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Executive Summary

The new Council Plan 2021-25 was adopted at the Council Meeting on Monday 21 June 2021. 
This is the third reporting year for the new Council Plan. The Council Plan is structured around 
five strategic objectives that underpin the overarching strategic direction for the next three 
years. Under each strategic objective is a series of strategies, initiatives, and indicators. 
Council committed to undertake work on 29 Council Plan initiatives during the 2023-24 
financial year. All initiatives are currently on track to be completed by their due date.

The share of incoming service requests, across the organisation, which were actioned and 
closed within service standard, sat at 86% for the quarter, slightly lower than our target of 
90%. 

The service levels achieved for unsealed road related requests and drainage related requests 
this quarter were 93% and 92% respectively. Unsealed road service level is close to its highest 
level in the last three years and is above our 90% target. The ongoing integration project, to 
connect Council's Customer Relationship Management System (CRMS) and Reflect, Council’s 
inspection and maintenance management system, should help to maintain this result. 

Starting from last quarter, we have revised our performance benchmark, shifting from a target 
of answering 80% of calls within 300 seconds to now aiming for a more ambitious target of 
80% of calls to be answered within 90 seconds. This adjustment is intended to enhance our 
service quality and improve the experience for our customers. Even with our new target, our 
service level is stable at 81%. The improvement from the last year’s result was due to several 
initiatives that were implemented to improve performance and assist with secondment 
extensions and unforeseen departures. Providing no other staffing issues occur, we hope to 
maintain this result.

We have received a total of 54 escalated complaints.  72.7% of these complaints were closed 
on time.

Councillors’ attendance rate at Council meetings was 96.3%. ‘Time Taken to Action Food 
Complaints’, ‘Animal reclaimed’, and ‘Time Taken to Action Animal Requests’ were improved. 
Our metric, 'Waste Diverted from Landfill,' remained consistently stable. The ‘Missed Bins’ 
metric displayed a significant improvement. Our waste team has worked with our kerbside 
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collections contractor to put a significant focus on missed bins management across our three 
kerbside collection streams. Maternal and Child Health enrolments and the 4-week Key Ages 
and Stages (KAS) participation rates remain high. The percentage of planning application 
decisions made within the 60-day timeframe has shown improvement, climbing from 30% to 
38%, following actions taken to improve service in this area. Planning decisions challenged at 
VCAT have been upheld at an 80% success rate.

The household growth rate in the Shire has remained stable at four households per calendar 
day for the current financial year. This quarter, the number of residential subdivision lot 
applications lodged was 45% lower compared to the same time last year. Conversely, the 
issuance of statements of compliance for residential lots has witnessed a notable increase of 
32% in comparison to Q2 2022-23 same period last year.

Government Interaction 

Government Advocacy
Council works with all levels of Government to lobby for action on important local issues and 
works hard to influence government priorities that will benefit our local communities. Council 
also works with other groups of Councils, such as the Municipal Association of Victoria, Greater 
Southeast Melbourne, Interface Councils Groups and National Growth Areas Authority to 
facilitate investment into the broader region.  
  
The advocacy package prepared detailing Council’s priorities for the municipality is used to 
lobby local members of parliament and bureaucrats to promote Council’s priorities for 
consideration in the development of the State and Federal budgets.  
  
Grant applications   
Council continues to rely heavily on rate revenue to fund the provision of infrastructure and 
services. Due to the Victorian Government’s rate cap, Council is limited in the amount of 
revenue it can achieve through rates and is required to have a strong focus on seeking 
grants.   
  
To the end of the second quarter of this financial year 13 applications were lodged under 
various programs seeking a total of $34,000,000. Of these applications 4 have so far been 
approved for a total of $505,972. There are an additional 4 applications from the 22/23 
financial year totalling $203,697 which are pending. 
  
Legislative Program   
Council continues to monitor proposed legislation as Bills are introduced into parliament.  The 
IBAC investigation ‘Operation Sandon’ into the City of Casey was tabled in Parliament in July. 
The report includes 34 recommendations to promote transparency in planning decisions; 
enhance donation and lobbying regulation; improve the accountability of ministerial advisers 
and electorate officers; and strengthen council governance. It is anticipated that this will see 
changes recommended to Council as a result of this report. As a result of the report, Cardinia 
Council has implemented a developer contact register for Councillors to record any contacts 
with developers.  

On 17 November Minister for Local Government Melissa Horne announced legislation to be 
introduced in the first quarter of 2024 to elevate governance and integrity standards in the 
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state’s 79 councils. The legislation is proposed to introduce a model Councillor Code of 
Conduct. Reforms will introduce mandatory training for elected representatives, a uniform 
councillor code of conduct and strengthened powers for the Minister to address councillor 
conduct. A model code of conduct for councillors with tougher sanctions for misconduct will 
provide a uniform set of standards and reduce the regulatory burden on councils which will no 
longer need to establish their own codes. 
  
Council lobbies the State Government when and as required when Bills are introduced that 
would either shift costs onto the Council or increase the Council’s responsibilities without 
appropriate recognition being detailed in the legislation. Cost shifting by the State onto Local 
Government continues to be a matter of concern. 

Cardinia Shire Gender Equality Action Plan (GEAP) 2021 – 2025
The GEAP outlines  Council’s vision that everyone who lives, works, and spends time in 
Cardinia Shire – regardless of their gender identity – be treated with respect and fairness, feel 
and be safe, and have equal access to opportunities to reach their potential and pursue their 
dreams. The progress against the actions outlined in the key focus areas of the Cardinia Shire 
Gender Equality Action Plan (GEAP) 2021 – 2025 is detailed in Attachment 4. 

Cardinia Casey Family Violence Network and Together We Can’s Walk Against Violence 
occurred on 24 November 2023. More than 250 community members participated in the 
march against family violence in Pakenham. This was the 13th year the event has occurred. 
Cardinia Shire Council, as a White Ribbon Accredited organisation, continues to support this 
event financially, with the support of the Together We Can initiative.

Performance Summary
Council Plan Performance
The Council Plan sets out a medium to long-term vision for how Council will respond to 
community needs and the opportunities and challenges facing Cardinia Shire. Council delivers 
the plan through a 4-year initiative plan which covers 5 Key Priority Areas (KPAs). The 
performance of the 5 KPAs and their Council Plan Initiatives is illustrated in Figure 1. For a 
more comprehensive account of the progress of initiatives, please refer to the Council Plan 
Initiative Progress Report attached.
There are 29 Council Plan initiatives due to be completed during the 2023-24 financial year, 
all are on-track to be completed by their due date. Please refer to Figure 1 for further details.

Figure 3. Council Plan Initiative Performance by Priority Areas

Service Request Performance
Service requests are recorded in Council's Customer Relationship Management System 
(CRMS) when a request for service is made to Council via an established channel, including 
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telephone, Council's website, and email. Each request type is assigned a service standard, 
which is a target timeframe for completion. The term 'Service Level' refers to the percentage of 
requests completed within their target timeframe. Council's target Service Level is 90%.

Across the organisation, 86% of incoming service requests were actioned and closed within 
service standard. This is below our target of 90%. The total number of incoming service 
requests decreased by 10%, compared to the same time last year.  

Table 3 illustrates the top five service categories by volume and their service level, for the 
quarter. A focus on improving service levels across the below service categories is expected to 
have a strong effect on the overall service level for the organisation.

Table 1. Table 3. Top 5 Service Request Categories by Volume, and their Service Levels

The overall customer satisfaction score is derived from asking customers, who have had a 
service request closed, to rate their overall experience with council, on a scale of 1 to 5, with 1 
being very poor, and 5 being very good. We achieved a satisfaction score of 3.62 in quarter 2. 
The score is based on 110 responses received from 529 surveys sent. 

Figure 4. Overall customer satisfaction results 

Operations Performance
Council maintains a large, unsealed road network. Maintenance works consist of both grading 
and 
re-sheeting, done on a cyclic basis, along with responses to defects caused by adverse 
weather conditions such as storms or long dry spells. All works are conducted in accordance 
with Council’s Road Management Plan, which ensures that the network is kept in a safe and 
trafficable condition. 
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The service level for unsealed road related requests this quarter was 93%, higher than the 
90% target. Figure 3 below shows that there has been a significant decrease in the number of 
unsealed road service requests received this year, compared to the same time last year. 

Figure 5. Unsealed road service requests due

It should be noted that the service level calculation is based upon the number of unsealed 
road requests closed in time, upon completion of inspection and scheduling of work (if work is 
required). 

The number of hours spent grading unsealed roads was 6% higher compared to the same time 
last year. A total of 330 corrugation or pothole complaints requests were received in this 
quarter, and this is a 54% decrease compared to the same time last year. 

Council also maintains over 3000 km of open surface drains. These drains are cleaned out 
using a maintenance system that is driven by proactive inspections, and reactive works, and 
supplemented by responding to flooding issues following storms. Works are prioritised based 
on risk to property or person. 

The linear metres of surface drains and underground drains cleared this quarter were, 
respectively, 150% higher and 91% lower than the same time last year. The current service 
level for drainage related requests is 92% and is higher than service level target of 90%.

It should be noted that the service level calculation for the drains cleared is based upon the 
number of drainage requests closed in time upon completion of inspection and scheduling of 
work (if work is required).  

Figure 6. Drainage Performance
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Unsealed road service requests are recorded initially through the CRMS, however, the work to 
resolve the service request is handled through the inspection and maintenance management 
system called Reflect. When a service request is logged in the CRMS, it is categorised as a 
request for inspection and should be closed as soon as practicable following completion of the 
relevant inspection. This is currently a manual process, and, as such, delays in the closing of 
requests can occur.  

An improvement project, to integrate Council’s Reflect with the CRMS, is currently underway. It 
is anticipated that this project will reduce the time between completion of the requested 
inspection, and the closing of the request in the CRMS. 

As the drainage service requests are also managed through the Reflect system, it is expected 
that the integration project mentioned above will also improve the efficiency of closing those 
requests in the CRMS, and therefore have a positive effect on the accuracy of reporting. 

As the Shire’s population continues to grow, the amount of waste generated is also growing. 
Cardinia Shire Council will continue to take advantage of recent advancements such as newer 
technologies and improved markets for products, resulting in improved financial outcomes for 
resource recovery.  The impact of drought can also vary the tonnage of green waste recycling 
due to moisture content from wet or dry years.

Waste management performance results continue to meet the organisation’s target, achieving 
a 97% service level for the quarter, the highest in the past four years.

Waste disposal statistics are stable, with 1% less garbage waste being sent to landfill and 5% 
more food and green waste to mulching this quarter, compared to the same time last year. The 
amount of recycling recovered decreased by 10% compared to the same time last year.

Customer Support Performance

The Customer Support team runs the organisation’s contact centre. As these contacts are the 
first interactions our community has with our organisation, it is important that we deliver a 
positive customer service experience. Monitoring the service level of the contact centre is one 
of the ways we assess our customers' experience with Council. 

Starting from last quarter, we have revised our performance benchmark, shifting from a target 
of answering 80% of calls, within 300 seconds, to now aiming for the more ambitious target of 
80% of calls to be answered within 90 seconds. This adjustment is intended to enhance our 
service quality and improve the experience for our customers. Even with our new target, our 
service level was still 81% for this quarter. This progress can be attributed to our efforts in 
recruiting and managing the Customer Support team, as well as conducting effective coaching 
and training sessions. These measures have positively impacted our ability to provide 
exceptional service to our customers.

We also measure the average amount of time customers wait in the call queue (Average Wait 
Time), Average Handle Time (Time taken to action a customer’s query), average amount of 
time taken to complete admin work following the conclusion of a call (After-Call Work Time), 
and the percentage of calls that were abandoned by customers (Abandoned Calls).

For the quarter, the Average Wait Time, Average Handle Time, and After-Call Work Time were 
53 seconds, 307 seconds, and 68 seconds, respectively. Three percent of calls were 
abandoned by customers. 
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We currently measure our Customer Support after hours call service level as the percentage of 
calls answered in 14 seconds, our target was to answer 90% of calls within this specific 
timeframe. Our service level for the quarter exceeded this target, reaching an impressive 96%. 
Additionally, the Average Wait Time for callers was 14 seconds, and the Average Handling Time 
was 268 seconds. Furthermore, the number of calls abandoned by customers was 0.22%. 
These statistics indicate that we have been successful in providing efficient and timely support 
to our customers.

In addition to the 1300 number, customers can contact Council via email 
(mail@cardinia.vic.gov.au) and online chat available on Council’s website. More customers are 
using these alternative channels of contacting Council and, as a result, new measures 
(number of emails received, and online chat sessions completed) were introduced to monitor 
the service performance for these digital interactions.

Our service levels for emails and online chat sessions have exceeded our targets. In this 
quarter, 7,462 emails were received, and 164 online chats sessions were completed. We 
achieved a 100% service level for emails, ensuring that all customer inquiries received a 
timely response. In addition, our online chat sessions achieved a service level of 80%, aligning 
with our target of 80% of chats responded to within 90 seconds. 

On average, the handle time for emails was 5 minutes 33 secs, which is well under our target 
of 10 minutes, while the average wait time was 4 hours 24 mins, which is almost half of our 8-
business-hour processing target. The average wait time to respond to an online chat query was 
59 seconds, lower than the target of 5 minutes, while the average handle time was 9 minutes 
41 seconds, which is lower than our target of 10 minutes.

One of the improvement initiatives, recently implemented in the Customer Support area, is a 
survey after each call or chat, to gain our customers’ feedback on their experience interacting 
with Council. Customers are asked to answer four survey questions about their experience 
interacting with Council on the day.  

The survey questions that are asked are as follows: 
How satisfied were you with the time you waited on hold before speaking with an officer? 
(one to five scale, with one being the lowest, and five being the highest) 
How satisfied were you with our officer’s level of knowledge about your inquiry? (one to five 
scale, with one being the lowest, and five being the highest) 
How satisfied were you with our officer’s professionalism and the time they took to handle 
your inquiry? (one to five scale, with one being the lowest, and five being the highest) 
Are you satisfied with the outcome of your call? (yes or no answer) 
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Figure 7. Customer Support After Call Survey

Improvements in these results may be due to various reasons, such as extensive coaching and 
training programs, and recruiting and training a casual pool to quickly fill in when needed to 
take customer enquiries. These initiatives have also helped in reducing the percentage of 
abandoned calls, and wait and handle times, while providing a consistent and great 
experience for our customers. 

LGPRF Performance
The Local Government Performance Reporting Framework (LGPRF) is a platform for key local 
government service and financial measures. The measures are reported annually in Council 
Annual Reports. The LGPRF data was previously published on the Know Your Council website, 
however that website was decommissioned by LGV on 31 December 2022. The performance 
data will now be published via the Local Government Victoria website, and an interactive 
dashboard developed by the Victorian Auditor General’s Office. 

Councillors’ attendance rate at Council meetings was 96.3%. ‘Time Taken to Action Food 
Complaints’, ‘Animal reclaimed’, and ‘Time Taken to Action Animal Requests’ were improved. 
Our metric, 'Waste Diverted from Landfill,' remained consistently stable. The ‘Missed Bins’ 
metric displayed a significant improvement. Our waste team has worked with our kerbside 
collections contractor to put a significant focus on missed bins management across our three 
kerbside collection streams. Our contractor has put several new processes in place to reduce 
the previously high ‘miss bins’ reporting number. Some of the changes include - more frequent 
reporting to the Council on this measure, better driver resourcing, education for drivers on the 
impact of missed services, direct driver engagement to support potential misses, and positive 
incentives for drivers who have zero missed bins on their runs

Maternal and Child Health enrolments and the 4-week Key Ages and Stages (KAS) 
participation rate remain high. The percentage of planning application decisions made within 
the 60-day timeframe has shown some recovery, climbing from 30% to 38%. Additionally, all 
planning decisions challenged at VCAT have been upheld with an 80% success rate.

Escalated Complaints recorded in CRMS
The Local Government Act 2020 has redefined a complaint as, a written or oral expression of 
dissatisfaction with the. 

Quality of an action taken, decision made, or service provided by a member of Council 
staff or contractor engaged by the Council; or
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Delay by a member of Council staff or contractor engaged by the Council in taking an 
action, making a decision, or providing a service; or
Policy or decision made by a Council, member of Council staff or a contractor.

A complaint can be assigned to the relevant/approved Council Officer/Contractor tasked with 
managing and responding to the complaint in the CRMS system. All Tier 2, 3 & 4 complaints 
must be acknowledged within 5 business days and an outcome letter (if a substantial 
investigation is required) is issued to the complainant within 20 business days of recording the 
complaint.

In Quarter 2, we received a total of 54 escalated complaints. 72.7% of these complaints were 
closed on time, showcasing our commitment to addressing customer concerns promptly. Only 
2 complaints were categorised as Tier 3, indicating the need for an internal review.

Growth Summary 

Residential development activity drives much of the growth in demand for Council’s services 
and facilities. There are four main precincts across the Shire in which residential land is 
currently in development. On 21 January 2021, the structure plan for the Pakenham East 
Precinct was approved and development has now begun. There are approximately 17,267 lots 
still to be developed across the Shire, the majority of which being within the Officer and the 
Pakenham East precincts.

This quarter, the number of residential subdivision lot applications lodged was 45% lower 
compared to the same time last year. Conversely, the issuance of statements of compliance 
for residential lots has witnessed a notable increase of 32% in comparison to Q2 2022-23 
same period last year. However, it's important to note that we are now beginning to observe a 
slowdown in on-site activities, and we've been receiving feedback from developers regarding 
lower sales projections moving forward.

Activity within the property sector can help determine the growth rate within a municipality and 
therefore assist with future decision making. The number of building permits issued was 53% 
lower than the same time last year. Residential building completions was 31% lower than 
same time last year, with only 139 residential building completions processed this quarter. The 
number of non-residential building completions processed is 6% lower than the same time last 
year. The significant drop in numbers can be attributed to the backlog of building permit 
applications and additional documents, required for a building to be certified as complete, that 
are yet to be processed. Furthermore, higher interest rates can have a significant impact and 
may create uncertainty in consumer confidence to obtain building permits for development. A 
similar trend is expected to continue in the next quarter as well.

A new household garbage service is requested predominantly when a new home has been 
completed and is ready to be occupied. This indicator can therefore represent the growth of 
new households within the Shire. The number of new garbage bin requests received was 3% 
lower than the same time last year. The household growth rate in the Shire has remained 
stable at four households per calendar day for the current financial year. 

The Maternal and Child Health statistics are also a lead growth indicator. Birth notices are the 
number of notifications received from hospitals, for newborn babies in the municipality. There 
were 418 births in the Shire for the quarter. Birth notifications are slightly lower compared to 
the same time last year. Maternal and Child Health Enrolments is the number of babies and 
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children, from birth to school age, who visit and enrol at an MCH centre, including children of 
families moving to Cardinia Shire. Enrolments are 3% lower than the same time last year. 

The growth of the sealed road and footpath network provides insight into the progress of 
infrastructure activity within the Shire. Sealed road growth is due to a combination of 
subdivision development and Council’s sealing of unsealed roads through special charge 
schemes or other external funding such as Roads to Recovery. There were 0.71 KMs of sealed 
roads constructed for the quarter. Sealed road construction is 44% lower than the same time 
last year. Footpath growth is due to a combination of footpaths constructed from subdivision 
development and Council’s capital works program. There were 1.17 KMs of footpaths 
constructed for the quarter. The length of footpaths constructed is 30% lower than at the same 
time last year. One of the factors contributing to the reduction in sealed road and footpath 
construction is the cold and wet seasonal weather and fewer hours of sunlight, which make it 
difficult for concrete and asphalt to be laid in these conditions.

Policy Implications
Nil

Relevance to Council Plan

5.1 We practise responsible leadership
5.1.1 Build trust through meaningful community engagement and transparent decision-
making.
5.1.4 Maximise value for our community through efficient service delivery, innovation, strategic 
partnerships and advocacy.

Climate Emergency Consideration
Not Applicable

Consultation/Communication
Relevant managers and officers, from all divisions across the organisation, provide updates 
and comments that feed into the Performance and Growth reports.

Risk Assessment
Not Applicable

Financial and Resource Implications
Nil

Conclusion
The Performance and Growth Reports for Quarter 2 2023-24 show various results in 
performance across the organisation, and growth across the Shire. The organisation will 
continue to aim targeted improvement initiatives at areas and services that are not achieving 
desired targets. 















































































Gender Equality Update – Q2 2023
The following outlines progress against the actions outlined in the key focus areas of the Cardinia 
Shire Gender Equality Action Plan (GEAP) 2021 – 2025. 

 

Events
Cardinia Casey Family Violence Network and Together We Can’s Walk Against Violence 
occurred on 24 November 2023. More than 250 community members participated in the 
march against family violence in Pakenham. This was the 13th year the event has occurred. 
Cardinia Shire Council, as a White Ribbon Accredited organisation, continues to support this 
event, with the support of the Together We Can initiative. 
Crime stats data 2022/2023 presented 17 October 2023 showed in the year ending March 
2023, there were 3.5% fewer reported incidents of family violence to police in Cardinia than 
in the previous year.

Sexual Harassment at Cardinia
No change in data from published information in last quarter following People Matter Survey 
completed in June 2023. This is a bi-annual survey. 

Employment security
No change in data since last quarter. 

Results from the 2023 Our Voice survey suggest those employed part time, casual and 
‘other’ (e.g. contractor) are more engaged than those employed full time. 
Of the 46 ‘flexible work arrangement’ comments listed within the engagement survey 
platform, 95% were positive in nature.                                 

    

Gender pay gap 

The gender pay gap has been calculated at -0.2% on a full time equivalent basis which is 
indicative of our structured banding across all levels of the organisation, as well as the 
number of females in senior roles. 

2023 Our Voice engagement survey results for “Reward” - 
indicate scores for 

females (6.7) being 0.2 higher than male score (6.5).                       
Remuneration benchmarking was introduced in March 2023.  Roles are benchmarked 
against the local government sector based on the position description requirements and job 
responsibilities and remuneration is determined based on this.
Recruitment statistics have been introduced to quarterly HR Metrics reports including 
breakdown of applications placed and progressed by gender, as well as challenges and 
market trends.

Business Intelligence & Data Gaps 
Data collation for 2024 workplace gender audit report completed.
A review of job advertisements has been completed and we are satisfied that gender-neutral 
language is used. This will be further incorporated through EVP project where diversity of 
people and roles is showcased to prospective employees.



 

Unconscious Bias 
Employee Value Proposition (EVP) work has been launched, which includes showcasing 6 
employees across the organisation. These employees were carefully selected to ensure 
diverse representation of our employees and the work Council does, including roles that are 
focussed on breaking the bias around stereotyped gender roles. 
Women in leadership showcased on Cardinia’s career website with female CEO and 50:50 
Senior Leadership gender split. Female Business Unit leaders continue to present their 
expertise on behalf of Cardinia Shire Council at external forums / panel events etc.
2023 Our Voice engagement survey demonstrates high scores for diversity & inclusion and 
inclusiveness for female respondents within Infrastructure & Environment – a historically 
male dominated Group. 

 

Gender Impact Assessments (GIAs)
Communication to business leaders occurred during the quarter to provide information on 
GIAs completed in the reporting period, in preparation for the upcoming Commission for 
Gender Equality in the Public Sector (CGEPs) progress report (due for submission on 20 
February 2024).  Updated GIA resources were also published on the L&OD Cardinet page to 
support relevant teams through this process. 

Other 
The outcome for the application submitted in September for a Free from Violence Local 
Government Program funding grant is still pending. An outcome, originally due in November 
2023, is now expected in early 2024. 


