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Revised Key Result Area 
Measurement 
Source/Tool 

Key Performance Indicator 
Quarter Performance Update 

February – May 2018 

Quarter Performance Update 

June – August 2018 

FOCUS AREA : STRATEGY 

 
1. Strategic Delivery 

 
Annual Business 
Plan 

 
Maintain and or improve 
Targets 
 
NB: Targets, Page 42, 2016/17 
Annual Business Plan 

 

 Resident Satisfaction survey results 
continue to be applied in service planning 
and review processes. See Section 5 for 
Customer Service statistics. 

 

 Draft 2018/19 Annual Business Plan (ABP) 
endorsed by Council April 2018. 

 Development of the ABP utilised 
financial parameters as set by the 
Three Year Plan to align with Long 
Term Financial Plan outcomes and 
Council’s appetite for risk. 

 A proposed 3% rate rise made up of  
the General Index (2.3%), State 
Government costs & Waste Levy 
(0.4%) and 0.3% going towards new 
and enhanced services and 
programs. 

 $71.7M Capital Works Program - 
with $38.3 million towards new or 
enhanced assets & $25.3M towards 
19km footpaths, 40km roads, 4km 
kerbing and leisure and sporting 
building infrastructure. 

 The community will see 16 new 
services to the value of $2064K. 

 $897K new services funded by vis 
growth. 

 $940K new services funded via 
continuous improvement (CI) 
savings. 

 $227K new services funded by the 
rate rise. 

 

 Resident Satisfaction survey results 
continue to be applied in service 
planning and review processes. See 
Section 5 for statistics. 

 

 2018/19 Annual Business Plan (ABP) 
endorsed by Council in June 2018: 
 

 Development of the ABP utilised 
financial parameters as set by the 
Three Year Plan to align with Long 
Term Financial Plan outcomes and 
Council’s appetite for risk. 

 3% rate rise included General 
Index (2.3%), State Government 
costs & Waste Levy (0.4%) and 
0.3% going towards new and 
enhanced services and programs. 

 Council will invest $73M in its 
Capital Works Program to renew, 
replace and build assets and 
$105M on existing business as 
usual services such as city 
presentation and community 
programs. 

 Achieved $0.9M in ongoing savings 
in the past year which will be used 
to expand community services and 
fund 16 new projects. Growth 
revenue will fund an additional five 
new projects. 
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Revised Key Result Area 
Measurement 
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Key Performance Indicator 
Quarter Performance Update 

February – May 2018 

Quarter Performance Update 

June – August 2018 

 The ABP, Long Term Financial Plan & 
Asset Management Plan are 
collectively out for consultation from 
2 to 22 May. 

 

 
2. Smart Program Delivery 

 
2.1 Delivery of  projects 

 

 Smart CBD 

 Smart Sport 

 Smart Health 
 
 

 
Project Plans 

 

 
1. Smart CBD 

a. Strategic influence 
and negotiation with 
third parties to 
invest, develop, 
partner 

b. Drive new directions 
including the 
application of smart 
technology 

 
2. Smart Sport 

a. Successful 
engagement with 
partners to occupy 
and activate the 
precinct 

b. Construction of Lawn 
Bowls Centre 
commenced 

c. Tennis Centre 
construction 
completed 

 
3. Smart Health 

a. Continue to work 
closely with ACH to 
provide successful 
model of service 
delivery to the 
community 

 

1.  
1. Smart CBD 

 Car Park –construction underway with 
steel works and installation of pre-cut 
panels. Tesla has also agreed to install 
x3 charge ports for electronic vehicles. 
The car park is due for completion 
October 2018. 

 Retail tenancies – in detailed design 
phase with construction forecast for 
August 2018. 

 Grenville Hub – Grenville Consultation 
Group developed (staff, volunteers and 
community members) to garner 
feedback on the future Grenville Hub. 
Architects have taken a tour of the 
existing facility and undertaking 
detailed design. Construction is 
forecasted for September2018.  

 Stage 2 Fremont Park endorsed by 
Council. The upgrade will increase size 
and quality of central play space, picnic 
area and increase visibility of the lake. 
The project will progress now to 
detailed design and eventual 
commencement of construction in late 
2018. 

 Hotel – the 4.5 star $50 million luxury 
hotel is forecasted for land settlement 
December 2018 and open in 2020. It 
will bring approximately 300 
construction jobs and 220 in hotel 
operations and provide quality 

 
1. Smart CBD 

 Car Park – on track for completion 
November 2018 including an 
electronic billboard fronting Main 
North Road for advertising and 
community messages. 

 Retail tenancies – The first of the 
CBD’s retail tenancies has been 
confirmed, with Fasta Pasta signing 
a lease agreement in July 2018. 

 Grenville Hub – Concept plans and 
budget presented to Elected 
Members in July 2018, with concept 
designs approved. Development 
planning was lodged in July 2018 
with the project now moving to the 
detailed design phase. Patrons will 
move to a temporary site in the 
Function Centre in January 2019, 
after which the current centre will 
be demolished. 

 Stage Two Fremont Park – Design 
phase currently underway. 

 Hotel – Detailed design work for the 
hotel continues. Designs have been 
submitted for planning approval 
with lodgment of the planning 
application to SCAP in July 2018. 

 Playford Arena – State Government 
Loan documentation received and 
approved by Council in July 2018. 
Prudential review to be presented 
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Quarter Performance Update 
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 Variance and 
exception reporting 
for each project 
 

accommodation in Playford. 

 Plaza fountain cleaned to instill pride in 
the Plaza and Playford’s past. 

 Playford Arena –   awaiting receipt of 
loan documentation from State 
Government. The Treasurer is 
reviewing the contract. 

2.  
2. Smart Sport 

 Interest is building for the launch of 
Playford Lawn Bowls Complex on 6 
June 2018.  A fly-through video posted 
in the Facebook page of principal 
contractor Romaldi Constructions has 
received 18,000 views. 

 Eyre Sports Park – Oval 1 has been 
handed over and Oval 2 underway. 

 
3. Smart Health 

 Deloitte Report – a prospectus is based 
on feedback garnered in March’s 
Health Opportunities North forum. 
This will be shared back to key 
stakeholders in June and will guide 
development of the Health Precinct.  

 Smart Parking Trial – Parking sensor 
data being analysed by Adelaide 
University to find new ways to make 
day to day activities of the community 
easier to manage.  

 State Government has agreed to enter 
negotiations to establish autonomous 
vehicle project. 

 Following the Health Opportunities 

North forum, an approach was made 

from an NDIS service provider to 

establish a new services hub within the 

to Council in August 2018 with 
construction to commence early 
2019. 

 Medical Centre – Development 
approval granted July 2018. 
Construction predicted to 
commence late 2018. 

 State Government building – 
Continued to meet with State 
Government to progress 
discussions. 

 
2. Smart Sport 

 Playford Lawn Bowls Complex – The 
facility was completed on time and 
on budget ($5.2M), with an opening 
event on 06 June, 2018. 
Approximately 200 people attended 
the opening, with the facility now 
home to the Playford Bowling Club 
following the successful merger of 
the Elizabeth and Munno Para 
Bowls Clubs. 

 Tennis Centre – The facility’s 
inaugural major tournament, the 
International Pro Tour, was held in 
Dec/Jan 2018. 120 players from 27 
countries competed, attracting 
approximately 1,000 spectators. 
Corporate sponsorship for the next 
Pro Tour has been secured. 

 Eyre Sports Park – The $5.5M 
facility opened on 30 June, 2018 
and is home to three tenant clubs; 
Central Districts Rugby League Club, 
Eyre Royals Cricket Club and 
Northern Wolves Soccer Club. 
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Measurement 
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Quarter Performance Update 

February – May 2018 

Quarter Performance Update 

June – August 2018 

Health Precinct to accommodate their 

expanding services.  

 

 Variance and exception reporting for 
each project 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
3. Smart Health 

 Autonomous Vehicle Shuttle – 
Following successful negotiations 
with the State Government, an 
Autonomous vehicle shuttle will be 
introduced at the Health Precinct. 
The $350k program will address 
concerns about access to the Lyell 
McEwin by linking the Holden 
carpark to the hospital via Oldham 
Road. A second stage of the project 
is planned for 2019, linking the 
Elizabeth Train Station to the CBD 
via the shopping centre. Project 
partners include, Easy Mile, the SA 
Gov, Transit Australia Group, City of 
Playford with support from Holden 
and Fluid Solar House. 

 Private Hospital – Interest from a 
private hospital developer has been 
received in relation to purchase of 
recently revocated land. 

 

 Variance and exception reporting for 
each project. 
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Revised Key Result Area 
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Quarter Performance Update 

February – May 2018 

Quarter Performance Update 
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FOCUS AREA : ORGANISATIONAL PERFORMANCE 

 
3. Service Delivery 

 
3.1 Monitor performance 

against agreed standards. 
 

3.2 Embed a continuous 
improvement culture and 
practice into the 
organisation 

 

 
Service Standards 

 
Service Standards results 

 

 Service Standards System 

 40 Services with defined community 
outcomes and service levels are 
measured and monitored regularly. 

 Continuous Improvement of services is 
a focused effort towards improving 
service outcomes or reducing costs in 
reference to the established Service 
Standards. 

 Analytics Centre has been introduced 
in the organisation which is linking 
data from multiple sources and 
converting it in to valuable information 
which is driving smart service 
delivery. In last 3 months 80 
employees have used the Analytics 
Centre for analysis and 1450 times the 
reports have been downloaded. 

 

 A Project Management Framework currently 
being developed in order to increase 
awareness and collaboration on projects, 
align risk, procurement and finance 
processes, manage project quality and cost, 
reduce project overlap and retain 
knowledge and learnings. 

 

 The Smart Working Program continues to 
harness technology to improve: 

 Playford’s Digital Customer Interface 
– the review and redesign of 
Council’s website to offer easier to 
use online services. 

 
The Analytics Centre 

 Data is being increasingly accessed by 
the organisation with over 2,500 
reports downloaded from the 
Analytics Centre since its launch in 
May. This indicates an increasing 
trend towards data-based decisions. 

 
Resident Satisfaction Survey (RSS) 

 The RSS was conducted in July 2018. 
For information on results, see 
Section 5, Customer Service. 

 
Project Management Framework (PMF) 

 The PMF will increase awareness 
and collaboration on projects, align 
risk, procurement and finance 
processes, manage project quality 
and cost, reduce project overlap and 
retain knowledge and learnings. It is 
on track to be rolled out across the 
organization by November 2018. 

 
Smart Working Program 

 The program consists of three 
projects which focus on creating 
mobility and streamlining processes 
to improve productivity and provide 
benefit for customers. 

 The DCI (Council website) project - 
Preliminary concept designs 
completed in July 2018. Website is on 
track to go live in November 2018. 
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Quarter Performance Update 
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 Environmental Health Officer 
Mobility 

 Work order, timesheet and field staff 
mobility 

 The Environmental Health Officer 
(EHO) project will allow EHOs to 
conduct inspections on a mobile 
device rather than on paper, saving 
time and effort by reducing the need 
to come back to the office to access 
and enter inspection data. 

 The Field Staff Mobility project is on-
track for completion in late 2019, 
which will introduce digital ways of 
working to streamline businesses 
processes and gain efficiencies. 

4. Financial Performance 
 
4.1 Achieve budget and operational 

targets as approved by Council 
17/18 
 

4.2 Establish budget and plans for 
17/18 as approved by Council 

 

 Budget 

 Financial 
reporting 
against budget 

 

 The audited EOY result is 
within the budget set by 
Council (budgets 
achieved) 
 

 Successful 
implementation of specific 
business improvement 
initiatives 
 

 Legislative reporting 
requirements are met 
 

 

 YTD results to 30 April 2018 see Operating 
Income of $81.1M, which is favourable to 
budget by $1.7M and Operating 
Expenditure of $78M, which is favourable to 
budget by $3.2M. 

 $35.1M (61%) of the $57.4M Capital 
Expenditure Budget has been expended to 
30 April, with committed funds of $12.4M. 

 As at 30 April, Council’s total borrowings are 
$126M. 

 Forecast is $2.4M surplus against $5.9M 
deficit budget. Mainly due to prepayment of 
FAGS and delays in capital projects. 

 Draft ABP endorsed for community 
consultation (2-22 May 2018). Refer Section 
1.  

 Application of Three Year Plan Financial 
Parameters used to inform the Draft ABP. 

 Continue to look at investment 
opportunities, surplus assets, financing daily 
operations and continuous improvement 
initiatives. 

 
Year to date preliminary actual results for 
2017/18: 

 

 Operating Surplus of $4.007M, 
against a budgeted deficit of $5.86M. 

 This turnaround can be attributed to 
a $5.5M prepayment of FAGs, 
additional developer contributions of 
$1M, one off savings and delays in 
capital projects. 

 Council’s total borrowings as at 30 
June, 2018 are $123M.  

 Application of Three Year Plan 
Financial Parameters was used to 
inform the 2018/19 ABP. 

 Continue to look at investment 
opportunities, surplus assets, 
financing daily operations and 
continuous improvement initiatives. 
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Revised Key Result Area 
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Quarter Performance Update 

February – May 2018 

Quarter Performance Update 

June – August 2018 

5. Customer Service 
 
5.1 Embed a customer focused 

culture and practice of quality 

and consistent service delivery 

to our community 

 

 

 Resident 
Satisfaction 
Survey (Annual 
Measure) 

 

 Customer 
Measurement 
Tool 

 

 Overall satisfaction 
score of 3.76 or greater 
(3.76 achieved in 2016) 

 

 CMT Overall Satisfaction 
with Council score of 60% 
or greater (58% achieved 
in 2016) 

 

 

 Customer Guarantee is a well-established 
program monitoring and addressing 
customer experiences with City of Playford 
 

 Compared to the last quarterly update, 
average completion time of requests over 
February – May 2018 has improved from a 5 
day turnaround to 3.56 days. This further 
embeds our organisation’s focus on keeping 
customer experience a high priority.  

 

 
Resident Satisfaction 

 Overall satisfaction with the City of 
Playford was high, with 95% of 
residents at least ‘somewhat 
satisfied’ with the performance of 
Council overall.  

 This translates to a mean rating of 
3.81, up from 3.68 in 2017, indicating 
that resident satisfaction with the 
performance of Council has 
significantly increased over the last 
12 months.  

 City of Playford ranks significantly 
above other metropolitan councils in 
terms of community satisfaction, 
with the metropolitan average at 
3.45.  

 
Customer Experience 

 Customer Guarantee is a well-
established program monitoring and 
addressing customer experiences. 

 It has resulted in a significant 
reduction in the average number of 
days in:  

 actioning a request: 12.17 in 2016/17 
to 4.51 days in 2017/18  

 completing a request: 17.5 in 2016/17 
to 8.7 days in 2017/18  

 The 2018 CMT Survey results also 
reflect this improvement, with overall 
satisfaction with Council rated at 65% 
- well above the Service Standard of 
60%. 
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Quarter Performance Update 
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FOCUS AREA : ORGANISATIONAL CULTURE 

6. Relations 
 
6.1 Continue to foster and leverage 

relationships at a Federal, State 
and Local level for the benefit 
of the Playford community. 
 

6.2 Explore opportunities to drive 
the City of Playford forward 
through its relationships with 
Government, NFP’s, Commerce 
and Industry 
 

6.3 Participate and develop 
Playford’s role in the Northern 
Economic Plan and other 
Government Programs 
 

6.4 Lead and drive China program 
to align with other key priority 
initiatives 
 

6.5 Maintain and improve 
relationships with the Elected 
Members 
 

6.6 Improve relationships between 
the Council and Community 
 

6.7 Staff satisfaction 
 

6.8 Delivery of marketing and 
communication strategies to 
better inform the community 

 

 External 
 

 Council 
 

 Staff Survey  
(Bi—yearly) 

 

 Communications 

 

 Quarterly updates 
provided to Council 
 

 Report activity and 
opportunities  
 

 Progress Playford projects 
in Northern Economic 
Plan 
 

 Resident Survey Results 
(maintain  
and or improve) 
 

 Staff Satisfaction Survey 
(maintain  
and or improve) 

 

 

 Northern Economic Plan (NEP) –projects 
within the NEP subject to review and plan 
will need to be revised. 
 

 Organisational Culture: 

 Senior Leadership continue to work 
closer together to provide more clarity 
and connection to staff about 
Playford’s vision and work through 
strategic initiatives. 

 Middle Manager Meetings, 
Conversations with Mal, ‘Round Up’ 
Sessions in place to engage with 
leadership and seek clarity. 

 

 Our International Engagement Program is 
currently focused on strengthening the 
education platform with City of Zibo through 
facilitating the development of a 
relationship between Playford International 
College and Zibo Liquan Middle School.  A 
Skype meeting was held between the 
Principals of both schools, Zibo Education 
officials, Zibo Foreign Affairs Office and City 
of Playford which confirmed a commitment 
to developing a friendly school partnership 
between the schools.  This partnership 
would see an annual student/teacher 
exchange and collaborative projects 
between the schools.  A MOU between the 
schools has been drafted and is close to 
being finalised. 
 

 
Northern Economic Plan (NEP) 

 The change of State Government in 
March 2018 has resulted in the 
reprioritisation of the NEP on the 
government’s agenda. Playford’s 
projects which formed part of the NEP 
continue to progress, Refer Section 2. 

 
Rate Capping – State and Local Government 
Relations 

 We have decided to take a lead role to 
influence the proposed State 
Government Rate Capping legislation. 
It's through the maturity of our data 
and analytics that we can position 
ourselves to the Minister as a case 
study of a council which can deliver 
value for money in a way where a 
blanket cap is not the answer.  

 We do not accept rates oversight 
legislation in its current format and 
will be developing a sector-wide 
response. 

 
International Engagement Program 

 Dialogue with the City of Zibo 
continues around the timing of a 
return government delegation to the 
City of Playford in the near future. 

 
GigCity Expansion 

 Successfully negotiated the expansion 
of GigCity to Playford Creative 
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Quarter Performance Update 
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of Council’s achievements, 
activity and direction 

 City of Playford Branding Strategy 
endorsed by Council and being introduced 
to the whole business.  
 

 A MOU was signed between Adelaide 
University & City of Playford at the Stretton 
Centre in April.  The University’s Smart Cities 
Consortium is one of the most multi-
disciplinary centres for Smart Cities’ research 
in Australia. 
 

 EOI Connected Cities Project being developed 
and will include the following Councils – 
Playford, Burnside, Prospect, Port Adelaide 
Enfield & Campbelltown. 

 

 Continuing involvement with the National 
Growth Areas Alliance (NGAA) and the 
promotion and lobbying of projects such as 
the Gawler Rail Electrification project with this 
entity has resulted in the securing of 
Commonwealth funding of $220 million for 
the project. This combined with our lobbying 
of the recently elected State Government has 
contributed to this project finally being given 
the green light for full implementation of the 
project. 
 

 We continue to leverage relationships and 
networks in the private and government 
sectors for economic development 
outcomes. 

o Ice Arena 
o Families SA 

Industries Precinct (Northern Sound 
System), Elizabeth Way, Elizabeth, The 
Innovation Grid, Haydown Road, 
Elizabeth Vale. The network gives 
more businesses and entrepreneurs 
access to leading edge connectivity. 

 Continue to progress GigCity 
agreements with SABRENet and the 
Department of Industry and Skills 
(formerly Department of State 
Development), including the 
establishment of the 3D metal printing 
facility at the Century site on Womma 
Road. 

 
Stretton Centre 

 35 co-workers based at Stretton 
Centre. 

 Converted a small space on the 
ground floor outside of the building 
into an office for a local business. 

 Ongoing discussions with stakeholders 
in the establishment of the 
Horticulture Centre of Excellence in 
the Northern Adelaide Plains. 

 An industry forum and dinner was 
held for the horticulture industry in 
the Northern Adelaide Plains. Over 
170 people attend the ‘Our Regions 
Future’ event, including the Hon Tim 
Whetstone MP, Member for King. 
Discussions regarding the 
establishment of a horticulture cluster 
are progressing with relevant 
stakeholders and PIRSA. 

 Support provided to a Significant 
Environmental Benefits Fund 
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application under the South Australian 
Native Vegetation Council. The 
Significant Environmental Benefit 
relates to offsetting vegetation 
disruptions with the construction of 
the Northern Connector. It envisages 
privately owned land parcels in the 
Adelaide Plains Council and a 
combination of COP, State 
Government and privately-owned land 
supporting a native vegetation 
project. This would involve local 
business Red Centre Enterprises 
working with the Kaurna community 
to support revegetation and 
sustainable harvesting on the land, 
leading to training, education and 
pathways to employment. 

 
Organisational Culture 

 Middle Manager Meetings, 
‘Conversations with Mal’ and ‘Round 
Up’ Sessions continue to provide 
opportunities for staff to engage with 
leadership and seek clarity. 

 2018 Mid Year Briefing held in early 
August, reflecting on achievements at 
the half way point of Strategic Plan 
delivery. The session was attended by 
over 250 staff. 

 The Bi-yearly staff engagement survey 
was conducted in July 2018.  

 90% of staff indicated they are 
satisfied with City of Playford as a 
place to work, with 40% indicating 
they ‘strongly agree’ with this 
statement. This is a 14% increase in 
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staff satisfaction, compared to 2016 
results of 76%.  

 The staff response rate has also 
increased by 7% to 72% in 2018, 
compared to 66% in 2016.  

 These results demonstrate the 
organisation has embraced its forward 
focus and come together as a strong 
team.  

 
Marketing Communications 

 Brand positioning - Playford continues 
to build and develop its positioning as 
South Australia’s Next Great City. 

 Playford News - Our own news 
channel, PlayfordNews.com, has been 
running for 12 months and continues 
to provide the community and wider 
audiences with information on what’s 
happening in the community and 
Council services and initiatives.  

 Social Media - City of Playford owns 
and manages 21 social media sites on 
Facebook, Twitter, LinkedIn, 
Instagram and YouTube with a 
combined total of close to 48,000 
followers. 

 Our largest page – the Official City of 
Playford Facebook page - has 
surpassed 10,000 followers – growth 
that has almost tripled in 12 months. 

 We also achieved 10,000 "Likes" in 
July 2018. From a marketing 
perspective, "Likes" may be 
Facebook’s most powerful tool. If 
users "Like" a page (or content), they 
are telling their friends that they like 
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what is offered, and they are highly 
interactive with the page. 

 We have significantly exceeded 
industry standards, achieving five and 
half times the industry growth rate. 

7. Work Health Safety 
 

 Legislation 

 

 Legislative requirements 
are met 
 

 WHS culture is maintained 
and or improved 

 

 Maintaining our high standards and 
commitment. 
 

 Introduction of cloud-based system 
‘Skytrust’ means we can mitigate risk and 
ensure safety of our staff and our 
community via a device and access this data 
in real-time. 

 

 Lost time due to injury for 2017/18 was 
86 days, compared to the average for 
Group A councils of 177 days. This 
means we are getting our people back 
to work a lot quicker – or injuries have 
been less severe. 

 An increased focus on understanding 
and reporting Near Misses will continue 
as one of the ways to identify potential 
hazards and put controls in place to 
eliminate or minimise risk. 

 

NB: Unpredictable events and or influences which are outside of the Chief Executive Officer’s control may impact or affect the outcomes detailed in this Performance Agreement. Such 

occurrence(s) will be conveyed in order to ensure fair evaluation of the Chief Executive Officer’s performance occurs. 

*Quarterly Performance Update for June-August 2018 provided as at 13 August, 2018 to the CEO Performance Review Committee. The Quarterly CEO Performance Review Committee meeting 

was brought forward to August 2018 to avoid Local Government Elections Caretaker Period. 


