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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

A well-considered strategic 
planning framework that 
manages growth and facilitates 
the delivery of a liveable, 
sustainable and productive City 
for our communities

The preparation, development and 
maintenance of strategies and plans to 
manage the growth of the City

Implementation of actions in Socially 
Sustainable Parramatta Framework
Complete the actions allocated for the 
financial year.

City Strategy = 0.00% 25.00% 50.00% Implementation of Year Two of the Socially 
Sustainable Parramatta has commenced

n

Utilisation of library services
Increase visits on same quarter previous 
year

Social & 
Community 
Services

> 5.00% -1.00% -2.60% A 2.6% decrease in visitation in-person compared to 
Q2 last year. NB: Visitation to the Library Website 
between these two quarters has increased by 4.4%. 

n

Utilisation of library services
Increase loans on same quarter previous 
year

Social & 
Community 
Services

> 2.00% 1.90% -1.00% In Q2 Library loaned 264,870 items. For the same 
period last year the Library loaned 267,091 items.  This 
represents a 1% decrease in loans (both physical and 
electronic). Wentworth Point Community Centre and 
Library opened on 15 December 2019, at the end of the 
quarter.

n

Satisfaction with library services
Increase satisfaction levels on previous 
year

Social & 
Community 
Services

> 0.00% 0.00% -1.00% Annual customer satisfaction survey results were 
received during this quarter and the Library received 
90% overall satisfaction rate. Previous year survey 
result was 91%.

n

Grants program
Increase in projects successfully 
implemented and delivering outcomes 
based on previous year, measured as a 
percentage above previous year

Social & 
Community 
Services

> 0.00% -5.00% 100.00% In Q2 4 projects acquitted in the quarter exceeded 
their outcomes, compared to 2 projects in the same 
quarter of the previous year. This is a 100% change.

n

Skills and confidence levels of 
participants in community capacity 
building programs
Increase confidence levels for 
participants, measured as a percentage 
above previous year

Social & 
Community 
Services

> 0.00% 15.60% -13.60% 102 participants across 7 community capacity building 
programs or workshops conducted in Q2, the 
programs received an overall score of 86.4% of 
participants increasing their skills and confidence. 
Within this result, 92.5% reported feeling more 
connected and 95% reported feeling more confident 
as a result of their participation. In Q2 of 2018/19 the 
result of 100% was on a much lower number of 
respondents due to less workshops being delivered 
during that quarter.

n

Greater community capabilities to 
improve well-being and enhance 

needs

Funding and support for community 
projects and social enterprises

FAIR - Service Measures
Data Not Available n

Enhanced lifelong learning and 
access to library collections and 
events to increase digital literacy, 
physical and mental health and 
social integration

The provision of library services
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Greater community capabilities to 
improve well-being and enhance 

needs

Funding and support for community 
projects and social enterprises

Satisfaction of Social enterprises that 
are assisted by Council's program
Maintain satisfaction levels for 
participants, measured as a percentage 
equal to previous year

Social & 
Community 
Services

0.00% 0.00% Satisfaction levels for participants are measured 
annually in Q4.

n

Greater community capabilities to 
improve well-being and enhance 

needs

Funding and support for community 
projects and social enterprises

Satisfaction levels with community 
capacity building services (support 
provided to networks, individual 
organisations, CCB delivered projects)
Satisfaction rate with service users, 
measured as the percentage of persons 
satisfied or above

Social & 
Community 
Services

0.00% 0.00% Satisfaction rate data is collected annually in May. n

Utilisation of childcare and family 
support services
Annual average percentage utilisation

Social & 
Community 
Services

99.00% 98.00% The Early Learning Centres maintained a high 
utilisation through to the end of Q2.

n

Quality of childcare facilities and 
services
Achieve highest level of quality ratings as 
determined by independent 
accreditation body

Social & 
Community 
Services

> 0.00 5.00 5.00 All the Early Learning Centres are meeting the 
National Quality Standards. There have not been any 
further assessments during Q2. 

n

Expand Seniors and disability 
programs
Increase in overall program hours, based 
on same quarter, previous year, 
measured in percentage increase

Social & 
Community 
Services

-0.03 -0.03 Total hours for the quarter are 8504. Decrease of 233 
hours compared to same quarter last year this was due 
to some resources being used to implement the new 
service and team structure.

n

Participation Seniors and disability 
programs
Increase participation based on same 
quarter, previous year, measured in 
percentage increase

Social & 
Community 
Services

0.04% -0.01% Measures total number of participants across all 
programs. Small decrease - 854 participants in the 
quarter compared to 860 in the same quarter last 
year.

n

Enhanced ability of older people 
and those with disabilities to live 
well and more independently

The provision of Community Care 
services

Satisfaction levels with community & 
social services (social inclusion, meal 
options, practical support, leisure and 
learning services for people over 55, 
and people with a disability)
Satisfaction rate with service users, 
measured as the percentage of persons 
satisfied or above

Social & 
Community 
Services

0.00% 0.00% This is not a reporting quarter. The participant 
satisfaction survey is conducted every 2 years.  Next 
survey is not due until Q2 in the 20/21 Financial Year.

n

Improved lifestyle opportunities 
and physical and mental health

The provision of recreation facilities & 
programs

Expand Council's recreation programs
Increase in overall program hours based 
on same quarter, previous year

Social & 
Community 
Services

> 0.00 92.61 776.50 Total program hours from Active Parramatta, School 
Holiday Programs, Girls in Sport Festival, Mobile Active 
Project (Active Parramatta Van) and Aquatics have 
increased from 524.5 hrs in Q2, 2018/19 to 1301 hrs in 
Q2, 2019/20. This reflects an increase of 776.5 hours of 
programming.

n

The provision of Community Care 
services

Access to high quality childcare 
and family support

The provision of Children & Family 
services

Enhanced ability of older people 
and those with disabilities to live 
well and more independently
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Expand Council's recreation programs
Increase participation based on same 
quarter, previous year

Social & 
Community 
Services

> 0.00% 24.80% 11.47% Total participation in Active Parramatta, School 
Holiday Programs, Girls in Sport Festival, Mobile Active 
Project (Active Parramatta Van) and Aquatics has 
increased from 24,426 participants in Q2, 2018/19 to 
27,227 participants in Q2, 2019/20. This represents a 
11.47% increase in participants.

n

Satisfaction levels of School Holiday 
program and Health Promotion 
services
Satisfaction rate with service users, 
measured as the percentage of persons 
satisfied or above

Social & 
Community 
Services

95.00% 97.00% School Holiday Programs and Health Promotion 
Services continue to provide high level customer 
service to the community and achieved a combined 
customer satisfaction rating of 97% in this quarter.

n

Satisfaction with provision of 
information on community issues, 
developments & initiatives
Sustain, on previous year (2018 - 3.54)

City 
Engagement

0.00 3.47 2019 result was 3.47, which is statistically on par with 
the 2018 result of 3.54.

n

Satisfaction with the opportunity to 
have your say on 'key issues affecting 
the community'
Sustain, on previous year (2018 - 3.41)

City 
Engagement

0.00 3.42 2019 result was 3.42, which is on par with the 2018 
result of 3.41.

n

A well informed community, who 
have been provided with clear 
and accurate information about 
Council programs and services as 
well as opportunities to engage 
with civic decision making. 
Enhanced public perceptions of 
the Parramatta LGA and Council. 
Informed and highly engaged 
organisation and staff, with 
improved capability to deliver 
services to the local community

The provision of whole of organisation 
Engagement, Communications 
planning and delivery (including design 
& print), Media and Public Relations, 
Internal Communications services

Assist the engagement for all critical 
projects
Improve compliance with engagement 
strategy and principles, through delivery 
of critical projects

City 
Engagement

= 100.00% 25.00% 50.00% Work on delivering Council's critical projects continues 
across key projects. In Q2 work focussed on finalising 
Council's Crime Prevention Plan 2019-23, and 
developing communications and engagement 
plans/materials for Parramatta Light Rail, James 
Hardie Asbestos Legacy projects and Parramatta 
Square.

n

Improved lifestyle opportunities 
and physical and mental health

The provision of recreation facilities & 
programs

A well informed community, who 
have been provided with clear 
and accurate information about 
Council programs and services as 
well as opportunities to engage 
with civic decision making. 
Enhanced public perceptions of 
the Parramatta LGA and Council. 
Informed and highly engaged 
organisation and staff, with 
improved capability to deliver 
services to the local community

The provision of whole of organisation 
Engagement, Communications 
planning and delivery (including design 
& print), Media and Public Relations, 
Internal Communications services
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

and values are heard by 
facilitating opportunities for the 
community to participate in 

and programs through 
quantitative and qualitative 
research

Engage and consult the community in 
decision making

Size and diversity of Our City Your Say
Members as a percentage of the 
population within the LGA.

City 
Engagement

3.50% 50.00%

panelists (3.7% of the total LGA) with a strategy in 
development to enhance the panel experience, 
deepen engagement, boost responsiveness and ensure 
the panel is representative of our LGA and meets 
growth targets.

n

and values are heard by 
facilitating opportunities for the 
community to participate in 

and programs through 
quantitative and qualitative 
research

Engage and consult the community in 
decision making

Opportunities and types of 
engagement and consultation 
provided
Ongoing (number and type of people 
who were reached)

City 
Engagement

1,606,655 1,641,836 Our engagement activities reached over 1,641,836 
people using a variety methods and channels. 

n

Effectiveness of (CEO) correspondence 
management
100% of correspondence actioned within 
7 days

Chief Executive 
Office Unit

= 100.00% 100.00% 91.00% n

Effectiveness of (LM) correspondence 
management
Correspondence actioned within 7 days

Executive 
Support

= 100.00% 100.00% 100.00% n

Effectiveness of actioning Service 
Requests (LM and Councillors)
Service Requests to Executive Support 
actioned within 24 hours

Executive 
Support

= 100.00% 100.00% 77.00% Excluding those impacted by system failure, all other 
Service Requests were actioned within the 24-hour 
period.

n

Overall satisfaction with Council
Increase

Executive 
Support

> 3.73% 3.76% n
Community has the opportunity 

and resource allocation to 
influence the services, programs 
and facilities Council provides to 
meet their needs

Integrated Planning and Reporting 

Delivery Program, Operational Plan, 
Resourcing Strategy, Quarterly and 
Annual Reporting

Compliance with Integrated Planning & 
Reporting legislation
Compliance with legislation

Corporate 
Strategy & 
Governance

= 100.00% 100.00% 100.00% Q1 Report for 2019/20 has been adopted by Council.  
Annual Report for 2018/19 has been completed and is 
available on Council's webiste, Libraries and Contact 
Centre.

n

An open, transparent and 
responsive Council that meets the 
needs of the community

Corporate-wide administrative 
Governance functions including 
Council meetings and other committee 
meetings, publishing of business 
papers, policies, delegations, 
maintaining registers and determining 

Access to Council business papers
Council business papers available within 
3 business days, before Council meeting

Corporate 
Strategy & 
Governance

= 100.00% 100.00% 100.00% Statutory requirement met. n

Deliver high quality services and 
outcomes to the Lord Mayor, 
Councillors and Chief Executive 
Officer in a timely manner

The provision of advice, administrative 
support, induction and continuous 
improvement to the Lord Mayor, 
Councillors and Chief Executive Officer

Deliver high quality services and 
outcomes to the Lord Mayor, 
Councillors and Chief Executive 
Officer in a timely manner

The provision of advice, administrative 
support, induction and continuous 
improvement to the Lord Mayor, 
Councillors and Chief Executive Officer
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

An open, transparent and 
responsive Council that meets the 
needs of the community

Corporate-wide administrative 
Governance functions including 
Council meetings and other committee 
meetings, publishing of business 
papers, policies, delegations, 
maintaining registers and determining 

List of all council resolutions and their 
progress status
Resolutions and progress status provided 
on a monthly basis

Corporate 
Strategy & 
Governance

= 100.00% 100.00% 100.00% Council resolutions and progress is updated monthly 
on Council's website.

n

An open, transparent and 
responsive Council that meets the 
needs of the community

Corporate-wide administrative 
Governance functions including 
Council meetings and other committee 
meetings, publishing of business 
papers, policies, delegations, 
maintaining registers and determining 

Management of Information Access 
requests (GIPA formal)
Completed within statutory timeframe

Corporate 
Strategy & 
Governance

= 100.00% 70.00% 92.00% 92% of GIPA requests achieved within legislative or 
agreed timelines.  2 GIPA requests were not delivered 
within deadline, however were delivered within 5 days 
of deadline.

n

Community has the opportunity 

and resource allocation to 
influence the services, programs 
and facilities Council provides to 
meet their needs

Integrated Planning and Reporting 

Delivery Program, Operational Plan, 
Resourcing Strategy, Quarterly and 
Annual Reporting

Report on KPIs as outlined in our 
operational plan.
KPI's reported

Corporate 
Strategy & 
Governance

= 100.00% 25.00% 100.00% Q1 report against the Delivery Program and 
Operational Plan, including KPIs, was tabled to Council 
and published online in November. The Annual Report 
2018/19 was also finalised in December.

n

Robust business processes and 
procedures that support high 
quality services

Management of Internal Audit Program Management of Council's Internal 
Audit program
12 Audits completed per year

Corporate 
Strategy & 
Governance

12 3 6 Audit program remains on track and all audits 
expected to be completed by June 30

n

Robust business processes and 
procedures that support high 
quality services

Management of Internal Audit Program Effectiveness of Internal Audit program
Internal Audit actions are implemented 
by due date

Corporate 
Strategy & 
Governance

= 95.00% 92.00% 90.00% The current overdue actions have occurred as a result 
of changes in programming and reprioritisation of 
projects.  Remediation plans are in place to close 
outstanding audit recommendations.

n

Code of Conduct complaints handling
Complaints handled in accordance with 
prrocedures for the administration of the 
Code of Conduct

Corporate 
Strategy & 
Governance

= 0.00% 0.00% 100.00% No matters have progressed into a formal Code of 
Conduct review.

n

Quality and timeliness of support to 
Internal Ombudsman (IO)
% of complaints sent to IOSS

Corporate 
Strategy & 
Governance

0.00 0.01 Council recieved 138 complaints and 1 complaint was 
referred to the IOSS

n

Confidence in Council in 
conducting its business with the a 
strong level of probity and 
governance

Internal Investigations and liaising with 
Internal Ombudsman where necessary

Effectiveness of internal Ombudsman 
(IO)
Training/Information programs provided 
and attendance numbers of COP staff

Corporate 
Strategy & 
Governance

0.00 50.00 IOSS have performed training for over 1000 staff and 
Councillors including:
- Disclosure Officer training;
- Code of Conduct training

n

Internal legal services Management of Legal Services Legal service and support to 
management and business units
Number of active legal matters at 

Legal Services > 0.00 66.00 96.00 Actual legal matters active at months end (December 
31). Q2 being Oct-Dec.

n

Confidence in Council in 
conducting its business with the a 
strong level of probity and 
governance

Internal Investigations and liaising with 
Internal Ombudsman where necessary
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

A well-considered strategic 
planning framework that 
manages growth and facilitates 
the delivery of a liveable, 
sustainable and productive City 
for our communities

The preparation, development and 
maintenance of strategies and plans to 
manage the growth of the City

Quality and best practice in planning 
and design, as demonstrated through 
design competitions
Winners awarded for design 
competitions

City Strategy = 100.00% 100.00% 0.00%  No design competitions were conducted in Q2. n

Improved quality of life by 
managing the impact of unlawful 
parking. Improved safety and 
parking compliance in and around 
schools. Ensuring City and local 
commercial centres are patrolled 
resulting in the turnover of 
associated parking to support 
economic

Parking Services Response to unlawful parking 1. Total 
Parking PINs, 2. Timed Parking PIN's 3. 
Number vehicles Marked
Report on totals

Regulatory 
Services

0.00 Total PINS 
10893 
Timed PINS 
5463 
Vehichles 
Marked 
24555 Non 
compliance 
22% 

Total PINS 
12231 Timed 
PINS 5922 
Vehicles 
Marked 
36933 Non 
compliance 
16%

Overall PINs increased across both timed and General 
parking offences, however  with an increase in Vehicles 
Marked, which saw a change in the Timed Parking 
Enforcement ratio reducing by 6% in Q2. 

n

Overall satisfaction with Council's on-
street and multi-level car parking 
facilities and services
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

16.00% 17.00% 17% better satisfaction rate then same time last year n

Utilisation of paid parking services.
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

33.00% 8.00% 8% better utilisation then same time last year. n

Appropriate management of new 
development to create good 
environmental outcomes and 
minimise adverse impact on our 
communities, and ensure a safe 
and efficient local road network

Oversight of local traffic management 
and the assessment and determination 
of Development Applications including 
private tree management within a 
transparent, legally framework and 
aligned with established industry best 
practice

Development Applications approvals 
within timeframe
Residential DA types completed within 
40 days

Development & 
Traffic Services

36.00% 8.00% The target was not met for the addition of new low 
density housing stock within the LGA. 

n

Appropriate management of new 
development to create good 
environmental outcomes and 
minimise adverse impact on our 
communities, and ensure a safe 
and efficient local road network

Oversight of local traffic management 
and the assessment and determination 
of Development Applications including 
private tree management within a 
transparent, legally framework and 
aligned with established industry best 
practice

Average and median assessment times 
for Development Applications 
(Average number of days to process 
DA)
Reduction in assessment time over the 
year, progress measured per quarter

Development & 
Traffic Services

12.00 -13.50 The average assessment time decreased by 13.5% n

ACCESSIBLE - Service Measures

Well managed, clean, convenient 
and affordable parking options 
that support the city centre

Provision of adequate paid parking, 
including street and multilevel car 
parks in Parramatta CBD

Data Not Available n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Effectiveness of Design Excellence 
Advisory Panel (DEAP)
Relevant development type proposals 
reviewed prior to lodgement of DA 
(noting this process is voluntary for an 
applicant), progress measured in 
percentage per quarter

Development & 
Traffic Services

0.50% 0.50% Council continues to actively engage participation by 
applicants in the DEAP process prior to lodgement of 
development applications

n

For Land and Environment Court (LEC) 
appeals, limit unfavourable 
judgements against council
Percentage of Land and Environmental 
Court appeals that achieve amendment 
to a proposal or dismissal of the appeal

Development & 
Traffic Services

100.00% 100.00% Land and Environmental Court matters determined 
during the 2nd quarter included 3 appeals decided in 
Council's favour and 2 appeals dismissed.

n

Tree permits determined timeframe
Permits determined within 21 days

Development & 
Traffic Services

92.00% 63.00% Target not achieved due to two vacancies within the 
team during this quarter. Recruitment has commenced 
and interviews are to be done shortly. 

n

Temporary Road Occupancy permit 
applications completed within 
timeframe
Completed within 2 working days

Development & 
Traffic Services

90.00% 86.00% Target not met due to the high volume of Temporary 
Road Occupancy permits combined with high number 
of Heavy Vehcile applications and Service Requests.

n

Improve road safety across the Local 
Government Area by conducting 
Traffic Committee meetings and 
responding to the recommendations of 
the committee
Recommendations responded to in the 
quarter

Development & 
Traffic Services

= 100.00% 100.00% 100.00% All the Parramatta Traffic Committee 
recommendations have been responded to.

n

(Traffic related) Service Request 
completed within the specified service 
standard
90% finalised within service standard

Development & 
Traffic Services

79.00% 59.90% The results indicate a high volume of work and a 
backlog that has accumulated due to a series of 
vacancies. 

n

Satisfaction with the condition of local 
roads
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

3.60 3.64 3.64 Community Satisfaction Survey Results for 2019 are 
3.64 compared to 3.65 in 2018. Results of Customer 
Satisfaction will be reported in the Q4.

n

Satisfaction with provision and 
maintenance of footpaths and 
cycleways
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

3.60 3.64 3.64 Community Satisfaction Survey Results for 2019 is 3.64 
for Footpaths and 3.8 for Cycle ways compared to 
3.64 and 3.59 respectively in 2018. Results of Customer 
Satisfaction will be reported in Q4.

n

Appropriate management of new 
development to create good 
environmental outcomes and 
minimise adverse impact on our 
communities, and ensure a safe 
and efficient local road network

Oversight of local traffic management 
and the assessment and determination 
of Development Applications including 
private tree management within a 
transparent, legally framework and 
aligned with established industry best 
practice

Civil Infrastructure assets meet 
community expectations and 
legislative requirements

Civil infrastructure asset and 
catchment management (inspection, 
street lighting, restoration and 
approval of public works for roads, 
cycling and footpaths, drainage, 
bridges, dams, special assets)
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Civil Infrastructure assets meet 
community expectations and 
legislative requirements

Civil infrastructure asset and 
catchment management (inspection, 
street lighting, restoration and 
approval of public works for roads, 
cycling and footpaths, drainage, 
bridges, dams, special assets)

Satisfaction with provision and 
maintenance of drainage, bridge and 
other special assets
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

3.70 3.77 3.77 Community Satisfaction Survey Results for 
effectiveness of Council's stormwater drainage is 3.77 
for 2019 compared to 3.81 for 2018. Results of 
Customer Satisfaction will be reported in Q4.

n

Civil Infrastructure assets meet 
community expectations and 
legislative requirements

Civil infrastructure asset and 
catchment management (inspection, 
street lighting, restoration and 
approval of public works for roads, 
cycling and footpaths, drainage, 
bridges, dams, special assets)

Satisfaction with provision of lighting 
in the public domain
Sustain community satisfaction 
compared to last year

City Assets & 
Environment

3.60 3.64 3.64 Community Satisfaction Survey Results for 2019 is 3.64 
compared to 3.72 in 2018. Results of Customer 
Satisfaction will be reported in Q4

n

Open space & natural area assets 
and facilities meet community 
expectations & legislative 
requirements

Open space & natural areas 
improvement programs (bushland, 
waterways, open spaces, parks)

Implementation of Capital Works 
Program (bushland and natural 
waterways and parks)
Completion to time, quality and budget

City Assets & 
Environment

25.00% 50.00% Parks and natural area projects on track for 
completion this financial year

n

Well maintained and safe local 
roads and effective public 
stormwater drainage

Civil Maintenance and Minor 
Construction Programs (roads, cycle 
and footpaths & drainage)

Implementation of Capital Works 
Program (local roads, footpaths, 
stormwater drainage)
Completion to time, quality and budget

City Assets & 
Environment

25.00% 50.00% Completed 18 road renewal projects, 42 new sections 
of concrete footpaths, replacement of 36 sections of 
old/dilapidated footpaths, replacement of decking at 
Moxhams Rd bridge, remedial work for Hunts Creek 
culverts at North Rocks Rd.

n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

Satisfaction in the Integrated Open 
Space Services (IOSS) Benchmarking 
Survey
Sustain satisfaction with cleanliness of 
parks (Annual Survey)

City Operations 0.00% 0.00% The survey is undertaken in Q3 and will be reported on 
in Q4.

n

Tree Maintenance Program
Implement the annual Public Tree 
Proactive Maintenance Program

City Operations 45.00% 95.00% This work is ongoing throughout the year and is ahead 
of schedule.  100% of dead wood removal is complete 
and 90% of crown raising is complete.

n

Number of street trees planted
Sustain number of trees planted based 
on same quarter last year

City Assets & 
Environment

700.00 190.00 Tree planting limited during the summer months n

Volunteers supporting environmental 
programs
Sustain number of volunteers 
participating

City Assets & 
Environment

1,425.00 300.00 Includes regular volunteers and workshop participants 
per quarter

n

Tonnes of carbon emissions generated 
by Council operations
Decreasing trend on previous year with 
carbon neutrality by 2022

City Assets & 
Environment

< 0.00 0.00 0.00 An emissions inventory is currently underway with a 
tonnage figure expected by June 2020.

n

Satisfaction with cleanliness of streets 

cleansing services
Sustain satisfaction with cleanliness of 
streets (Annual Survey)

City Operations 77.80% 77.80% The taget was achieved as measured in the annual 
Community Satisfaction Survey.

n

Satisfaction with cleanliness of streets 

cleansing services
Sustain satisfaction with cleanliness of 
parks (Annual Survey)

City Operations 79.60% 79.60% The actual achieved was slightly below the target as 
measured in the annual Community Satisfaction 
Survey.

n

Satisfaction with maintenance of 
sporting fields
Sustain satisfaction with maintenance of 
sporting fields (Annual Survey)

City Operations 78.00% 77.60% The actual was slightly below the target as measured 
in the annual Community Satisfaction Survey.

n

Satisfaction with cleanliness of local 
centres
Increase satisfaction with cleanliness of 
local centres (Annual Survey)

City Operations > 0.00% 77.00% 77.40% The target was exceeded as measured in the annual 
Community Satisfaction Survey.

n

Cleansing services in the public domain

Open space & natural area assets 
and facilities meet community 
expectations & legislative 
requirements

Open space & natural area 
management (bushland, waterways, 
open spaces, parks)

GREEN - Service Measures
Data Not Available n

Environmental sustainability 
initiatives delivered in accordance 
with community priorities and 
expectations

Environmental and sustainability 
programs and educational activities

Clean and usable public spaces, 
community facilities, business 
/local centres and local amenities
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Civil Engineering, Surveying, Landscape 
Architecture and Project Management 
services

Gutter Construction and Replacement 
Programs
Implement the annual Footpath, Kerb & 
Gutter Construction and Replacement 
programs

City Assets & 
Environment

= 100.00% 25.00% 50.00% Completed 42 new sections of footpaths and 25 kerb 
and gutter replacement projects across the LGA.

n

Satisfaction with domestic waste 
collection services
Maintain satisfaction rating

City Assets & 
Environment

> 3.95 3.97 3.97 The 2019 Community Satisfaction Survey rating was 
3.97 for this service.

n

Waste diverted from landfill
Sustain 70% in short term increasing to 
85% by 2038

City Assets & 
Environment

60.00% 54.00% This quarter's diversion rate has been impacted by the 
NSW Government's decision to restrict the application 
of organic outputs (to agricultural lands) recovered 
from the processing of the red-lidded garbage bin.

n

Responsiveness to waste related 
Service Requests
Waste related SR's resolved within the 
required time frame

City Assets & 
Environment

94.00% 84.00% In Q2, 84% of service requests received were actioned 
within the adopted service level agreements.

n

Registered/known food outlets 
inspection program, with non-
compliance follow up inspections to 
ensure compliance is achieved. 
Number of NSW Health requests 
completed1. high risk premises 2. 
medium risk premises      3. low risk 
premis
1. 100% of annual inspection program
2. 100% of inspection requests from NSW 
Health
3. Report total follow up inspections

Regulatory 
Services

= 25.00% 35.00% 32.00% Out of 1234 food premises, Council inspected 396 
premises in Q2, which is 32% of the total number. Total 
number reduced due to clean-up of licences where 
businesses were no longer operating (126 licences 
cancelled).

n

Registered cooling towers inspection 
program, with non-compliance follow 
up inspections to ensure compliance is 
achieved
1. 100% of annual inspection program
2. Report total follow up inspections

Regulatory 
Services

= 25.00% 1.00% 1.00% Inspections of cooling towers is a seasonal activity, 
and generally are completed in the warmer months. 
Due to conflicting priorities the Q2 scheduled 
inspections have been deferred to Q3.

n

Registered swimming pool inspection 
program, with non-compliance follow 
up inspections to ensure compliance is 
achieved
1. 100% of annual inspection program
2. Report total follow up inspections

Regulatory 
Services

= 25.00% 2.80% 1.00% Inspections of public swimming pools is a seasonal 
activity, and generally are completed in the warmer 
months. Due to conflicting priorities the Q2 inspections 
have been deferred to Q3.

n

Fire safety, swimming pool safety, 
building compliance, health 
safety, food outlets safety and 
protection of the natural 
environment from all forms of 
pollution

Environmental & Public Health 
Protection & Compliance

High standard of design and 
delivery of community assets to 
create vibrant and attractive 
places to work, shop and interact

Management of domestic and 
commercial waste services
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Skin penetration premises 
(Hairdressing Salons, Tattoo Parlours, 
Beauty Therapy premises etc.) 
inspection program, with non-
compliance follow up inspections to 
ensure compliance is achieved
1. 100% of annual inspection program
2. Report total follow up inspections

Regulatory 
Services

= 25.00% 23.00% 19.00% City of Parramatta has a total of 91 skin penetration 
premises, 17 of which were inspected in Q2. Number of 
total premises reduced due to licence cancellation as 
no longer operating.

n

Environmental Audits completed for 
Commercial/Industrial Premises to 
ensure that measures are in place to 
ensure no pollution incidents occur.
1. 100% of all commercial and industrial 
sites inspected bi-annually
2. Report number of infringements
3. Report total follow up inspections

Regulatory 
Services

= 25.00% 25.00% 9.00% Council has carried out 18 environmental audits in Q2 
out of 192 premises due for inspection this year. The 
majority of Q2 was spent finalising the Silverwater area 
inspections and developing the project plan for the 
next inspection area (North Rocks, Northmead and 
North Parramatta)
Note: the Q1 data needs to be updated as the revised 
annual number of 192 changes the % completion in Q1 
to 45%. 192 is based on 4 audits being completed per 
week.

n

Inspection of development sites 
related to building compliance, safety 
and parking
1. Report total development sites 
Inspected
2. Declining trend in the number of PINS 
and Notices issued

Regulatory 
Services

> 0.00 284.00 471.00 471 patrols with 3 infringements. There are still fewer 
active building sites and compliance remains generally 
very good.

n

Satisfaction with management of 
parking
Increasing, measured in percentage of 
customers who report 'satisfied' or better

Regulatory 
Services

22.00% 16.00% Parramatta CBD shows across Q1 and Q2 an increase 
in proactive protrols completed by Council (vehicles 
marked).  A similar number of timed offences was 
detected but with the number of vehicles marked this 
has shown a significant reduction, 6% decrease in non 
compliance parking. 

n

Companion animal management 
through de-sexing, micro chipping and 
registration. Management of lost 
companion animals through returning 
or rehoming
Report total animals
1. De-Sexed
2. Micro-Chipped 
3. Registered 
4. Returned to owners and or re-homed

Regulatory 
Services

> 70.00 56.00 28.00 1. Desexed animals available Annually and reportable 
in Q4. 2-4 Quarterly statistics reports for  Number of 
animals Microchipped = 14 Registered = 296, Returned 
to owners = 34 from a total of 119. The return rate is 
based on animals returned by CoP within 72 hours of 
receiving the animals.  A full annual return rate is 
calculated at the end of Q4 incorporating both CoP & 
BCC re-homing numbers.  

n

Improved quality of life by 
managing the impact of building 
activities, illegal dumping, 
unlawful use of public spaces and 
responsible companion animal 
ownership within local 
communities

Ranger Services

Fire safety, swimming pool safety, 
building compliance, health 
safety, food outlets safety and 
protection of the natural 
environment from all forms of 
pollution

Environmental & Public Health 
Protection & Compliance
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Certification Services to provide 
quality and safety of the built 
environment in accordance with 
legislation and standards (Building 
Code of Australia)

Certification Services Number of Building Certificate 
Applications received
Declining trend in building certificates

Regulatory 
Services

Total 
Application
s Received

54.00 37.00 Building Certificates are applied for for works that 
were either unapproved or not within the original 
approval and require regularisation.  The first two 
quarters are consistent with the previous year with a 
small decrease in volume for Q2.

n

A well-considered strategic 
planning framework that 
manages growth and facilitates 
the delivery of a liveable, 
sustainable and productive City 
for our communities

The preparation, development and 
maintenance of strategies and plans to 
manage the growth of the City

Implementation of actions in the 
Environmental Sustainability Strategy
Complete the actions allocated for the 
financial year.

City Strategy = 100.00% 25.00% 50.00% Actions underway in all 13 goals of the strategy. 
Progress made in completion of high performance 
building clause for the Parramatta CBD planning 
proposal and development controls updated for 
sustainability

n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

Greater community capabilities to 
improve well-being and enhance 

needs

Funding and support for community 
projects and social enterprises

Implementation of Council's Stretch 
Reconciliation Action Plan
Programs, projects and services 
identified for the first two years of the 
plan are achieved.

Social & 
Community 
Services

= 100.00% 55.00% 74.00% Although challenges remain the Reconciliation Action 
Plan is 74% compliant in actions completed for 2019 
and actions on track.

n

Overall annual utilisation of venues - 
number of performances/events and 
attendances
Maintain utilisation, measured as a 
percentage of previous year's annual 
utilisation

Riverside 
Theatre

30.00% 56.50% YTD attendance: 97,604 at 994 events. This equates to 
56.5% of Annual Target (171,762). Attendance for Q2: 
46,131 at 509 events. Last year's attendance for Q2: 
40,431 at 603 events. 

n

Satisfaction with the provision of 
Riverside Theatre venues
Maintain satisfaction, measured as a 
percentage of previous year's 
satisfaction

Riverside 
Theatre

0.00% 0.00% Research will be activated in Q3. n

A year-round stage and screen 
presentation program for the 
general public, schools and 
special interest groups

Riverside Presentations Attendance and number of 
performances/events
Maintain attendance, measured as a 
percentage of previous year's 
attendance

Riverside 
Theatre

17.00% 43.50% YTD attendance: 28,465 at 341 events. This equates to 
43.5% of Annual Target (65,444). Attendance for Q2: 
17,099 at 206 events. Attendance for Q2 last year: 
10,921 at 178 events.

n

Local production of performances 
and increased opportunity for 
local artists

National Theatre of Parramatta Annual attendance and number of 
performances and events locally 
produced
Maintain attendance, measured as a 
percentage of previous year's annual 
attendance

Riverside 
Theatre

166.00% 191.40% YTD attendance: 9,564 at 151 events. This equates to 
191.4% of Annual Target (4,996). Attendance for Q2: 
1,569 at 60 events. Last year's attendance for Q2: 1,189 
at 60 events.

n

Access to studio venues and 
facilities for rehearsals, teaching, 
skill acquisition and the 
development and workshopping 
of new work for performance

Workshop and Rehearsal Studios Number of annual days utilised, and 
annual number of user groups
Maintain based on previous year, 
measured as a percentage of previous 
year's annual utilisation (Days utilised, 
User groups and Total attendance)

Riverside 
Theatre

16.00% 32.00% YTD days utilised: 218 by 24 groups. This equates to 
32% of Annual Target (677). Days utilised in Q2: 111 
days by 14 groups. Days utilised in Q2 last year: 21 
days. 

n

Provision of a year round program 
of workshops and performance 
with - and for - people with 
disability

Performance and Disability Program 
(Beyond the Square)

Attendance and number of workshops, 
performances/events
Maintain based on previous year, 
measured in percentage of attendees 
over previous year

Riverside 
Theatre

26.00% 51.40% YTD attendance: 2,285 at 99 events. This equates to 
54.1% of annual attendance target (4,221). Attendance 
for Q2: 1,193 at 47 Events. Attendance for Q2 last year: 
1,405 at 40 events. 

n

Community is proud of the 
opportunities to experience arts 
and culture

Arts & Culture program development 
and delivery

Art and cultural programs expanded
Increase on same quarter previous year

Cultural 
Strategy

> 0.00 0.00 0.00 As per last quarter, percentage increases will be 
reported annually.

n

Access to professionally serviced 
venues for performance 
presentations and for business 
and community events

Riverside Theatres Venues

WELCOMING - Service Measures
Data Not Available n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Opportunities for the community 
to participate, celebrate and 
commemorate in the civic, 
heritage and cultural life of the 
City

Events & Festivals Combined attendance at Council 
Events & Festivals
Combined attendances at Council 
Events & Festivals

City Experience 110,000 82,500 n

Tourism delivers local economic, 
cultural and social benefits and 
visitor services enhance the 
perception of Parramatta as a 
place people want to visit

Tourism Development & Visitor Services Visits at key destinations and tourist 
attractions
Increase in visits based on previous year

City Experience > 0.00 0.00 0.00 This is reported annually in Q4 only. n

Share and celebrate our cultural 
heritage assets and stories

Cultural Heritage Satisfaction with Parramatta Heritage 
& Visitor Information Centre services 
and programs
Sustain, compared to previous years

City Experience 95.00% 90.00% As reporting had to be finalised prior to the stats being 
completed for Q2, this is an average of the score of 
customer satisfaction for October and November only.

n

Position the City of Parramatta as 
a destination of choice to live, 
work, study and play, resulting in 
improved perceptions, community 
pride, increased visitation, 
economic prosperity and 
sustainability.

Market the City of Parramatta via 
digital and traditional platforms

Perceptions of the City of Parramatta
Sustain positive perceptions

City Identity 32.00% N/A Biennial survey September 2019 study had 32% of 
respondents indicating positive attituides towards the 
City, an improvement of 2% from 2017.

n

Number of day visitors to the City of 
Parramatta
Increase the number of day visitors over 
previous year

City Identity > 0.00 0 138,895 City of Parramatta experinced an increase in day 
visitors of 4.9% against the previous quarter with a 
total of 13,895 day visitors.

n

Revenue expenditure from day visitors 
to the City of Parramatta
Increase revenue expenditure over 
previous year

City Identity > $0.00 $0 $1,514,555 In Q1 City of Parramatta experienced an increase in 
day visitors of 4.9% against the previous quarter with 
a total of 13,895 day visitors. The average daily spend 
per visitor is $109 (based on DNSW LGA Statistics year 
ending June 2019) and therefore the City achieved a 
total estimated contribution of $1,514,555 to the local 
economy. 

n

Contribution to an increase in Gross 
Regional Product
Increase GRP over previous year

City Identity > 0.00% $7,518m $7,656m GRP in Q1 2019 was estimated at $7.656B, up $138.7M 
(1.8%) from the June 2019 quarter. The quarter total 
was 8.6% higher than that experienced in the same 
quarter for the prior year. 

n

Position the City of Parramatta as 
a destination of choice to live, 
work, study and play, resulting in 
improved perceptions, community 
pride, increased visitation, 
economic prosperity and 
sustainability.

Market the City of Parramatta via 
digital and traditional platforms

Number of visitors to and engagement 
with City Marketing Platforms
Increase number of visitors to and 
engagement with City Marketing 
Platforms compared to same quarter 
previous year

City Identity > 0.00 250,000 264,800 The number of new users of City of Parramatta's 
Marketing Platforms increased by 27,062 or 12% in 
2019 (measured at the end of the 2019 calandar year) 
when compared to 2018 results. 

n

Position the City of Parramatta as 
a destination of choice to live, 
work, study and play, resulting in 
improved perceptions, community 
pride, increased visitation, 
economic prosperity and 
sustainability.

Market the City of Parramatta via 
digital and traditional platforms
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

Building approvals value ($m)
Increase building approvals value

City Economy > $0.00 $378.60 $293.60 4-6 month lead time in accessing data from external 
economic data sources.Figures received in September 
2019 indicate a drop in value of building approvals by 
$88M compared to the previous quarter. The drop is 
due to the influence of macroeconomics, particularly in
the broader housing market. 

n

New businesses created
Increase number of new businesses

City Economy > 0.00 777.00 571.00 There were an additional 571 new GST registered 
businesses across the Parramatta LGA in Q1. 

n

Net job growth in City of Parramatta 
LGA
Increase in net jobs

City Economy > 0.00 185,319.00 188,308.00 Job growth for Q1 is stronger than it was a year ago in 
June 2018, sitting at 188 308. This is approximately an 
additional 3000 jobs in the last quarter. 

n

Gross Regional Product
Increase GRP over previous year

City Economy > 3.00% 4.00% 3.90% GRP continues to be strong across the Parramatta 
LGA at an estimated $27.8B, up $261M in Q1. 

n

Increase investment in the City of 
Parramatta to provide the 
Community with the desired jobs, 
education and health facilities

Actively market Parramatta as Contribution to net job growth within 
the City of Parramatta
Increase in interest in Parramatta

City Identity 191,317 193,375 Local Jobs continued to grow in Q1, 2019 with an 
estimated average of 193,375 jobs in the LGA, up 1.1% 
on the previous quarter. The number of jobs is up 
14,835 (8.3%) on the same quarter in the year prior.

n

Drive visitation to the City of 
Parramatta resulting in strong 
economic performance

Actively market Parramatta as Contribution to visitation numbers 
within the City of Parramatta
Increase in interest in Parramatta

City Identity 0 496,211 Visitation numbers are derived from annual DNSW 
LGA Statistics. In Q1 2019, City of Parramatta 
experienced an increase of 12% in overall visitation 
(Domestic and International) compared with the 
previous quarter, with a total of 496,211 visitors. 
Marketing campaigns to drive visitation to the City in 
Q2 were predominantly focused on promoting the 
Major Events such as Parramatta Lanes, Parramatta 
Foundation Festival and The Sebastian Foundation's 
Carols in the Crescent.

n

Perception of the City of Parramatta
Sustain positive perceptions on previous 
year

City Identity 58.00% 58.00% Based on a bi-yearly perception research undertaken 
by Council in September 2019, 58% of Sydneysider 
workers would consider working in Parramatta, a 12% 
increase from 2017. 

n

Net job growth in the City of 
Parramatta
Increase in net jobs within the 
Parramatta LGA

City Identity > 0.00% 5.81% 5.83% Local jobs growth for Parramatta was stronger in Q1 
than it was over June 2018, with an estimated average 
of 188,308 jobs in the LGA over the last year, but the 
rate of growth has begun to moderate. Local jobs 
grew 5.83% annually and 1.61% quarter on quarter.

n

Jobs growth and increased 
inbound investment

Economic Development activities

Improve perception of the City of 
Parramatta as a desirable place 
to work

Actively market Parramatta as 

Residents, businesses, workers, 
students and visitors benefit from 
sustained strong economic 
performance across the City of 
Parramatta LGA. Partnerships 
support the delivery of our vision 
and priorities.

Work collaboratively to support 
sustainable economic growth by 
supporting small business, attracting 
investment, and leveraging strategic 
partnerships with key stakeholders

THRIVING - Service Measures
Data Not Available n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Return on investment
Project financial reporting undertaken 
and reviewed monthly

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Monthly Project reporting was reviewed and issued in 
Q2

n

Project risks are managed
Risks are reviewed and a risk register 
updated monthly

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Risk register for all PDG projects are updated and 
reviewed on a monthly basis

n

Maximise financial returns on 

reinvest into community services 
and facilities

Management of Property Development 
Portfolio

Project decisions are made in 
accordance with Council's governance 
framework
Monthly reports to Committee and 
Council

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Property Development Group delivered monthly 
reports to Councillors on the status of all property 
development projects. 

n

Project is delivered on time and on 
budget
Monthly reports on progress to 
Committee and Council

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Reports to Council monthly, and reports to Major 
Projects Advisory Committee quarterly, were delivered 
on time in Q2

n

Progress of project is communicated to 
all stakeholders
Newsletters and comms distributed as 
required

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Communication to all stakeholders through multiple 
methods including Project Control Groups, Councillor 
workshops, Council websites and media releases were 
completed in Q2. 

n

Maintain good working relationships 
with all partners
Meetings held with partners to report on 
key milestones and progress delivery

Property 
Development 
Unit

100.00 100.00 3PS, 4PS and 6&8 PS Project Control Group meetings 
held with Walker for Oct and Nov 2019.
Site visit was held in leu of PCG meeting for Dec 2019. 

n

Key milestones meet the needs of the 
Community
Monthly reports on progress to 
Committee and Council

Property 
Development 
Unit

= 100.00% 100.00% 100.00% Monthly project reporting to Council and Committee 
were completed on time in Q2.

n

Enhanced neighbourhood and 
CBD precincts that are vibrant, 
well-designed, attractive, 
distinctive and viable places

Place management in neighbourhoods 
and CBD, which takes a people-
centred approach to the planning, 
design and management of public 
spaces

Effectiveness of project management
Projects completed to schedule, budget, 
and meet project objectives

Place Services = 100.00% 100.00% 100.00% Construction completed for one project. All other 
projects are currently in planning and design phase 
that are due for completion in 2019/20.

n

Genuine engagement ensuring a 
community voice and enabling 
data-driven and/or evidence-
based decision making

Localised community and stakeholder 
engagement (Including but not limited 
to; cleansing survey, Care Factor survey 
and project-specific community 
consultation)

Opportunity for community to input to 
projects and plans
Sustain, on previous year

Place Services Consultation 
undertaken on 
6 projects 
within the 
quarter.

6.00 Consultation was undertaken for 6 projects within the 
quarter, including:
* Pierre De Coubertin Park, Newington playground
* Binnalong Park all-abilities water play
* Max Ruddock Reserve playground
* Roger Gregory playground
* Waratah shops upgrade
* Telopea Station - retail frontage improvements

n

Enables timely identification and 
repair of issues to maintain 
community safety and amenity of 
the public domain

Proactive and reactive inspection and 
monitoring of the public domain 
(Including but not limited to; Better 
Neighbourhood Program)

Responsiveness to Service Requests 
from customers or Councillors for 
Place Services
Respond within 48 hours

Place Services = 100.00% 100.00% 100.00% Key Performance Indicator of 48 hours response time 
was met for Q2.

n

Deliver a new civic building, 
community facilities and public 
domain to create a vibrant and 
world-class landmark and 
destination for the City

Management and delivery of 
Parramatta Square

Manage the delivery of premium 
commercial office developments 
that seamlessly surround the 
public domain

Management and delivery of 
Parramatta Square

Maximise financial returns on 

reinvest into community services 
and facilities

Management of Property Development 
Portfolio
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Ensuring that difficult and cross-
functiol community and/or 
Councillor issues are resolved in 
consultation with affected 
stakeholders

Investigating, reporting and referring 
multi-faceted issues for resolution

Ensure contact with customer or 
Councillor prior to closing Service 
Request
Sustain, on previous year

Place Services 100.00% 100.00% For all Service Requests received in Q2, the customer 
or Councillor was contacted prior to closing. 

n

High quality design and 
appropriate allocation, creating 
attractive, safe and vibrant public 
spaces to support urban life and 
local economic activity

Assessment of proposals to use Council 
land for Outdoor Dining

Timeliness of decision within agreed 
timeframes
Issue of "Notice of Approval" to customer 
within a two month period

Property Assets 
& Services

95.00% 71.00% Non conforming Application requires further review n

Efficient use of Council land to 
facilitate the sustainable growth 
of the City

Provision of statuory property service 
such as land acquisition, classification 
& easements on Council land

Timeliness of required information and 
services within agreed timeframes
Provid advice within 10 working days

Property Assets 
& Services

80.00% 85.00% On track n

Prepare and implement updated 
Parramatta Safety Plan
Plan prepared and completion of actions 
allocated for the financial year.

City Strategy = 100.00% 100.00% 100.00% Plan completed and adopted by Council. n

Implementation of Parramatta City 
River Strategy
Complete the actions allocated for the 
financial year.

City Strategy = 25.00% 5.00% 25.00% Upgrade to Parramatta Ferry Wharf completed, 
Escarpment Boardwalk construction contract 
awarded, and Charles Street Square Draft Concept 
Design endorsed by Council for public exhibition. 

n

A well-considered strategic 
planning framework that 
manages growth and facilitates 
the delivery of a liveable, 
sustainable and productive City 
for our communities

The preparation, development and 
maintenance of strategies and plans to 
manage the growth of the City
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

 n Achieved n Progressing Not Achieved n

Finalise and implement the 
Parramatta CBD Planning Proposal, 
Parramatta CBD Development Control 
Plan and Parramatta CBD 
Infrastructure Strategy
Plans prepared and endorsed by Council.

City Strategy 75.00% in 
2019/20

30.00% 35.00% Council endorsed an updated Parramatta CBD 
Planning Proposal in response to the conditions of the 
Department of Industry, Planning & Environment 
Gateway Determination. Council will now undertake 
pre-exhibition consultation on the planning proposal 
with public authorities.

n

Quality and best practice in planning 
and design, as demonstrated through 
number of DA referrals completed
N/A

City Strategy > 0.00 105.00 126.00 City Strategy Unit completed 126 DA referrals during 
the period.

n

planning
Satisfaction rating of 'satisfied' or higher

City Strategy 0.00% 0.00% This measure is reported on at the end of the financial 
year.

n

Quality and best practice in planning 
and design, as demonstrated through 
council reports approved
80% of council reports regarding 
planning and design are approved

City Strategy 82.00% 81.00% 22 Council reports regarding planning and design were 
approved during the period, with a further 4 reports 
referred for further investigation and 1 was deferred to 
a later council meeting.

n

Partnerships support the delivery 
of our vision and priorities

Work collaboratively to support 
sustainable economic growth by 
supporting small business, attracting 
investment, and leveraging strategic 
partnerships with key stakeholders

Create and maintain 2 new 
partnerships per year
New partnerships

City Economy 1.00 1.00 A new Partnership with Western Sydney University was 
established to continue shared advocacy and 
collaboration on strategic city planning projects.

n

Position the City of Parramatta as 
a destination of choice to live, 
work, study and play, resulting in 
improved perceptions, community 
pride, increased visitation, 
economic prosperity and 
sustainability.

Market the City of Parramatta via 
digital and traditional platforms

Effectiveness of digital marketing 
platforms
Digital innovations are AB tested

City Identity 25.00% 25.00% Council continues implementing the a/b testing 
framework developed in 18/19 through social media 
channels particularly in paid social campaigns, which 
have led to campaign optimisations

n

Projects are well managed, 
delivered on time, with benefits 

and the community.

Organisation portfolio, program and 
project management services

Regular steering group reviews for all 
projects held across Council
All 7 portfolios of projects reviewed every 
month

Corporate 
Strategy & 
Governance

= 7.00 0.00 0.00 The PMO review has now been completed and 
activities are underway to reset the PMO and roll out 
new governance model 

n

A well-considered strategic 
planning framework that 
manages growth and facilitates 
the delivery of a liveable, 
sustainable and productive City 
for our communities

The preparation, development and 
maintenance of strategies and plans to 
manage the growth of the City

INNOVATIVE - Service Measures
Data Not Available n
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Projects are well managed, 
delivered on time, with benefits 

and the community.

Organisation portfolio, program and 
project management services

Number of project health checks 
planned and conducted for all critical 
projects
At least 1 quality review check performed 
for every critical project

Corporate 
Strategy & 
Governance

0.00 0.00 The PMO review has now been completed and 
activities are underway to reset the PMO and roll out 
new governance model 

n

Projects are well managed, 
delivered on time, with benefits 

and the community.

Organisation portfolio, program and 
project management services

Number of Capability Uplift sessions 
for project staff planned and held on 
continuous basis
90% of Project staff trained in Council's 
Project management Framework 
(Approximately 25% per quarter)

Corporate 
Strategy & 
Governance

0.00% 0.00% The PMO review has now been completed and 
activities are underway to reset the PMO and roll out 
new governance model 

n

Enable the generation of a strong 
pipeline of ideas from staff within the 
Innovation Central Portal for Council 
to improve its Services
Ideas endorsed for delivery every year 
from the ideas generated by staff

Chief Customer 
Officer

25.00 2.00 The Innovation Central portal transition is now 
complete. 2 new idea has been submitted and are 
under investigation. Further engagement around the 
use of Innovation Central will be undertaken in 2020.

n

Plan and run formal Service Excellence 
Reviews across different service areas 
in Council
Service Reviews completed per year

Chief Customer 
Officer

25.00 1.00 The Visitor Services Unit Service Excellence Review is 
progressing well. 

n

Sustainably managed transport 
(roads, bridges, pathways), 
drainage, open space and 
building assets to meet 
community needs

Development of asset management 
strategy and policy for the long-term 
management of community assets

Provision of an Asset Management 
Policy, Strategy and Management Plan 
for each asset class
Asset Management Policy, Asset 
Management Strategy and Asset 
Management Plans are completed and 
updated annually for each asset class

Finance = 1.00 25.00 50.00
commence in January to align with IPR and 

Management Policy will be reviewed in 2020 together 
with new Asset Capitalisation Policy. 

n

Fit for purpose buildings in a 
location and condition to meet 
community needs

Develop building asset management 
plan and program of works

Satisfactory condition rating in line 
with Asset Management Policy
Completion of Council's building renewal 
program

Property Assets 
& Services

25.00% 50.00% 2019/20 Capital Renewal Plans have been developed 
for Community buildings, Libraries, Child care centres 
and Multi level car parks. Works are currently on 
schedule to meet annual target by 30th June 2020.

n

Council building and space 
available for use by the 
community is properly managed

Space and tenant management of 
Council land & building

Renewal of Council's lease and licence 
portfolio in line with overall business 
requirements
Action as prioritised by Council's 
business requirements

Property Assets 
& Services

30 4.00 2.00 Target not achieved due to other unit priorities and 
lack of resources. Anticipate redirection of existing 
resources to approach target.

n

Council is Financially sustainable 
and provides transparent, value 
for money services, according to 
the priorities of the Community

Financial Reporting and Controls 
(Accounting, Financial Systems and 
Taxation and Treasury)

operating expenditure within operating 
revenue - Operating surplus ratio
Council revenue is greater than 
expenditure

Finance > 0.00 69.18 44.20 Inflated due to rates and annual charges raised in July 
and not match proportionally by expenses.

n

Improvement of services provided 
to customers both internal and 
external

Continuous Improvement and 
Innovation capabilities and culture - 
Service Excellence Program
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Council is Financially sustainable 
and provides transparent, value 
for money services, according to 
the priorities of the Community

Financial Reporting and Controls 
(Accounting, Financial Systems and 
Taxation and Treasury)

The availability of operating cash to 
service debt including interest, 
principal and lease payments -Debt 
servicing costs (as a percentage of 
total revenue)
Debt servicing cover ratio

Finance > 2.00% 67.17% 27.68% Inflated due to rates and annual charges income 
raised in July

n

Adequacy of working capital and its 
ability to satisfy obligations in the 
short term for the unrestricted 
activities of Council - Unrestricted 
current ratio
Better than minimum ratio

Finance 435.00% 345.62% On target due to high levels of unrestricted investment 
balances.

n

Collection of rates in accordance with 
Debt Recovery Policy
Rates outstanding at year end

Finance < 5.00% 68.97% 46.98% Rates and annual charges levied in July, yet only two 
instalments has been made payable to date.

n

Return on investments
Outperforms the Ausbond bank bill index

Finance > 1.15% 2.86% 2.69% Despite drops in interest rates, council has 
outperformed the Ausbond bank bill index.

n

Maximised investments in reliable 
and quality technology to position 
the organisation to be flexible, 
agile and to adopt new 
technologies

software and technology services
Service Levels Agreements (SLAs) 
achieved as defined and agree by 
Business Unit owners.
99.9% up time for critical applications 
during agreed Service Hours

Information 
Technology

99.66% 100.00% Critical systems achieved 100% availability during the 
reporting period. Network disruptions inhibited access 
to some systems for a 2 hour period.

n

Achievement of Response and 
Resolution Service Levels for incidents.
Response within 2 hours

Information 
Technology

88.04% 86.86% ICT reviewing resource and training requirements to 
progress to achieving 90% target

n

Achievement of Response and 
Resolution Service Levels for incidents.
Resolution within 4 hours

Information 
Technology

72.91% 67.40% ICT reviewing resource and training requirements to 
progress to achieving 90% target

n

Website and external facing 
technology availability
Up time excluding scheduled 
maintenance windows

Information 
Technology

= 100.00% 99.99% 99.99% Websites available 99.99% throughout the reportng 
period. Network disruption prevented access to public 
wifi within Libraries for 2 days.

n

Projects are implemented to: 
improve community access to 

responsiveness; improved mobility 
of staff, automation and simplified 
ways to do business with Council 
and; Digital Transformation to 
improve access to services and 
information

service improvements
Effective project management utilising 
the Project Management Office 
defined procedures.
Recovery achieved from 'Red' status 
projects, within 60 days

Information 
Technology

< 10.00% 7.00% 4.50% Enterprise Project Management Tool implementated 
and in use across the ICT Project Team

n

Council is Financially sustainable 
and provides transparent, value 
for money services, according to 
the priorities of the Community

Financial Reporting and Controls 
(Accounting, Financial Systems and 
Taxation and Treasury)

Achievement of service levels for 
critical applications and systems 
to support both community and 
organisational objectives. Service 
levels include hours of availability, 
performance and responsiveness 
to incidents

support services
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Process all routine incoming 
correspondence for Council
90% of correspondence actioned within 
48 hours

Information 
Technology

99.98% 99.95% Target exceeded. n

Compliance with the State Records Act 
1998
Fully compliant

Information 
Technology

= 100.00% 100.00% 100.00% Strategic planning to deliver digital processes is a 

transformation.

n

Answering customer telephone calls
Calls answered within 20 seconds

Chief Customer 
Officer

87.00% 81.00% Target achieved 81% (27,028 call received during 
quarter 2)

n

Resolving customer queries
Queries resolved at first point of contact

Chief Customer 
Officer

76.00% 80.00% This actual score is the average between front counter 
and telephone, first point resolution. 

n

Lodgement of Service Requests
Service Requests completed within 
agreed service standards

Chief Customer 
Officer

90.00% 77.00% Target not achived, mainly attributed to waste and 
regulatory related requests.

n

Effectiveness of Customer Contact 
Centre (counter management) - Level 
of formal complaints
Customer contacts resulting in 
complaints

Chief Customer 
Officer

< 0.25% 0.00% 0.00% No complaints were received in regards to front of 
house service delivery at the customer contact centre.

n

Effectiveness of Web Chat service
Web chats addressed in real time.

Chief Customer 
Officer

89.00% 96.00% Target exceeded. n
Efficiency of Customer Contact Centre 
counters
Average customer wait time is less than 5 
minutes

Chief Customer 
Officer

84.00% 83.00% Exceeded Target- 3,985 customer face to face 
contacts over the 3 months.

n

The City is better positioned to 
meet the challenges of the future 
and better able to leverage the 
opportunities of data, information 
and technology

The delivery of programs and projects 

develop and implement new solutions 
to address the challenges of growth of 
the City

Future City Projects managed
Percentage managed within time budget 
and quality standards

Future City 25.00% 45.00% Projects are progressing and on track including 
Melrose Park: Smart Planning for Climate Responsive 
Neighbourhoods project (6/8 project milestones 
delivered) and Real Time Environmental Monitoring 
project (devices due to arrive in February). Two 
projects (Smart City Hub and Blueprint) are behind 
schedule and plans will be reviewed to deliver these.

n

The City is better positioned to 
meet the challenges of the future 
and better able to leverage the 
opportunities of data, information 
and technology

The delivery of programs and projects 

develop and implement new solutions 
to address the challenges of growth of 
the City

The Smart City Advisory Committee 
will meet at least 4 times per year and 
all minutes will be both reported and 
adopted by Council.
4 meetings per year

Future City = 1.00 1.00 0.00 Committee members were unavailable for a meeting in 
Q2. An agreed date for the next Smart City Advisory 
Committee meeting is being finalised.

n

Safety of council staff and the 
community within the City of 
Parramatta

Maintain Work Health and Safety 
within council buildings, services, and 
equipment in accordance with best 
practice and statutory requirements

Reporting, investigation and mitigation 
of all workplace incidents
All met within statutory requirements

People & 
Culture

= 100.00% 100.00% 100.00% All reported incidents were investigated in the required 
timeframes in Q2.

n

Customer satisfaction with 

customer services

Provide information and services to 

Telephone, Face-to-Face, Corporate 
Reception and Digital Streams (Web 
Chat, Social Media and Emails)

Effective and secure management 
of the data and information 
collected through the course of 

with policy and legislative 
requirements

and information records (definition, 
storage, protection, retention and 
destruction)
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Outcome Service Measure & Target Business Unit Target Q1 Actual Q2 Actual Comment Status

Safety of council staff and the 
community within the City of 
Parramatta

Maintain Work Health and Safety 
within council buildings, services, and 
equipment in accordance with best 
practice and statutory requirements

Achieving workplace injury targets, 
including lost time injuries and medical 
treatment injuries
Meet all of council's established targets

People & 
Culture

= 100.00% 100.00% 80.00% Council currently has an LTIFR of 6.8 which is an 
increase from Q1 and above the target of 5.0. This 
increase is largely attributed to an increased 
workforce.

n
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