voluntarily come together 

to address regional issues, work co-operatively for the benefit of the region, and 

advocate on agreed regional positions and priorities. The seven member councils 

are Hornsby, Hunters Hill, Ku-ring-gai, Lane Cove, North Sydney, Ryde and 

Willoughby. The objectives of NSROC as defined in the NSROC Constitution are as 

follows: 
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Objectives 

1. To strengthen the role of Local Government in regional affairs, 
particularly where the region may be affected by Commonwealth or New 
South Wales Government policies. 

2. To ensure that as a region we are providing leadership and participating in 
the development of; sound urban infrastructure; economic 
infrastructure and employment opportunities. 

3. To facilitate the integration of transport, human and environmental 
infrastructure projects that support opportunities that meet community and 
business needs. 

4. To improve the quality and access to human services infrastructure. 
5. To improve the quality and efficiency of Local Government service 

delivery throughout the Northern Sydney Region. 
6. To ensure the organisation develops as a highly credible and cost-effective 

organisation 
 

Suggested NSROC workforce initiatives: 

Category  Activity 

A. Immediate (within 6 
months) 

 

 NSROC/ Hunter’s Hill Council stand at Careers days 
and University open days. 

 NSROC collaborative approaches regarding training 
& recruitment and/ or access to special project work 
for retirees. 

 Sharing policies / information about: 
o Mentoring programs;  
o Retiree project employment. 

B. Short Term (12 months) 
 

 Targeted recruitment with shared process for in-
demand occupations; 

 Secondments between NSROC Councils;  
 Information sharing: 

o Position Description and Selection Criteria;  
o Working from home policies; 
o Increasing participation of women. 

C. Medium Term (2 years)  Common approaches to succession / talent 
management, leadership development 

 Skilled labour sharing / shared service arrangements; 
 Apprentice secondments between NSROC Councils; 
 Partnerships with universities for work experience / 

research projects; 
 NSROC work experience program 
 Special interest groups facilitated by mature 

employees / retirees; 
 Shared policies around: 

o Knowledge transfer; 
o Secondments; 
o Flexible working hours; 
o Purchase of leave/ pooling of leave, e.g. for 

carers / family leave; 
o Taking leave at half pay; 
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Phased retirement through reduced working hours 

and/or responsibility. 

  

Strategies and Action Plans:  Hunter’s Hill Council 
Workforce Strategy 

 
When we look at how we are planning on retaining and attracting the right staff, we 

asked three key questions: 
 

1. Who is currently in our organisation (retention)? 
2. What motivates them (attraction and retention)? 
3. Who do we want and need to attract to our organisation (recruitment)? 
 

 
A number of strategies have been developed and integrated by Hunters Hill Council  
to support the Workforce Plan and to address the challenges of providing 
appropriately qualified staff for today and the future, being:  
 

Hunters Hill Council is a great place to work:    
To be a ‘best employer’ we must ensure that our organisation is a great place to work.  
We need to develop our employer brand, which we will use on our external 
communications, to build brand awareness of local government and more specifically 
our organisation as a career destination. This will help candidates understand there 
are good career opportunities at Hunter’s Hill Council.   
 
Effective Recruitment Strategies:  
The recruitment and selection process has been developed to ensure applicants are 
appointed on merit using the selection criteria related to the position.  This ensures 
that the process is free from any bias and discrimination and meets all relevant 
legislative responsibilities.  All permanent positions within Council will continue to be 
advertised internally and  externally bringing renewal and market place currency to the 
organisation. 

 
Health, Safety and Wellbeing 
Council believes the safety, security, and the physical and mental wellbeing of our 
people is central to the ability of all staff to contribute to the achievement of Council's 
objectives. 
 
Safety is one of Council's core values and staff are assured of Council's commitment 
to seeing them going home in the same physical and mental condition, or better, 
than when they arrived at work. 
 
Managing and Defining Competitive Salaries 
To ensure Council retains and attracts the right people, Council must ensrue a 
market based approach to the setting of salaries for the organisation.  
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This approach ensures that rates of pay are connected to the market and keep pace 
with changes in that market. Annual increases are agreed as part of the negotiation 
process, however, if the localgovernment market moves higher than the agreed 
increases, the rates of pay are adjusted for all staff to keep pace with the market. 
 
Career Development 
 

1. Entry level programs –“growing our own”: A range of traineeships and 
access to government incentives to employ people for these traineeships. 

 
2. Coaching and Mentoring - Coaching and mentoring ensures that staff 

are learning from others, adopting modelled behaviours and attitudes and 
absorbing the culture and values of the organisation through their personal 
interactions at work. 

 

Learning and Development:  
Direct managers have responsibility for developing appropriate learning and 
development plans for their staff in accordance with Council’s Performance Review 
and Development Program.   This ensures that all staff have the skills and 
competencies required to perform the duties of their position. 
 
Permanent employees are entitled to access Council’s Study Assistance Program in 
order to attain further qualifications and credentials. 
 
Knowledge Exchange and Continuous Improvement Programs 
Council is planning to design and implement two new programs.  The purpose of 

these programs to ensure knowledge is retained within the organisation and 

innovative practices drive continuous improvement, helping to make Council an 

Employer of Choice.    

 

The rise of continuous improvement methods and tools, and their broader application 

to operations and leadership behaviours and practise, will result in a culture of 

improved quality, increased efficiency, reduced costs and greater levels of employee 

engagement and customer satisfaction.  

 
 

1. Knowledge Exchange This program will enable Council to transfer 
knowledge from one part of the organisation to another.  Like knowledge 
management, knowledge transfer seeks to organise, create, capture or 
distribute knowledge and ensure its availability for future users. 

 
Council’s knowledge exchange process creates opportunities for identified 
staff to have conversations and begin transitioning knowledge. 

 
2. Continuous Improvement - Council provides community services to more 

than 14,000 residents, and demands for our time and resources are always 
increasing. For Council to achieve more with less and have an opportunity 
to undertake new and diverse projects.   Council has adopted a continuous 
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improvement approach across the organisation - we will find more efficient 
ways to perform duties, while maintaining high quality outputs. 

 

Complementing Council’s focus on continuous improvement will be direct 

links to the Workforce Plan. As we mature and build internal capability we now 

train staff to be involved in the continuous improvement process, and 

champion the methodology across all service delivery areas. 

 

Via involvement with key continuous improvement projects such as the PwC 

Australia LG Performance Excellence Program, Council will continue to strive 

for opportunities to improve its services and facilities to residents. 

 

 
Succession Planning 
Succession planning can be broadly defined as identifying future potential staff to fill 
key positions. Generally one or more successors are identified for key positions and 
development activities are planned for these successors. Successors may be fairly 
ready to do the job (short-term successors) or seen as having longer-term potential 
(long term successors). 
 
Staff identified as potential successors will be provided with development 
opportunities that will form part of their learning and development plan. It is important 
to ensure that Council has some internal capacity to fill these critical positions that 
are considered vital and would cause disruption to the running of the business if 
unable to be filled. 
 
Filling of these roles on a permanent basis is still via external recruitment in 
accordance with the agreed process. Recruitment of outside expertise brings 
renewal and market place currency to an organisation. 

 
 

Workplace Equity and Diversity 
Council recognises that valuing equity and diversity is best practice. 
 
Council is dedicated to equity and diversity in the workplace and in the way it 
conducts business. Equity and diversity provides all Council staff and customers with 
a fair and inclusive workplace in which they are treated in accordance with Council’s 
values.  The basic principle underpinning equity is 'a fair go for all in the workplace'; 
ensuring that everyone has access to relevant learning and development 
opportunities, fair working conditions and opportunities for progression. It is about 
providing everyone with the opportunity to make the most of their ability in the 
workplace. 
 
Equity questions the 'fairness' of treatment when dealing with differences, such as 
gender, cultural background age and disability.  Equity is about treating people 
based on merit and in line with individual needs and circumstances. Equity is not 
about treating everyone in exactly the same way.  It is about recognising individual 
strengths and opportunities for improvement in different situations.  Treating all 
people in exactly the same way is not the same as treating people fairly. 
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Diversity is about an inclusive environment.  It means that the differences brought to 
Council by people of differing backgrounds, experiences and perspectives are 
valued.  It means that the contributions brought to Council by a broad range of 
people are utilised and maximised to enhance the success and capability of the 
organisation. 
 
 
Integrated Risk Management 
Management of risk must be an integral part of an organisation's culture, reflected in 
policies, systems and processes. This includes strategic business planning, 
performance management and overall governance to ensure sound financial 
management and efficient service delivery. 
 
Hunters Hill Council is committed to empowering employees to assume 
accountability and responsibility for risk management in the workplace by creating 
and promoting a culture of participation and by providing a robust process to monitor 
and review the effectiveness of risk management across Council. 
 

 

Appendix 1 contains Councils’ Workforce Plan - Key Strategies/Actions/KPI’s 

document. 

 

The plan is made up of the following strategies: 

1. Attracting and retaining talent 

2. Investing in the capabilities of our People 

3. Planning for our future workforce needs 

4. Facilitating a culture of cooperation, respect and wellbeing 

 

 

Attraction/Competition for Labour 

 

As the pool of potential employees shrinks, there will be increasing competition for 

job candidates for local government positions from both the public and private sector. 

This puts significant pressure on Council to market itself as an employer of choice 

and to improve recruitment practices. 

 

The growth in competition for workers can be expected to increase the bargaining 

power held by employees in negotiating work and remuneration conditions. The 

strategic positioning of remuneration packages will become even more important as 

labour market conditions become more competitive. In practice, it is anticipated that 

this will lead to pressure on wages, and for a broader array of non-pecuniary benefits 

provided by Council. Considering Council’s limited revenue raising capacity, this will 

require greater planning to ensure the workforce is efficient and that competitive 

wages can be offered. 
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However, Council offers a number of benefits that can be marketed as attractive to 

potential employees. Research has shown that factors other than salary are 

particularly important to Generation X and Y when choosing a potential employer. 

For example: 

 

 Greater sense of purpose and achievement;  
 Community connection, social responsibility is a core value 
 Constantly looking at new opportunities 
 The ability to make a difference  
 Relative security in employment; and  
 A variety of experience  

 

It is essential that we promote the benefits of working in Council in order to remain 

sustainable in this competitive environment. The activities below close the gap by 

attracting potential employees to come and work for Hunter’s Hill Council. 

 

We are currently working on the following initiatives: 

 

 Employer Branding 
Our employer brand, which we will develop and use on our external human 

resources communications, will build brand awareness of local government and 

more specifically our organisation as a career destination. This will help candidates 

understand there are good career opportunities at Hunter’s Hill Council. All our 

external human resources processes and communications will be tied in by this one 

consistent ‘brand’ which will consist of a logo and value proposition. 

 

 Traineeship program 
In the past, Hunter’s Hill Council has participated in Careers Expo’s and will 

endeavour to continue to design programs to promote working in local government 

and showcase our organisation as a career destination. In the future this may also 

involve going to local schools such as St Joseph’s College, Hunters Hill and TAFE 

giving presentations about the breadth of opportunities available within the Council at 

all levels of education and experience. 

 
Effective Recruitment Strategies 

 

These activities close the gap by using targeted recruitment: using more specific, 

targeted and cost effective recruitment strategies for specific positions. 

 

 Youth Recruitment 
The recruitment of youth is an increasingly important element of our capability 

strategy and can be expected to generate a continuing core of employees with long-

term careers, albeit with a greater focus on skills development. The possibilities and 
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utility of a well developed organisation wide youth recruitment approach are endless 

and necessary to address critical and imminent future workforce shortages. 

 

Research conducted by the Management Advisory Committee for the Australian 

public service suggests that factors important in the retention of graduates include: 

favourable employment conditions, job security, and interesting work. Training and 

professional development opportunities are also an important attraction factor. 

 

As part of youth recruitment, we are looking at the following programs and offerings: 

 

 Entry level programs – A range of traineeships and access to government 
incentives to employ people for these traineeships.   

 

 A variety of student employment/ apprenticeship programs. Student programs 
allow young professionals the opportunity to view and value local government 
work. Such interaction can lead to a better understanding of the great services 
our Council provides, can distinguish local government as an employer of choice, 
and can offer us a reservoir of ready and skilled candidates to draw from when 
vacancies occur. We can target future critical shortages in various areas of our 
workforce by setting up programs with universities and TAFE colleges to recruit 
specific candidates and disciplines. Business units can also utilise students 
simply to address present workforce shortages or to complete specific projects.   

 

 Council has had partnerships with Macquarie University and participated in the 
PACE program (Participation and Community Engagement Partnership 
Agreement).  Cadets and trainees have been appointed for the Sustainability and 
Events Management departments. 

 

 Targeted Recruitment for In-demand Occupations 
General recruitment is the most common recruitment method, although the least 

focused. It involves reaching mass audiences through a range of media, such as 

newspapers or websites. The expectation is that a broadly advertised vacancy will 

attract a range of applicants leading to the successful appointment of a suitable 

candidate. 

 

It is recommended that for in-demand occupations we will use more targeted 

recruitment methods, focusing on the specific skills and characteristics required to fill 

such a position, and strategically tracking down the people in the community who 

may have these skills and characteristics. 

 

Utilising targeted recruitment advertising practices will better place Council to attract 

talented staff from all groups in the community and respond better to changing needs 

and aspirations. 

 

To determine the type of candidate to recruit for a certain in-demand position, we 

would consider the following: 
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 Where do our candidates generally come from? 
 Does the job description accurately reflect the skills and characteristics needed to 

do the job? 
 Where are these candidates found? (think about work and educational settings, 

publications they might read, geographic area, professional and social networks) 
 What motivations of candidates can we appeal to? (demographic, personal 

motivations, career progression, job flexibility, social interaction) 
 What are the current motivations and background of current employees in the 

particular team? 

 
 

Effective Retention Strategies 

 

We are fully aware that workforce planning is as much about engaging and retaining 

employees as it is about attracting new staff. Our retention strategies focus on 

providing our staff with a supportive work environment: to provide all staff with the 

direction and tools needed to perform our organisation’s activities to the best of their 

ability, including quality work-life considerations, offering a safe and productive 

environment, and fostering a sense of belonging and community spirit. 

 

Our staff turnover rate is relatively low at 3% for 2017 which was the same as the 

previous year. 

 

Some of the activities we are currently undertaking to optimise our retention rate are: 

 

 Employee Culture Survey 
In 2014 and 2016 we conducted employee engagement surveys. These surveys 

looked at both the current organisation culture and the desired culture and 

behaviours from the employee perspective. We have analysed the results and 

feedback from these surveys and have developed action plans based on the 

feedback.  The feedback has been useful in that it has enabled Council to focus its 

efforts on important areas.  The action plans will enable us to continue to improve 

and maintain our commitment to becoming an excellent organisation. 

 

 Probation Interviews and Staff Surveys 
At Hunter's Hill Council we routinely conduct staff interviews within the first 3 months 

of employment at Hunter's Hill Council to see how they are settling in.  Human 

Resources is currently designing a survey to be given to current staff to periodically 

test the “temperature” of the organisation. These surveys will play an important role 

in staff retention by enabling Council to address issues of concern to staff early 

rather than allow them to fester resulting in staff leaving the organisation needlessly. 

 

 Desire for Flexibility  
There is evidence to suggest that employees are increasingly seeking greater 

flexibility in their working arrangements, such as home based work and flexible 
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hours/days of work. This is partly due to changes in caring responsibilities of the 

current workforce but it is also due to shifting ideas about work/life balance. It is likely 

that employees will increasingly focus on the total benefits provided by paid 

employment over and above the remuneration package. In addition, factors that 

influence women’s participation in the labour force, such as the availability of part-

time work, the cost and availability of child care and family-friendly policies, are 

expected to become increasingly more important as the percentage of females in the 

workforce increases. 

 

 Working From Home 
Working from Home is a flexible work practice that allows our staff to perform various 

work activities at a location other than a council office, for example, the staff 

member’s place of residence. Hunter’s Hill Council supports the use of working from 

home as one of a range of flexible workplace practices developed with the aim of 

achieving an optimal balance between the needs of our people and our organisation. 

 

The HR Manager has developed comprehensive Working from Home guidelines and 

supporting documentation.  HR is accompanied by IT Officer on site visits.  The 

purpose of which are to ensure all potential working from home sites are safe and 

comply with WHS regulations and Council policy.  The program has been 

successfully implemented with many staff joining the program over the past few 

years with excellent work outputs. 

 

Working from home also goes some way towards addressing the issues associated 

with transport limitations into Hunters Hill and the lack of affordable housing in 

Hunters Hill discussed earlier, as it enables staff to become “telecommuters” remote 

from the Hunters Hill LGA. Reducing the reliance on motor vehicles being driven by 

staff to and from Hunter’s Hill Council offices on a daily basis also contributes 

towards Council’s sustainability objectives.  

 

Some of the areas we will focus on are specific retention mechanisms, such as: 

 

 

Flexible working arrangements and 

hours: 

 Flexible start and finish times   

 Flexible rostering or scheduling  

 Part-time options 

 Job sharing 

 Working from home opportunities. 
 

Retirement: 

 Retiree project or casual 
employment 

 Phased retirement through 
reduced working hours and/or 
responsibility 

 Flexible exit strategies for older 
workers 

 Retirement intention survey / 
discussion planner. 
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Leave arrangements: 

 Part-year employment, i.e. 6 
months on, 6 months off 

 Paid leave/shut down over 
Christmas/New Year period 

 Taking leave at half pay. 
 

 

Secondments:  

 Secondments, transfers within 
Council  

 Apprentice secondments within 
Council  

 Graduate program (working 
across various areas of Council). 

 

Other processes: 

 Mentoring/coaching programs 

 Career development opportunities 

 Leadership Programs. 

Rewards: 

 Staff Recognition Program 

 Performance Management 
System 

 Competency based arrangements 

 Retention bonuses to in-demand 
occupations across Council 

 Service years recognition. 

 

 Skills and Knowledge Succession Planning 
Skills and Knowledge Succession Planning is the process of: 

 identifying the critical skills and knowledge within each business unit and/ 
or section, at all levels within our organisation; 

 developing our employees to ensure retention and transfer of these skills 
and knowledge as well as coverage of these skills and knowledge during 
absence or in case of retirement. 

 

Council keeps records of the age of our employees. This helps us to identify any 

areas of concern (for example where all employees are nearing retirement or where 

you need to recruit to fill expanding or critical areas). Council will determine who 

currently possesses these critical skills and knowledge in each unit/ section as well 

as determine what needs doing to ensure the retention and/ or transfer of these 

critical skills and knowledge. It is one supply mechanism to meet the demands 

highlighted in our Workforce Plan and ensures the retention and transfer of 

knowledge. Additionally, it will provide a continuous flow of talented people. 

 

As part of the knowledge management strategy, Council will also analyse what 

processes need to be documented and/or automated to reduce the impact of skilled 

employees leaving the Council. The automation of Council’s business processes and 

the development of electronic management systems to manage processes such as 

development assessment, processing of tree preservation order applications, etc 

reduces the amount of knowledge needed to be retained within employees and 

transfers that knowledge into automated electronic business systems so that new 

staff commencing work at the Council can be efficient and productive almost 

immediately, without having to learn about existing business processes from other 

more experienced staff. 
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 Learning and Development 
 

These activities give current employees the opportunities to have growth 

opportunities and tools to help develop their skill sets. It also helps by providing 

opportunities to current staff to improve their marketability. Training and development 

opportunities such as accredited courses/ qualifications contribute to employees 

choosing to stay with our organisation. We are looking at staff access to learning and 

further education, including traineeships, apprenticeships and on the job possibilities. 

We are also currently trialling and investigating e-learning and training opportunities. 

 

 Career Development for Female Staff 
 

A number of initiatives have been implemented to assist the career development of 

the female staff in the Council. These initiatives will continue in the longer term and 

include: 

 

Local Government Professionals Management Challenge: as a career 

development opportunity, high potential female staff were identified to participate as 

Hunter’s Hill Council’s representatives in the annual regional management challenge 

program in 2009 and 2010. 

 

Mentoring training for women:  Female staff members have participated in the 

LGMA women mentoring program. 
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Other Strategies and Action Plans 

 

Other activities that we are looking at undertaking to optimise our retention rate are: 

  

 Encouraging Older Workers to Stay in the Workforce  
Research conducted by the Australian Public Service Management Advisory 

Committee suggested that a number of factors influence employees’ resignation and 

retirement patterns in the Australian public service. Employees responding to a 

survey stated that retirement (47%), financial security (21%) or superannuation 

(15%) were the main drivers influencing their decision to leave at their intended 

retirement age. This does not necessarily mean they intend withdrawing from the 

workforce as a whole, but maybe a life change frequently involving re-engagement 

under different arrangements, which is reflected in a strong preference expressed for 

greater flexibility. 

 

Mature-aged employees will be a key focus of private and public sector strategies 

responding to the ageing of the overall workforce—not just because of the existing 

corporate knowledge and networks of these employees, but because they represent 

one of the only segments of the workforce where significant increases in participation 

rates can be achieved. 

 

One measure to address the overall decrease in the (local) workforce participation 

rate is to encourage mature age workers to remain in paid employment. There are a 

number of benefits of encouraging older workers to work longer. For the individual 

there are benefits related to the flexibility of work during the transition to retirement, 

the potential to keep earning a salary after retirement, and experience, skills and 

abilities can be better recognised. For the organisation there is better retention of 

corporate memory, scope for mentoring younger staff, diverse perspectives in 

projects, and a workforce that is more representative of the community, which may 

encourage better policy. 

 

According to a recent ALGA survey, local councils have employed a range of 

workforce management initiatives to assist mature workers continue employment. 

The three initiatives that received the highest response rates in this survey were 

part-time work, promotion of a healthy work environment and carer’s leave. 

 

Providing access to more flexible working arrangements, such as part-time work and 

phased retirement, would assist in the retention of mature-aged workers. 

Consideration could also be given to more creative ways of using their skills such as 

coaching or mentoring, skills transfer, and different roles with the opportunity, where 

desired and appropriate, to phase out managerial responsibilities. 
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 Superannuation seminars and retirement planning seminars 
In some parts of our business workers will be approaching or have already reached 

retirement age. Over the years Council has regularly arranged superannuation 

workshops, together with superannuation providers, for all Hunter’s Hill Council staff. 

This way, we are hoping to encourage mature workers to continue on (part-time) 

working, without being disadvantaged financially. Additionally, Council will be running 

retirement planning seminars with superannuation providers to ‘prepare’ staff for 

retirement. 

 

 Staff Recognition Program/Performance Management System 
In 2014 Council designed and implemented its Performance Review, Development 

and Staff Recognition Program. This is to ensure that achievement and results are 

used to differentiate rewards and recognition between employees and their 

contribution to making us an excellent organisation. These activities build trust, value 

people and develop positive relationships, which are all essential to building a 

successful organisation. The staff recognition program was expanded to also include 

service awards to long serving staff of Hunter’s Hill Council as our feedback has 

indicated that such recognition is valued by our staff. 

 

The program has won several industry awards for its innovation and alignment to the 

strategic objectives. 

 

 E-Connect  
Hunter’s Hill Council has access to an interactive online induction program which has 
been developed in conjunction with the LG Professionals.  The program will be 
available to Councillors to complete upon commencement.  The program includes 
modules on Local Government structure, Risk Management and other relevant 
topics.  An icon will be included on your IPad for easy access.  Councillors are 
strongly encouraged to complete the modules. 

 

 Exit Interviews 
Council regularly conducts an analysis of our exit interview results. This allows us to 

identify any issues or trends within the workplace we need to respond to and check 

that individuals are not leaving due to unfair treatment or discrimination/harassment 

and, importantly, act on any justified complaints. 

 

 Benchmarking & Trend Analysis 
We will continue trend and external benchmark analysis to help assess Council’s 

performance against the market to help determine trends within the organisation and 

areas where performance is lagging behind comparable industries, to enable 

strategies to be developed to improve our performance. 
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 Employee Health and Wellness Programs 
It is intended to run a Health Fair for staff in 2018. The Program will include various 

health awareness talks (prostate cancer, mental health, stress management, skin 

cancer, etc), Quit Smoking Campaign & Mini Health Fair (free blood glucose, 

cholesterol, blood pressure checks, etc). Such programs are of increasing 

importance to staff as awareness of health issues in the community increases and 

our older staff become more focused on maintaining good health into retirement. 

 

 Recognising Changing Internal Communications  
Organisations today, for really the first time, have ranges of “constituencies” that 

have different expectations and aspirations. We often refer to this as Gen Y, Gen X, 

Baby Boomers and Veterans. The simple mathematics of the demographic changes 

indicate that Gen X will be replacing the Veterans at a rapid rate and Gen Y will be 

taking over more senior positions at a much earlier age. This is not only driven by 

numerics, but by the techno savvy and use of social network facilities coupled with 

their rapidity in exceeding the abilities of the Veterans in the technological age. 

These younger groups will make things happen not sit and wait.   

 

Social Media links 

 

‘Like’ Council on Facebook: 

https://www.facebook.com/HuntersHillCouncil 

 

 
Follow us on Twitter: 

https://twitter.com/HHillCouncil 

 

 
 

 
Sign up for the eNewsletter 

http://www.huntershill.nsw.gov.au/newsletters 

 

https://www.facebook.com/HuntersHillCouncil
https://twitter.com/HHillCouncil
http://www.huntershill.nsw.gov.au/newsletters
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Appendix 1:  Hunters Hill Council Workforce Action Plan 
 

 

1:  Attracting and retaining talent 

Strategy Action KPI’s/milestone 

Goal: To pursue excellence and be a model for innovative practice in Local Government.  To achieve this goal Hunter’s Hill Council must attract and retain a 
highly capable workforce 

Alignment to the NSW Workforce Strategy:  Create a workforce that attracts and retains talented employees and draws on the diversity of the people of 
NSW 

1. Develop attraction 

strategies 

1. Analyse data relating to Council’s ability to attract staff based on 
occupational groups and job families 

 The availability of relevant data confirmed 
by June 2019 

 Process to collect relevant data developed 
and collection commenced.  Data extracted 
and analysed 

 Baseline data established by August 2019 

 Findings reported by September 2019 

 
2. Develop a staff attraction program of projects to address significant 

workforce issues 
 Range and scope of projects identified and 

agreed to. 

 Scope of projects prioritised and assigned 
timeframes 

 3. Youth Recruitment, Graduates, Apprenticeships and Entry level 
programs  

4. Implement a range of traineeships and 
student employment internship programs  

 Baseline data established 

 Criteria and guidelines reported 

 
5. Targeted Recruitment for In-demand Occupations 

 Benchmark industry best practice to ensure 
we attract in demand professionals we 
require to undertake critical roles to the 
workplace.   
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 Review recruitment strategy to better target 
increasingly scarce skilled workers 

2. Development retention 

strategies 

 Develop a staff retention program of projects to address significant 
workplace issues 

 Range and scope of projects identified and 
agreed to  

 Scope of projects prioritised and assigned 
timeframes 

  Implement a staff retention program of projects to address 
significant workplace issues 

 Implementation of projects commenced in 
order of priority 

  Evaluate a staff retention program of projects to address significant 
workplace issues 

  

 
 Consult with staff on retention mechanisms (i.e. what do staff 

want?). As a part of this consultation process, look into  benefits, 
such as: 

o Flexible working arrangements: working from home, access 
to part-time work, casual work, and flexible working hours; 

o Other rewards & non-monetary benefits, associated with 
employee health & well-being and engagement. 

o Improved packaging of employee benefits. 
 Skills and Knowledge Succession Planning; 
 Learning and Development: accredited courses/ qualifications; 
 Secondments/transfers to other business units within Council to 

expand skills, engage staff longer; 
 Employee engagement through internal networks. 
 

 Conduct employee engagement surveys 
annually 

 Regular Consultative Committee meetings 
to gauge workplace climate 

 Report findings and recommendations 

 
 Encouraging older workers to stay in the workforce  

 Superannuation seminars and retirement 
planning seminars;  

 Staff Reward and Recognition programs 
and performance management system, 
ensuring that merit and achievement are 
used to differentiate rewards and 
recognition between employees; 

 Analysis of Exit Interviews; 
 Salary surveys; regular review of Council’s 

salary position through survey to ensure 
competitive salaries are being paid; 
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 Benchmarking & trend analysis to review 
Council’s performance. 

  

2:  Investing in the capability of our people 

Strategy Action KPI’s/milestone 

Goal: Identify and develop the required capabilities of our people to ensure they are supported to perform in both current and new roles 

Alignment to the NSW Workforce Strategy:  Build a supported, motivated and high performing workplace 

1. Implement the existing 

capability framework 

1. Implement the Capability Framework for Council 
2. Align job roles to current competencies 

 Implementation of Capability Framework 
into recruitment, performance and 
development process 

 Current competencies integrated into the 
salary system 

2. Develop a leadership 

strategy targeting high 

potentials, succession 

an behaviours 

1. Implement methods for measuring leadership effectiveness i.e. 
360 degree feedback tools 

2. Review existing annual performance review tool (Cambron system) 
to ensure KPI’s are measured that relate to effective leadership 
skills and behaviours 

3. Develop supporting leadership programs specifically:  High 
Potentials, Women in Leadership and Young Leaders 

4. Investigate the development and implementation of a formal 
mentoring program to assist in transfer of knowledge, skills and 
behaviours across the organisation  

 360 degree tools are in place 

 Key performance indicators aligned to the 
CSP and values are in place 

 Leadership programs developed and in 
place 

 Development of structured career 
development programs for critical roles 

 HR support program in place to assist 
managers with performance management 
processes 

 Formal mentoring program in place 

3. Review our existing 

performance and 

development framework 

for Council which aligns 

1. Review and implement changes to the existing performance 
management framework to bring about an improved Performance 
Management system and culture by effectively measuring and 
managing non-performers and high performers. 

2. Investigate and implement appropriate programs and communicate 
to promote a high performance culture 

 Integrated performance and development 
framework in place aligned to reward,  
succession, development and remedial 
action 

 Development plans are agreed to and 
implemented  
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3. Provide training for managers, supervisors and team leaders in 
performance management and coaching to ensure a consistent 
approach across Council 

3:  Planning for our future workforce needs 

Strategy Action KPI’s/milestone 

Goal: Develop and implement workforce planning processes that identify future workforce requirements and put strategies in place to address these needs 

Alignment to the NSW Workforce Strategy:  Improve workforce planning and management across the sector 

1.  Develop and implement 

a workforce planning 

process that responds to 

key resourcing issues 

1. Develop a workforce planning process that responds to key 
strategic issues 

a. Refresh key position planning processes and identification 
of skill requirements 

b. Map positions and skill requirements to operational 
requirements 

c. Identify strategies for critical roles and key positions 
2. Implement a skills and qualifications register via our Cambron 

system that captures all staff’s skills and qualifications as they 
change  

3. Develop and implement succession planning for all leadership 
roles to inform leadership readiness and availability 

4. Review Council’s existing exit interview process for workers to 
enable Council to address any valid issues 

 Key position planning templates designed 
and identified strategies in place for all 
critical roles by June 2019 

 Strategies for non-critical roles across 
Council in place as identified by June 2019 

 Succession planning processes in place for 
critical roles by June 2019 

 Succession planning for leadership roles in 
place by June 2019 

 Council’s current interview process for 
workers reviewed and implemented by 
December 2018 to inform workforce 
metrics project 

2. Develop and implement 

a workforce reporting 

process that identifies 

key resourcing 

strategies 

1. Develop workforce indicators and implement management 
reporting mechanism 

a. Identify key workforce metrics 
b. Implement business processes as required to capture data 

for key workforce metrics for workers 
c. Develop reports 

2. Identify and respond to workforce sustainability issues 

 Workforce metrics defined and 
implemented by June 2019. 

 Reports generated monthly to the Senior 
Management Team by December 2019 

3. Develop and implement 

on boarding processes 

to maximise 

1. Develop on-boarding plans for all job roles across Council covering 
formal and on the job training for the initial 6 weeks. 

2. Develop and implement a structured induction program for 
volunteers 

 On-boarding plans developed and in place 
by December 2019 

 Volunteers attending Council’s revised 
induction program by January 2020 
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performance of new 

workers 
 Inclusion of material in induction content by 

December 2019 

4. Develop and implement 

modern day practices in 

flexible work 

arrangements 

1.  Implement strategies to provide flexibility in employment 
arrangements and working hours for employees 

 Flexible work arrangements policies 
reviewed and a new policy implemented by 
February 2019 
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4:  Facilitating a culture of cooperation, respect and wellbeing 

Strategy Action KPI’s/milestone 

Goal: Identify and implement initiatives to workforce culture that ensures that all employees’ work in accordance with Council’s values at all times 

Alignment to the NSW Workforce Strategy:  Build a supported, motivated and high performing workforce 

1. Implement strategies to 

improve Council’s 

organisational culture 

1. Implement a regular Culture Survey to measure organisational 
culture 
 

 Culture survey delivered bi-annually (2019 
and 2021) 

 
2. Communicate results from Culture Survey to all staff  
 

 Communication strategy developed to 
ensure consistent message pre, during and 
post each survey 

 Executive sponsorship of the program is 
visible 

 
3. Engage with employees to develop and implement programs to 

address areas for improvement from the results of the 
Engagement Survey 

 Implementation of workshops to roll out 
results and identify action plans with 
workers to occur within 4 months of each 
survey. 

 Measure success of strategies at next 
survey and through feedback at staff 
forums and consultative committee 
meetings 

2. Further imbed our 

organisational values 

1.  Develop and implement a program for all to develop their shared 
understanding of the organisational values 

2. Maximise eLearning solutions and internal communications to 
promote the values 

 Values program reviewed by January 2019 

 Implementation of values into E-connect or 
similar eLearning solution by June 2019 

 Expand on eLearning solution to include 
Code of Conduct Refresher training for all 
staff by December 2019 (staff last trained 
in June 2018 by Norm Turkington, 
Mindlinx) 
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3. Implement strategies to 

promote diversity and 

create an environment of 

inclusiveness 

1.  Incorporate a Diversity Strategy from the Disability and Inclusion 
Action Plan (DIAP) into Council’s existing EEO Management Plan 

2. Arrange Disability Awareness training for all staff 
3.  

 Diversity strategy in place and targets set 
by June 2018 

 Employee workshops in place and 60% of 
the workforce have attended by September 
2018 

 Deliver ongoing cultural and diversity 
awareness training to all staff over the life 
of this plan 

4.  Implement wellbeing 

initiatives for Council 

1. Review existing health and wellbeing initiatives and develop an 
integrated wellness program to ensure a holistic approach to 
health and wellbeing of all employees. 

2. Investigate cost effective options to provide services to employees 
that enhance their overall health and wellbeing. 

3. Research EAP providers  
4. Review internal drug and alcohol procedures 

 

 Wellbeing program in place 

 New program options developed and 
budgeted for  

 EAP provider options available to Council 

 Drug and alcohol testing procedures 
investigated and reported 

 Source Mental Health First Aid training to 
support our wellness program 

 Deliver Mental Health First Aid training to 
all leaders from August 2019 
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Literature 

 

In developing this plan the following materials have been considered: 

 

 ‘The Impending Skills Shortage’, by John M. McArthur, December 2009 
 Department of Local Government Draft Planning and Reporting Guidelines and 

Manual for Local Government in NSW 2009 
 Municipal Association of Victoria Department for Victorian Communities, 

Workforce Planning in Local Government, Discussion Paper, January 2006 
 LGSA Workforce Planning Workshop, June 2007 
 Australian Bureau of Statistics, Census of Population and Housing 2001 and 

2006 
 NSROC Economic Profile  
 NSROC Regional Employment Study 
 ‘Australia to 2050:future challenges’, Circulated by The Hon. Wayne Swan MP, 

Treasurer of the Commonwealth of Australia, January 2010 

  

http://www.abs.gov.au/websitedbs/D3310114.nsf/home/census+data?opendocument?utm_id=LN%20
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Appendix 1:  Council’s Vision and Mission 
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Appendix 2:  Council’s organisational values 

 
Council’s values and behaviours reflect our organisation's operating norms. It is 
important that these values are embraced by all staff in our daily work and dealings 
with each other and our stakeholders. Building strong relationships at all levels is 
fundamental to ‘how we do things around here’. 
 
Having an agreed set of behavioural statements around Council's values assists us 
to develop a culture where staff are engaged and align their behaviours with 
principles stated in the Code of Conduct.  
 
A professional relationship between staff and our customers is undoubtedly at the 
HEART of any successful Council. This is best emphasised by the values that we 
embrace and display. 

At Hunter's Hill Council Values are at the heart of what we do and who we are.  As 

such, we are represented by the following Values: 

 

 

Honesty 

 Being open and honest with each other. 

 Being reliable and delivering on our commitments. 

 Acting fairly and lawfully. 

 Being consistent in our decision making, behaviour and interactions. 

 Maintaining high standards of personal conduct and character. 
 

Excellence 

 Listening and responding to the requirements of both our internal and 
external customers to understand their needs. 

 Delivering prompt, courteous and helpful service. 

 Providing services and facilities that offer value to the community in terms 
of cost, quality, reliability and timeliness. 

 Providing a range of services and programs that meet the needs of the 
community as effectively and economically as possible. 

 Ensuring our decisions are economically, socially and environmentally 
sustainable. 

 Having positive interactions with other staff and the community. 

Honesty 

Excellence 

Accountability 

Respect 

Team Work 
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Accountability 

 Being reliable, responsible and delivering on our commitments. 

 Acknowledging and assuming responsibility for our actions, decisions and 
reporting. 

 Making sound decisions based on Council’s Code of Conduct, Policies 
and Procedures. 

 Taking responsibility for the actions required to achieve the outcomes in 
the Delivery and Operational Plans. 

 Managing resources and logistics efficiently and effectively. 

 Strong leadership and effective planning. 
 

Respect 

 Treating others with kindness and fairness. 

 Speaking to staff, management and customers in a respectful and 
courteous manner, at all times. 

 Respecting people’s differences and accepting their individual 
characteristics. 

 Embracing diversity. 

 Acknowledging the ideas and contributions of others and celebrating 
successes. 

 Being mindful of others safety in the workplace. 
 

Teamwork 

 Willingness to be flexible in assisting others when they need help. 

 Sharing knowledge, ideas and talents to problem solve and achieve 
outcomes. 

 Listening to, and respecting, other people’s views.  

 Working with other organisations as partners. 
 

 

  



62 
 

 

Appendix 3:  Capability Framework 

 
Capabilities are the integrated knowledge, skills, judgement and attributes that 
people need to perform a job effectively. 
 
Having a defined set of competencies for each type of role within Council shows staff 
the kinds of behaviours the organisation values and which it requires to help achieve 
its objectives. 
 
Defining capabilities helps: 
 

 Staff to demonstrate sufficient expertise; 

 Recruit and select new staff more effectively; 

 Evaluate performance more effectively; 

 Identify skill and competency gaps more efficiently; 

 Provide customised learning and professional development; 

 Plan sufficiently for succession; 

 Make change management processes work more efficiently. 
 
Our capability framework defines the knowledge, skills, and attributes needed for 
people within the organisation. Each individual role has its own set of competencies 
needed to perform the job effectively. 
 
A comprehensive capability framework has been developed and deployed at Hunters 
Hill Council.  
 
In 2017 a framework review was undertaken in conjunction with Local Government 
NSW's development of a capability framework for the sector and Hunters Hill Council 
has now updated our capability framework to reflect current and future needs of 
ourselves and the sector more broadly. The capabilities in this framework reflect 
increasing levels of complexity and requirements for staff at different levels within the 
organisation. 
 
Capability dictionaries will be developed for each level and will underpin all 
recruitment activities, the performance management system and learning and 
development offerings. 
 
Our Position Descriptions are consistent across the organisation and clearly set out 
the key responsibilities, objectives and outcomes required to be successful in the 
role. They also capture the technical and behaviour capabilities required for the role. 
This clarity assists in performance management of employees and ensures that staff 
are clear on the outcomes they are expected to deliver to achieve Council objectives. 
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Appendix 4:  Service Standards 
 

General Manager’s Foreword 
 

 

 

 

These Service Standards have been incorporated into Council’s structured Integrated 

Planning system and the Performance Review and Development system.  They should 

be read, and observed, in conjunction with Council’s values. 

 

All Council employees will be reviewed on their observance and compliance to these 

Standards at their annual performance reviews and performance management 

meetings.  

 

  

Barry Smith 

GENERAL MANAGER 

  

Taking care of our customers (both internal and external) is the 

key to the success of our Council.  

 

The Hunter’s Hill Council Service Standards have been 

designed to ensure that Council employees are accountable for 

adhering to quality customer service, along with a high level of 

commitment to our community.    
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Hunter’s Hill Council’s ‘Service Standards Framework’ identifies the minimum 

standards our Councillors, staff and contractors are expected to deliver to our 

internal and external customers. 

These service standards are measures of the quantity and quality of services 

provided by Hunter’s Hill Council to our internal and external customers.  The 

standards cover the actual delivery of the service, the standards of behaviour, and 

the availability of customer feedback and complaints process. 

Customer Service Charter 

This framework identifies minimum standards of service expected: 

 

1. Our Staff 

 We will act with integrity  

 We will provide courteous, respectful and efficient service 

 We will respond to correspondence and emails within three (3) working 

days 

 We will keep the customer informed of the progress of their enquiry at all 

times 

 We will ensure that our processes and procedures are compliant with 

legislative requirements 

 We will act professionally always abiding by Council’s HEART values 

 We will focus on quality while maximising service delivery 

 We will treat personal information confidentially and according to the law 

 

2. Our Councillors 

 We will act with integrity and consider people equally without prejudice or 

favour 

 We will be active and contributing members of the governing body 

ensuring to make and uphold collective decisions 

 We will make considered and well-informed decisions on behalf of the 

community we serve 

 We will represent the collective interests of residents, ratepayers and the 

local community 

 We will act professionally always abiding by Council’s HEART values 

 We will take responsibility for situations, showing leadership and placing  

the public interest over personal interest 

 We will govern responsibly 

 

3. Our Commitment to Customer Service 

 We will treat our customers courteously, respectfully and with dignity. 

 We are articulate and use plain and clear language 
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 We will educate our customers of the process for handling complaints and 

likely timeframes.  

 

4. Our Customers  

 Are courteous and respectful to our staff, Councillors and contractors 

 Respect the rights of members of our community 

 Allow us with appropriate time to address your request 

 Provide clear, complete, and accurate information, including your relevant 

contact details 

 

5. We strive for excellence and continuous improvement  

 We welcome customer suggestions and feedback to help us continually 

improve. 

 We will endeavour to resolve issues promptly according to Council’s 

Complaints Handling Policy.   

 For further information please contact: 

Phone: (02) 9879 9400  

22 Alexandra Street, Hunters Hill 2110 

council@huntershill.nsw.gov.au  

Hunter's Hill Council website 

 

 

Customer Feedback 

 

Customer feedback, including customer complaints, is a vital source of information 

that can be used: 

(i) To address the concerns of the aggrieved individual, and  

(ii) To identify ways to improve service delivery and service effectiveness for 

future customers 

 

 

http://hhc-inet.huntershill.nsw.gov.au/Files/CORP.S.22.pdf
mailto:council@huntershill.nsw.gov.au
http://www.huntershill.nsw.gov.au/page/HomePage.aspx
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Council’s feedback system addresses:  

Informal complaints:   Customers with concerns or criticisms about the 
service or their treatment are encouraged to make 
informal complaints as soon as possible to the relevant 
staff or manager; and those employees are empowered 
to resolve the matter – wherever possible – 
immediately. 
 

Formal complaints:   If the relevant staff or managers are unable to rectify 
the situation for the customer without delay, or if 
customers prefer to make a complaint in writing, then 
the customers are provided with details on: 

 How to make the complaint 

 How an impartial investigation will be 
undertaken 

 When a courteous reply that addresses the 
substantive complaint can be expected 

 

Service rating: Customers who have had positive experiences with 
Council staff are encouraged to write letters or rate 
Council on social media, for example Facebook 
reviews. 

 

 

 

Dealing with Complaints 

When dealing with a complaint, follow the procedure below: 

Listen  Listen to the customer   

 Do not interrupt   

 Show empathy  

 Do not patronise   

 Stop what you are doing 

Respond  Tell them what you will do   

 Apologise if necessary   

 Ask them what they expect 

Act  Solve the problem   

 Remember it is your problem, not theirs   

 Tell them what you will do   
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 Keep them informed 

Refer  Refer it if you have too many other customers   

 When you don’t know what to do  

 If you or the customer is becoming emotional 

Follow Up  Follow up and check that everything is okay.   

 Write down the incident so it can be avoided again.   

 Check that the internal procedures are followed. 

Thank  Thank the customer for bringing it to your attention. 

 Thank them for allowing you to fix it. 

 Thank them for their understanding. 

 

Sometimes there is a need to refer the complaint to someone else.  This could be 

because you don’t know who to deal with the problem, are very busy or because you 

or the customer is becoming angry and emotional.  Although it is your responsibility 

to fix things for the customer because the problem was brought to you, there is 

nothing wrong with referring the problem when the need arises. 

Dealing with a problem that has been escalated 

There are several keys to dealing successfully with a referral / escalation situation it 

is imperative that: 

1. You get the entire story 

2. You find out how the customer is feeling 

3. You know what recommendations have already been made 

When explaining the details to the manager/supervisor, always 

 Remain professional in front of the customer 

 Never show your emotions 

 Be positive about handing the complaint over 

 

International best practice standards 

Hunter’s Hill Council will ensure continuous improvement and will compare our 

standards of customer service with international best practice. 
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CUSTOMER SERVICES 

 

(Applicable to all staff) 
 

EXTERNAL CUSTOMERS  

Council staff will: 

 Greet customers upon entry into the Hunter’s Hill Council Customer Services 

Centre in a courteous and professional manner 

 Ask customers how we can assist them 

 Listen effectively to our customer’s requests and promptly take the necessary 

actions to assist them. 

 Keep our customers informed of any unexpected delays in service. 

 Inform our customers of normal process time, when they can expect 

completion and any delays that may arise in the process. 

 Touch base with our customers to update them as to where we are at in the 

process 

 Respond to website questions/requests within 24 hours during normal 

business hours 

 Ensure our encounters with our customers are always courteous and 

professional 

 

Agendas and Reports 

 Council agendas and reports for ordinary meetings will be available for 

Councillors to download on the Thursday prior to the Council meeting 

 Minutes of Council meetings will be available for Councillors to download on 

the Thursday following the Council meeting 

 Agendas for Committee and Working Party meetings will be published on 

Council’s website or emailed to members at least five (5) working days prior to 

the scheduled meeting. 

 Minutes of Committee and Working Party meetings will be forwarded to 

members within five (5) working days of the meeting 

 Notification of meeting dates for the year will be provided at the first annual 

meeting of committees and working parties. 

 

Answering Telephone Calls 

Council staff will: 

 Answer their telephone within three (3) rings 

 Hunter’s Hill Council’s standard greeting is: 

“Good morning/Good afternoon 

Hunter’s Hill Council 

(Name) speaking 

 Use group pick-up, diversion or voicemail on their phones when away from 

their desks 
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 When transferring a call, always announce the caller before transferring. 

 Ask probing questions to establish the caller’s needs – gain control of the 

conversation early on to ensure timely response 

 

There are some general steps to a call: 

 

Acknowledge   Let customers know they have called the right place 
Give them a ‘can do’ statement – “certainly I can help with – 
repeat back their own phrasing’ 
 

Discovery   Find out why they have called today – ensure your voice allows 
for understanding / concern and compassion 
 

Justification Make sure they understand your actions and reasons for 
questions. 

“I need to ask you some more questions, is that okay?” 
“In order to understand your situation…” 
“So that I can give you specific information…” 
“To be able to understand exactly what you need…” 
“To make sure I put you through to the right person…” 
 

From here you are better able to address the caller’s needs. 
Whenever on the telephone, a smile on your face will help your voice to sound 
welcoming and interested. 

 

 

Messages 

 If the caller is not able to speak to the intended staff member, always ask if 

they would like you to take a message. 

 Our standard message should include: 

o Who the message is for 

o Who the caller is 

o What the call is about / what needs to be done 

o The date and time 

 When taking a message, always send the details as an email to the staff 

member so the details are logged and can be actioned 

 The receiver of the message should always respond to messages within two 

(2) working days 

 

Complaints 

Council staff will: 

 Explain the complaint resolution process to customers 

 Provide information about how, when, where and to whom to address the 

complaint 

 Respond to all formal complaints in writing within ten (10) working days 
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 Forward complaints received via email to the Business Classification System 

(BCS) 

 Categorise the complaints by type for continuous improvement purposes 

 Target 100 complaints per annum  - To reduce the number of complaints 

 Enter feedback (including complaints, service requests, etc) into the Customer 

Request system 

 

Information requests 

Council staff will: 

 provide access to public documents listed in the GIPA Act, unless there is a 

disclosure against public interest 

 provide hard copy or electronic copy of Council publications (charges may 

apply). 

 

Meetings 

Council staff will: 

 be punctual for internal meetings, meetings involving community members 

and meetings involving other private and government organisations (this 

includes onsite and offsite meetings) 

 turn mobile phones off, or onto silent mode during meetings. 

 

Written Information (including emails) 

Council staff will: 

 respond to written requests and emails within three (3) working days. If a full 

answer cannot be given at that point, advise the correspondent that a full 

response will take some time but should be received within ten (10) working 

days (this allows staff time to seek specialist advice, if required) 

 use clear, simple and concise language 

 use standardised formats and templates 

 provide that all written correspondence will have a name, address, contact 

telephone number and email address attached 

 follow Council’s Style Guide in order to meet style and correspondence 

guidelines. 

 

Confidentiality 

Council staff will: 

 Respect the privacy of customers and will abide by any laws relating to this 

protection 

 

Telephone Etiquette 

 When at our desks, we will answer the phone within six (6) rings 

 We will identify ourselves when we answer 
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 We will listen to the caller’s request and assist the caller accordingly 

 If we cannot assist the caller, we will direct the call to the appropriate person.  

Before transferring the call, we will obtain the caller’s permission provide the 

caller with the name and extension number of the person who will be helping 

the caller. 

 We will obtain the caller’s permission before placing the call “on hold” by 

asking and waiting for a response before initiating the hold function. 

 We will end the conversation in a courteous and professional way by thanking 

the caller.  We will wait for the caller to hang up first. 

 We will notify our customer that someone is unavailable by saying “He/She is 

unavailable.  Is this an urgent issue or may I take a message?” 

 

Voicemail 

Council staff will: 

 Respond to voice mails within 24 hours or one (1) working day 

 Update our voice mail greeting, advising callers when we will be out of the 

office for an extended period of time (1/2 day or longer), informing callers of 

when we will return and whom they may contact in my absence (if applicable). 

 

Email 

Council staff will: 

 Provide customers with an Acknowledgement email within 24 hours of receipt 

of the email/letter. 

 Provide customers with a final response to emails/letters within three (3) 

working days 

 Update our email notification message when we will be out of the office for an 

extended period of time (full day or more).  We will indicate our expected 

return date and indicate a contact person (if applicable). 

 

Exceeding Expectations 

Council staff will: 

 Make it our goal to exceed the expectations of all our customer groups. 

 Work to anticipate the needs of those we serve by proactively working to meet 

their needs 

 Hold ourselves and each other accountable for our service commitment. 

 Be conscious of our communication style (ie audible voice, eye contact when 

speaking to someone, tone of voice) and communicate in a professional manner. 

 We will make a conscious effort to compliment co-workers when their actions 

comply with, or exceed, Council standards. 
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INTERNAL CUSTOMERS 

 

The internal customer relationship also plays a key role in Council’s success.  

Strained internal relationships can adversely affect the organisation’s morale and 

can result in a poor level of service.  To avoid this from happening, Hunter’s Hill 

Council staff will ensure to always: 

 

1. Follow Council’s Values (HEART) at all times and treat each other with 

respect. 

2. Interact with each other in a courteous and professional manner. 

3. Inform our internal customers of: 

a. Normal process time; 

b. When they can expect completion; and 

c. Any delays that may arise in the process 

4. Keep in touch with our internal customers either by email or phone to regularly 

update them as to where we are at in the process. 

5. Always ensure to return phone calls and emails within 24 hours 

6. Work to resolve issues with co-workers and other departments by discussing 

problems directly and working toward agreed solutions. 

7. Be considerate, co-operative, and helpful to every staff member to ensure 

quality services and effective team work. 

8. Hold ourselves and each other accountable for addressing inappropriate 

comments and behaviour. 

9. Provide training to staff to ensure all processes are understood and followed 

10. Avoid speaking negatively about other staff members and Council in general 
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CORPORATE GOVERNANCE 

 
Records Management 

 All emails received by Council must be registered within 24 hours or one (1) 

working day 

 All D.A.’s submitted must be registered and returned to the Development and 

Regulatory Control department within two (2) working days upon receipt from 

Customer Service. 

 

Finance/Payroll 

 All emails received (both internal and external) will be replied to within 24 

hours or one (1) working day 

 Communication with internal and external customers will be courteous and 

helpful 

 Workers Compensation claims will be reported within 48 hours 

 

IT 

 Hunter’s Hill Council will provide a relevant and up-to date website for 

customers 

 IT will ensure that each department of Council reviews and updates content 

on a regular basis 

 Council’s website will offer payment options (TBA on ETA) 

 Council’s website will offer feedback options 

 Hunter’s Hill Council will ensure the website is accessible to most of our 

customers in terms of readability and functionality. 

Rates 

Council staff will: 

 provide all ratepayers with rates notices 

 provide ratepayers with outstanding rates notices (as necessary). 

  

HUMAN RESOURCES 

 All job positions are advertised internally and externally as appropriate 

 All job positions to be advertised on Council internet site 

 All applications will be acknowledged in writing 

 Both the HR and line managers are to shortlist applications for positions within 

five (5) days of closing date 

 The HR Manager is to respond to job applicants within seven (7) days of close 

date 

 The HR Manager is to contact unsuccessful applicants via email/mail within 

ten (10) days following interview. 
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WORK HEALTH AND SAFETY (WHS) 

 

 All workers of Hunter’s Hill Council, across all levels, are responsible for 

ensuring they remain aware of, and are up-to-date on, their WHS 

responsibilities, authorities and accountabilities at all times.   

 Council workers will be held accountable for the execution of their WHS 

responsibilities.  Failure to fulfil WHS responsibilities may result in disciplinary 

action up to and including termination of employment and/or contract as per 

applicable. 

 Responsibilities include: 

 Attendance at WHS training relevant to duties and responsibilities 

 Attendance at WHS awareness sessions as they arise in Hunter’s Hill 
Council 

 Notifying their manager of all WHS incidents observed in the workplace 
in accordance with Council’s notification requirements 

 Notifying manager of any WHS concerns identified in the workplace, 
including personal matters that may impact on well-being or fitness for 
work 

 
Annual Performance Reviews 

 As part of Hunter’s Hill Council’s overall performance management process, 

employee’s fulfilment of their WHS responsibilities, including those objectives 

set out in Council’s Cambron system, will be monitored and assessed.  This 

assessment will be conducted on an annual basis. 

 

COMMUNICATION  

Hunter’s Hill Council will: 

 Distribute newsletters to residents on a quarterly basis 

 Distribute a community report in November of each year 

 Notify residents of all development applications in The Weekly Times 

newspaper and on Council’s website 

 Notify residents about specific events and programs via a letterboxed 

brochure as needed. 

 

COMMUNITY SERVICES  

Council staff will: 

 Be punctual for internal meetings, meetings involving community members 

and meetings involving other private and government organisations (this 

includes onsite and offsite meetings) 
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 Respond to written requests and emails within three (3) working days. If a full 

answer cannot be given at that point, advise the correspondent that a full 

response will take some time but should be received within ten (10) working 

days (this allows staff time to seek specialist advice, if required) 

 Follow Council’s Style Guide in order to meet style and correspondence 

guidelines. 

 Respect the privacy of customers and will abide by any laws relating to this 

protection 

 

DEVELOPMENT AND REGULATORY CONTROL 

Development Applications (DA’s) 

 Customers will have access to a Planning Officer (in person) on Monday to 

Friday between the hours of 8.30am to 10.00am and 3.30pm to 4.30pm 

 Council staff will issue Complying Development Certificates within ten (10) 

working days 

 Assessment and determination of standard residential development (DA’s) will 

take place within (3) months, except in the case of objections being received 

and the matter being referred to a Council meeting.  However two (2) months 

determination in low scale applications with no objections being 

received.(Rewording required) 

 All emails received by must be replied to within 24 hours or one (1) working 

day. 

 Respond to applicants upon receipt of their application within 24 hours to 

inform them of the normal process time and to advise them when they can 

expect completion or of any delays that may arise in the process. 

 Council staff will issue Construction certificates within 5 working days. 

 Assessments completed within 25 days of their receipt. 
 

Food and Health 

 The appointed contractor will conduct bi-annual inspections of food premises 

to ensure compliance with the Food Act 

 Council staff will investigate all complaints within two (2) working days. 

 

Swimming Pools 

Council staff will: 

 Implement and maintain a swimming pool register 

 Develop and maintain an inspection program 

 Issue compliance certificates as necessary 

 Conduct mandatory inspections of swimming pools. 

 

Ranger Services 
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Council Rangers must: 

 Display sound judgement in exercising any discretion to issue a PIN 

 Ensure that the Road Rules are pursued in a fair and equitable manner  

 Have regard to public safety, property damage and any impact to members of 

the public  

 Exercise discretion in keeping with industry best practice 

 Obtain photographic evidence of any vehicle that is committing an offence 

within the Council area. 

 Ensure to secure any photographs in Council’s record system to restrict 

accessibility by the public and unauthorised members of staff 

 Comply with the designated program of enforcement, as designated by the 

Group Manager, Development and Regulatory Control 

 School zone enforcement will be conducted in an ethical and consistent 

manner.  Rangers will ensure at all times during their enforcement that they 

are visible to all users of the area (students, staff and parents) 

 Any compliance officer or ranger who does not comply with these standards 

may be in breach of Council’s Code of Conduct Policy. 

 

In relation to the management of customer requests and in order to provide a high 

level of service, Council Rangers will: 

 Respond to customer requests within 2-3 hours 

 Report to the Group Manger daily on number of infringements and issues 
relating to ranger duties/tasks 

 Convey accurate information to the community and educate residents and 
visitors on legislative requirements  

 Register requests/emails on Council’s Infoxpert database 
 

WORKS AND SERVICES 

 
Parks and Reserves 

 Parks and reserves will be mowed at least every four (4) weeks in summer 

and every six (6) weeks in winter, or assessed if mowing is not needed with a 

date to be specified 

 Park facilities, including amenity blocks will be cleaned at least every two (2) 

days 

 Open/closure details of playing fields will be updated regularly on Council’s 

website 

 

Roads and footpaths 

 Potholes will be evaluated and if action is required made safe within five (5) 

working days 
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 Footpath trip hazards will be evaluated and if action is required be made safe 

within five (5) working days 

 Kerb and gutter hazards will be evaluated and if action is required be made 

safe within ten (10) working days 

 Blocked drains will be cleared within 24 hours 

 Street sweeping will be conducted on a monthly cycle. 

 

Trees 

 Tree Preservation Orders (TPO’s) will be processed within ten (10) days 

 Street trees deemed dangerous will be removed within thirty (30) days. 

 

Waste 

 Waste services will operate on the days outlined on the waste calendar 

 Waste collection services will not commence prior to 6 am 

 New or replacement bins will be delivered by the contractor within two (2) 

working days 

 Reported missed services will be collected by close of the next working day, 

unless otherwise advised 

 Household clean-up services will be provided twice a year. 

 Waste in parks and reserves will be monitored and cleared on an ongoing 

basis. 

 

Graffiti 

 Hunter’s Hill Council staff are not permitted to enter private property to 

remove graffiti without the permission of the owner of the property 

 Council staff will remove graffiti on Council property within five (5) days of the 

graffiti being reported, or within two (2) days if the graffiti is deemed ‘indecent’ 

 All incidences of graffiti will be added to Council’s graffiti register. 
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How will we measure success? 

Objectives Measure 
1. Each department will meet agreed 

standards 
 As reported in annual performance 

reviews 

2. Works are completed on time and 
within budget  

 In accordance with the Delivery 
Program and Operational Plans 

3. Council’s finances and assets are 
responsibly managed  

 As reflected in Council’s Resourcing 
Strategy (Asset Management and 
Financial Plans) 

4. The Hunter’s Hill environment is 
protected  

 As evidenced by Council and 
Environmental impact reports 

5. Full compliance with legal 
requirements  

 Nil court appearances/breaches 

6. Performance objectives are 
achieved at all levels  

 In accordance with Council’s 
Delivery Program and Operational 
Plans 

7. Satisfied Stakeholders 
a. Customers – customer 

feedback survey, number of 
complaints per annum 

b. Community – customer 
feedback survey, facebook 
ratings 

c. Staff – engagement survey, 
turnover rate 

d. Councillors - feedback 
 

 Customer Feedback Survey 

 Facebook Ratings 

 Engagement Survey 

 Turnover Rate 

 Number of complaints made  

 Number of complaints resolved 

8. Engaged employees who know and 
understand Council’s Service 
Standards 

 

 Percentage of work objectives 
achieved 

 Decrease in the number of 
performance management meetings 
and an increase in appropriate 
outcomes 

 Turnover rate is appropriate 

 Relevant and accurate PD’s 

 Reduction in workers compensation 
claims 

 Appropriate execution of 
development plans based on job 
requirements 
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Positive first impressions 
Make a positive first impression. 

 Look your best 

 Greet the customer with a smile 

 Make positive eye contact 

 Anticipate customers’ needs  
 

Listen carefully 
 Be attentive to the customer. 

 Listen carefully to their words   
 

Explain  
 Provide accurate information to the customer 

 Offer your information and service 

 Speak in clear, easy to understand language 
 

Ask 
 Clarify to check for understanding 

 Communicate  to the customer and your team 
 

Serve 
 Be proactive in satisfying customer needs.   

 Practice empathy, diplomacy and courtesy at 
all times 
 

Exceed all expectations 
 Use your experience to help the customer   

 Strive to exceed rather than just meet their 
expectations 

 Solve problems immediately but don’t be 
afraid to escalate if necessary 

 Practice continuous improvement - look for 
ways to improve 
 

 

  

At Hunter’s Hill Council, we aim to 

please our customers and strive to 

exceed their expectations 
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Appendix 5:  Council Employee Benefits 
 

We recognise that there is much more to our employees than just the job they 

perform for us. For this reason, we have developed a comprehensive list of benefits 

focused on our employee’s wellbeing, development, lifestyle and financial future. 

These benefits include (but are not limited to): 

Reward & Recognition 
 Performance Payments – paid annually to those employees who have performed 

well following annual performance review (subject to Council’s financial capacity 
to pay each year). 

 Salary Increases – Award increases provided annually. 
 Staff Recognition Awards – categories of performance awards available on a 

quarterly basis valued up to $100 per employee. 
 

Packaged Benefits 
 Car Parking – free car parking areas available for staff to use. 
 Vehicles – fully serviced and maintained (including fuel) private use vehicles 

available for staff in designated positions for weekly fee (currently  $60.00 per 
week). 

 Mobile Phones/PDA’s – available to employees in designated positions for 
business use and nominal personal use, all personal charges above nominal 
amount to be paid for by the employee at our corporate call rates.  

 

Health & Wellbeing 
 Employee Assistance Program – access to professional counsellors at Hunters 

Hill Medical Practice to help staff if they need professional advice on issues that 
may affect their health, work, performance or personal relationships. 

 Vaccinations – free annual flu shots offered to all staff. 
 Hearing tests – free to check hearing for depot staff. 
 Sick Leave – 3 weeks sick leave (accumulative). 
 

Career 
 Study Assistance – 75% reimbursement of the course fees for university study, 

per academic year of study and up to $100.00 reimbursed for stationary/book 
expenses.  

 Exam/Study Leave – two half days paid exam leave per examination. 
 In-house courses – a range of courses are run in house and available to all staff. 
 Conferences and Seminars – opportunities to attend conferences and seminars 

relevant to the employee’s position. 
 

Family 
 Paid Maternity Leave – once 12 months service has been completed, staff 

members have options of paid maternity leave: 9 weeks leave on full pay, 18 
weeks leave on half pay or a combination on full and half pay. 
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 Part Time Work – Staff can request to return to work part time following maternity 
leave until child reaches school age. 

 Parental Leave – Up to 2 years unpaid parental leave. 
 Carers Leave – use of sick leave entitlements to care for an immediate family 

member. 
 Supporting Parent Leave – once 12 months service has been completed, up to 5 

days paid leave from sick leave balance is available at the time a partner gives 
birth. 

 

Workplace 
 Lunch Room with refrigerator and supplied tea, coffee and milk and filtered water, 

as well as free use of facilities such as microwave oven, sandwich press and 
oven. 

 

Other 
 Nine day fortnight – one day off per fortnight for all depot staff. 
 Transfer Entitlements – accumulated benefits transferrable if moving from 

another Council (Long Service Leave and Sick Leave, up to max. 13 weeks). 
 Generous Long Service Leave – available after completion of 5 years’ service & 

available at half or double pay - ratio to leave taken. 
 Superannuation – choice of the Local Government Super Scheme or your own 

nominated complying fund. 
 Salary sacrifice arrangements are available for certain items. 
 Social Club – a staff committee run a social club which offers events, activities 

and discounts to its members. 
 Christmas Party lunch for all staff. 



Appendix 6:  Hunters Hill Council EEO Plan 
 

 

 

INTRODUCTION 

The purpose of Hunters Hill Council’s EEO Management Plan is to eliminate discrimination in the workplace and provide actions to 

ensure equality in the workplace. 

 

Aims of Hunters Hill Council’s EEO Management Plan: 

 To ensure that prospective employees are treated equitably when applying for positions within Council. 
 

 To facilitate the fair and equitable treatment of its employees by promoting a workplace free of discrimination. 
 

 To promote and encourage good working relationships and providing a workplace free of harassment. 
 

Treating people fairly and equitably, and recognising that each person can contribute something valuable to Council, will assist 

employees in realising their full potential whilst also enhancing Council’s effectiveness, efficiency and service to the community. 

 

The Anti-Discrimination Act (1977) provides that it is illegal to discriminate on a number grounds as outlined in Council’s EEO policy.  

Every employee of Hunters Hill Council has a responsibility to ensure compliance with this legislation. 
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CONTENTS 
 

 

           

1. Communication and awareness 

2. Consultation 

3. Data Collection 

4. Recruitment  

5. Appointment, Promotion and Transfer 

6. Conditions of Service 

7. Learning and Development 

8. Policies and Programs 

9. Target Groups 
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Key Result Area 1:  Effective Consultation 

 

Objective:   Employees are represented in the development of the EEO Management Plan 2016-2020 

 

Actions Target Responsibility Performance Indicators Target Date 

Present draft EEO Management Plan 2016-2020 

to the Consultative Committee for review and 

feedback 

 

All employees Human Resources Minutes of Consultative Committee 

Meetings 

Completed 

February 2016 
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Key Result Area 2:  Communication and Awareness Raising 

 

Objective:   Employees are aware of EEO principles 

To ensure that all employees (ie supervisory and non-supervisory employees) are aware of: 

 EEO principles 

 Their responsibilities in relation to EEO principles 

 The existence of the EEO Management Plan and where it is located 

 Council’s lack of tolerance of harassment in the workplace. 
 

Actions Target Responsibility Performance Indicators Target Date 

Plan and Policy are placed on the intranet and 

website 

All employees Human Resources Plan and Policy are available on the 

intranet, website or by contacting 

Human Resources 

Completed April 

2016 

Conduct EEO Awareness training for all new 

employees are part of the Hunter's Hill Council 

Induction program 

New 

employees 

Human Resources Training records As necessary 

Arrange training for managers and supervisory 

staff on EEO principles and their responsibilities 

relating to the appropriate legislation. 

Managers 

and 

Supervisors 

HR All managers and supervisory staff 

trained. 

Managers updated when changes 

occur to the legislation. 

Managers conduct retraining 

sessions for their supervisors when 

changes occur to the legislation. 

Annually 
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Conduct training for all non-supervisory staff on 

EEO principles and their responsibilities relating 

to the appropriate legislation. 

Non-

supervisory 

employees 

HR All non-supervisory staff trained.  

Managers/supervisors conduct 

retraining sessions for their staff 

when changes occur to the 

legislation. 

Annually 

Communicate EEO information to all new full-

time and part-time employees as part of the 

Council’s induction program. 

All new full-

time and part-

time 

employees 

HR All new employees provided with 

induction 

As necessary 

Promote EEO, anti-discrimination and anti-

harassment via the staff newsletter 

All employees HR Articles and information placed in 

the staff newsletter . 

Quarterly 

Promote prohibition of on-line harassment (ie 

use of email) as detailed in Council’s Web 

Access and Email Policy 

All employees HR / IT No incidents of online harassment Ongoing 
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Key Result Area 3:  Data Collection 

 

Objective:   EEO statistical data is collected and reported upon 

 

Actions Target Responsibility Performance Indicators Target Date 

Data on EEO breakdowns collated annually for 

inclusion in the Annual Report 

All employees Human Resources Annual Report Annually 

Data is collected on EEO principles in staff 

engagement survey  

All employees Human Resources Results of staff engagement 

surveys 

Annually 

Focus group is facilitated for staff feedback All employees Human Resources Action Plan developed from focus 

group 

Annually 
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Key Result Area 4:  Recruitment and Selection 

 

Objective: Ensure that Council’s Recruitment and Selection Policy and Human Resources Manual 

outline procedures that conform with EEO principles 

 

 

Actions Target Responsibility Performance Indicators Target Date 

All advertisements for vacant positions 

accurately reflect the role and use of non-

discriminatory language 

Current and 

prospective 

employees 

Human Resources Recruitment advertisements Commenced 

and ongoing 

Recruitment panel members are trained in 

behavioural interviewing training that 

incorporates EEO awareness 

Interview panel 

members and 

managers 

Human Resources Behavioural interviewing training 

conducted for all new managers, 

coordinators and team leaders. 

At least two panel members  have 

completed Behavioural Interviewing 

training 

No substantiated complaints of 

unfair recruitment practices for 

applicants 

Ongoing  
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Ensure interviews for management and 

supervisory positions include questions 

related to EEO responsibilities 

Applicants for 

supervisor / 

management 

positions 

HR & Department 

Managers 

 Interview questions for 
supervisory positions 

 No applicants are appointed to 
supervisory positions unless they 
demonstrate knowledge and 
understanding of EEO principles  

 If appointed and are identified as 
lacking understanding of EEO 
principles – they must undertake 
training as a priority.  

Commenced 

and ongoing 

 

 

Key Result Area 5:  Appointment, Promotions and Transfer Processes 

 

Objective: Ensure that all appointments, promotions and transfers are based on merit and/or position 

related criteria. 

 Ensure all employees who are injured at work and unable to return to their pre-injury duties 

are assessed for suitable duties in accordance with their abilities. 

 

Actions Target Responsibility Performance Indicators Target Date 

All advertisements for vacant positions 

accurately reflect the role and use of non-

discriminatory language 

Current and 

prospective 

employees 

Human Resources Recruitment advertisements Commenced 

and ongoing 
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Ensure all appointment decisions are justified 

and documented on merit based grounds 

Selection 

Panels 

Human Resources Selection Panel Reports clearly 

outline reasons for appointment  

Commenced 

and ongoing 

Monitor appointments, promotions and 

transfers to ensure they do not breach EEO 

principles. 

All employees HR Nil substantiated complaints 

regarding non-compliance with EEO 

principles for appointments, 

promotions and transfers. 

Commenced 

and ongoing. 

Ensure that if and when opportunities to act in 

higher grade positions are available that they 

are assigned 

All employees HR  Employees are given equal 
opportunity to act in higher grade 
positions appropriate to their 
skills, experience and 
proficiency. 

 No employee is discriminated 
against in accordance with EEO 
principles 

 Nil substantiated complaints in 
regards to non-compliance with 
EEO principles for offers of 
acting in higher positions. 

Commenced 

and ongoing 

Check that offers of suitable duties are based 

on the injured worker’s abilities 

Employees who 

are injured at 

work.  

Department 

Managers 

Supervisors 

 Nil substantiated complaints 
regarding non-compliance.  

 Return to work plans are 
completed in accordance with 
EEO principles.  

Commenced 

and ongoing 
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Key Result Area 6:  Conditions of Service 

 

Objective: Ensure that conditions of service comply with EEO principles 

 

Actions Target Responsibility Performance Indicators Target Date 

Review Council’s Work and Family policy to 

ensure no breach of EEO principles. 

All employees Human Resources Minutes of Consultative Committee 

meetings show that issues raised via 

consultation are given consideration 

prior to finalisation of policy. 

 

Nil substantiated complaints about 

the illegal discrimination relating to 

the policy. 

Commenced 

and ongoing 

Human Resources policies and procedures 

are developed and reviewed to ensure 

compliance with EEO principles. 

All employees Human Resources Minutes of Consultative Committee 

meetings show that issues raised via 

consultation are given consideration 

prior to finalisation of policy. 

 

Nil substantiated complaints about 

the illegal discrimination relating to 

the policy. 

Commenced 

and ongoing 
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Key Result Area 7:  Learning and Development 

 

Objective: Review learning and development policies and practices to ensure they conform with EEO 

principles and provide all employees with learning and development opportunities 

  

 

 

Actions Target Responsibility Performance Indicators Target Date 

Individual learning needs identified in annual 

performance appraisals 

All employees Managers and 

Human Resources 

Development Plans are regularly 

updated in Council’s Performance 

Review and Development System 

using the Cambron software 

Annually in 

accordance with 

Council’s 

Performance 

Review and 

Development 

Program 

Individual learning and development plans 

are developed to assist employees into their 

role 

New employees 

and employees 

transferring to a 

new role 

Managers  Individual learning and development 

plans completed within 12 weeks of 

an employee commencing in a new 

role 

Commenced 

and ongoing 
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Arrange training according to the needs of 

Council as specified in Council and individual 

Development Plans 

All employees Managers in 

consultation with 

Human Resources 

Nil substantiated complaints 

regarding illegal discrimination in the 

support of training. 

Commenced 

and ongoing. 

Examine in-house and external training 

courses and materials to ensure they are not 

discriminatory and consistent with EEO 

principles 

All employees Human Resources Courses and materials are non-

discriminatory. 

 

No breaches of EEO principles. 

Commenced 

and ongoing. 

Arrange training according to the needs of 

Council as specified in Council and individual 

Development Plans 

All employees Department 

Managers in 

consultation with 

Human Resources 

Nil substantiated complaints 

regarding illegal discrimination in the 

support of training. 

Commenced 

and ongoing. 

Support the professional development of 

employees when applying for Study 

Assistance by considering all applications on 

merit 

All employees Managers and 

Human Resources 

Study Assistance program 

applications 

Frontline Management applications 

Commenced 

and ongoing 

Offer job application skills training to internal 

staff 

All employees Human Resources Resume writing and interview 

techniques training provided upon 

request 

In the event of 

Council mergers 
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Key Result Area 8:  Policies and Programs 

 

Objective: Corporate policies and programs contribute to EEO outcomes 

  

 

Actions Target Responsibility Performance Indicators Target Date 

Human Resources policies and procedures 

are developed and reviewed to ensure 

compliance with EEO principles 

All employees Human Resources Policies are reviewed in accordance 

with policy register 

Commenced 

and ongoing 

Review flexible working arrangements All employees Human Resources Staff are satisfied with conditions of 

employment in relation to flexibility 

Commenced 

and ongoing 

Provide a confidential Employee Assistance 

Program 

All employees Human Resources Staff awareness of confidential 

assistance program 

Current 

arrangements to 

be reviewed by 

June 2016 
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Key Result Area 9:  EEO Target Groups 

 

 

Objective: 

 To provide opportunities for those who are members of certain EEO target groups (eg. Women, Non-English Speaking 
Background (NESB) Aboriginal & Torres Strait Islander (ATSI), People with a disability) to improve their skills to make 
them more marketable for employment.  To provide options for mature aged workers. 

 To convert positions – where appropriate – into traineeships or apprenticeships. 

 To convert positions – where appropriate – into positions suitable for people with a disability. 

 To convert positions – where appropriate – into part-time positions – suitable for people with a disability, or women. 

 To provide flexible options for mature aged workers 

 To improve understanding of the needs and capabilities of people with a disability. 

 To improve understanding of the needs and capabilities of NESB and ATSI. 
 

 

Actions Target Responsibility Performance Indicators Target Date 

Provides opportunities for unpaid work 

experience placements to enhance 

employment opportunities. 

NESB 

ATSI 

People with a 

disability 

Managers and 

HR 

Number of work experience 

placements through various 

schools, colleges and agencies in 

each target group. 

Commenced 

and ongoing. 
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Ascertain whether positions NESB 

ATSI 

Managers & HR Number of positions are 

redesigned for traineeships or 

apprenticeships 

Commenced 

and ongoing 

Ascertain whether positions, as they become 

vacant, are suitable for redesign for a person 

with disability. 

People with 

disability 

Managers & HR Positions redesigned for people 

with a disability. 

As appropriate 

positions 

become 

available. 

Ascertain whether positions, as they become 

available, are suitable for redesign for part-

time employment. 

People with a 

disability 

Women  

Mature aged 

workers 

Managers & HR Number of positions that are 

redesigned for part-time 

employment 

Commenced 

and ongoing 

Conduct awareness-raising sessions for 

managers with appropriate agencies for 

people with a disability 

NESB 

ATSI 

People with a 

disability 

HR Number of sessions conducted  

Conduct awareness–raising sessions for 

managers with appropriate agencies  

NESB 

ATSI 

HR Number of sessions conducted  
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Council Organisational Chart 
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A Guide to Departmental Functions 
 

Corporate Services 
Barry Smith, General Manager 

 General Manager’s office 

 Governance (Mayoral and Councillor support, Council Meetings, citizenship) 

 Integrated Planning & Reporting (CSP, Delivery & Operational Plan, Annual 
Report) 

 Public Art 

 Policies 

 NSROC 

 Civic Events (Anzac Eve Memorial Service, Australia Day & Australian 
Citizenship Ceremonies) 

 
 

Corporate Governance 
Debra McFadyen, Group Manager Corporate Governance 

 Finance (accounts payable & receivable) 

 Customer Service 

 Rates 

 Special Rate Variations (SRVs) 

 Payroll 

 Records 

 IT 

 Park & Hall Bookings 

 Auditing Services 

Development & Regulatory Control 
Steve Kourepis, Group Manager Development & Regulatory Control 

 DAs 

 Strategic Planning  

 Planning Controls (DCP, LEP, etc.) 

 Building & Regulatory Services (inspections & swimming pools) 

 Ranger Services 

 Heritage (including Significant Tree Register) 

 Conservation Advisory Panel 

 Main Street Committee’s 

 Future Gladesville 

 Companion Animals 

Community Services 
Margaret Kelly, Manager Community Services 

 Aged & Disability Services 

 Children’s Services 

 Community Events (Art, Moocooboola, Young in Art, Carols, etc.) 

 Leasing of Buildings 

 Playgrounds 

 Community Grants 

 Library 
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Works & Infrastructure 
Dhruba Bhowmik, Acting Group Manager Works & Services 

 Roads & footpaths 

 Asset Management Plans 

 Capital Works Program (seawalls, kerb & gutter, resurfacing, stormwater) 

 Bushcare 

 Sustainability 

 Stormwater 

 Waste Services 

 Tree Management 

 Aircraft Noise 

 Parks & Reserves 

 Sporting Fields 

 Dinghy Storage 

 Tenders/EOIs 

 Plant/Outdoor Staff 
 
Human Resources 
Rosanna Guerra, HR Manager  

 Recruitment and selection 

 Workforce planning 

 Regulatory compliance 

 New hire orientation and induction 

 Learning and development 

 Performance management 

 Workplace mediation 

 Work health and safety and workers compensation matters 

 Employee relations 

 Organisational change and development 

 HR policies and procedures 

 Staff engagement 

 EEO 
 
Corporate Strategy and Communication 
Annie Goodman, Corporate Strategist  

 Public relations 

 Corporate image 

 Publications 

 Cultural planning 

 Communication (including community survey) 

 Engagement 

 Integrated planning 
 


