T

CITY QF

Salisbury

AGENDA
FOR PROGRAM REVIEW SUB COMMITTEE MEETING TO BE HELD ON

10 JULY 2017 AT THE CONCLUSION OF SPORT, RECREATION & GRANTS
COMMITTEE

IN COMMITTEE ROOMS, 12 JAMES STREET, SALISBURY

MEMBERS

Cr E Gill (Chairman)

Mayor G Aldridge

Cr S Bedford

Cr B Brug

Cr D Bryant

Cr G Caruso

Cr L Caruso (Deputy Chairman)
Cr D Proleta

Cr R Zahra

REQUIRED STAFF

Chief Executive Officer, Mr J Harry
General Manager Business Excellence, Mr C Mansueto
Manager Governance, Ms T Norman

APOLOGIES
LEAVE OF ABSENCE

PRESENTATION OF MINUTES

Presentation of the Minutes of the Program Review Sub Committee Meeting held on
13 June 2017.
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REPORTS
PRSC1 Program Review Findings Financial Services Division

OTHER BUSINESS

CLOSE

Page 2
Program Review Sub Committee Agenda - 10 July 2017

City of Salisbury



T

CITY OF

Salisbury

MINUTES OF PROGRAM REVIEW SUB COMMITTEE MEETING HELD IN
COMMITTEE ROOMS, 12 JAMES STREET, SALISBURY ON

13 JUNE 2017

MEMBERS PRESENT
Cr E Gill (Chairman)
Cr S Bedford
Cr B Brug
Cr D Bryant
Cr G Caruso
Cr L Caruso (Deputy Chairman)
Cr R Zahra

OBSERVERS
Cr S White
Cr J Woodman

STAFF
Chief Executive Officer, Mr J Harry
General Manager Business Excellence, Mr C Mansueto
General Manager Community Development, Ms P Webb
Manager Governance, Ms T Norman

The meeting commenced at 6.39 pm.

The Chairman welcomed the members, staff and the gallery to the meeting.

APOLOGIES
Apologies were received from Mayor G Aldridge and Cr D Proleta.

LEAVE OF ABSENCE
Nil

Minutes of the Program Review Sub Committee Meeting 13/06/2017
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Minutes of the Program Review Sub Committee Meeting 13/06/2017

PRESENTATION OF MINUTES

Moved Cr R Zahra
Seconded Cr L Caruso

The Minutes of the Program Review Sub Committee Meeting held on 08
May 2017, be taken and read as confirmed.

CARRIED
Moved Cr L Caruso
Seconded Cr G Caruso
The Minutes of the Confidential Program Review Sub Committee
Meeting held on 08 May 2017, be taken and read as confirmed.
CARRIED
REPORTS
Nil
OTHER BUSINESS
Nil
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CONFIDENTIAL ITEMS

PRSC1 Community Planning and Vitality Review - Youth Strategy and
Implementation Update

Moved Cr R Zahra
Seconded Cr S Bedford

1.

Pursuant to Section 90(2) and (3)(a) of the Local Government Act
1999, the principle that the meeting should be conducted in a place
open to the public has been outweighed in relation to this matter
because:

- it relates to information the disclosure of which would involve the
unreasonable disclosure of information concerning the personal
affairs of any person (living or dead).

In weighing up the factors related to disclosure,

- disclosure of this matter to the public would demonstrate
accountability and transparency of the Council's operations

- Non disclosure of this matter would enable information that may
have implications for resourcing/service levels to be considered
in detail prior to a Council position in relation to the matter
being determined.

On that basis the public's interest is best served by not disclosing
the Community Planning and Vitality Review - Youth Strategy
and Implementation Update item and discussion at this point in
time.

Pursuant to Section 90(2) of the Local Government Act 1999 it is
recommended the Council orders that all members of the public,
except staff of the City of Salisbury on duty in attendance, be
excluded from attendance at the meeting for this Agenda Item.

The meeting moved into confidence at 6:40 pm.

The meeting moved out of confidence at 7.04 pm.

PRSC1 Community Planning and Vitality Review - Youth Strategy and
Implementation Update

Moved Cr L Caruso
Seconded Cr D Bryant

1.
2.

That the information be received.

That the proposed resourcing of youth policy development and
program delivery remain unchanged.

CARRIED

CARRIED
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The meeting closed at 7:04 pm.
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ITEM PRSC1

PROGRAM REVIEW SUB COMMITTEE

DATE 10 July 2017
HEADING Program Review Findings Financial Services Division
AUTHOR Kate George, Manager Financial Services, Business Excellence

CITY PLAN LINKS 4.2 Develop strong capability and commitment to continually

improve Council’s performance.

4.3 Have robust processes that support consistent service delivery
and informed decision making.

4.4 Embed long term thinking, planning and innovation across the
organisation.

SUMMARY The Financial Services Division program review brief and

background paper were endorsed in September 2016. This report
brings together different elements of the work undertaken to deliver
the Financial Services Division (FSD) program review, and
provides a recommendation to shape existing service provision to
better meet current and future service needs of FSD customers.

RECOMMENDATION

1. That recommendations from the Financial Services Division Compliance Audit,
Benchmarking Study and Customer Survey be noted and the implementation be
monitored by the Chief Executive Officer and the General Manager Business
Excellence.

ATTACHMENTS

This document should be read in conjunction with the following attachments:

1.
2.

Program Review Financial Services Background Paper

Memo “Financial Services Program Review — Assessment of Compliance with
Legislative Obligations”

BDO Financial Services Division Benchmarking Study
Harrison Research Financial Services Division Internal Customer Service Evaluation

BACKGROUND

1.1 Financial Services Division (FSD) Program Review Brief and Background Paper
were endorsed by Council in September 2016. The market approach for
undertaking resulted in tenders significantly above the allocated budget of $30k.
To manage the program review to within budget, the review was broken down
into discreet parcels of work being a Customer Survey, and a Benchmarking
Study, with organisational resources used to undertake a compliance audit, and
internal resources used to bring together this information into a Program Review
Findings report.
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1.2

To assist with understand of the context of this report, elements of the
Background Paper are included in paragraphs 1.3-1.10 below (with the full
Background Paper provided as Attachment 1), with additional information /
context in italics.

Why is the Review being Conducted

1.3

1.4

1.5

A critical element towards improving Council’s performance is to ensure that
programs are delivered through the best use of resources and provide value for
money for the Salisbury community. Accordingly it is necessary for Council to
review service delivery options and levels of service of our programs, and
Financial Services Division (FSD) internal service provision.

Program Review activity is generally related to ensuring the organisation is best
positioned to respond to current and future operating environments and to assist in
building a sustainable and responsive organisation.

The following have been identified as critical elements that must be addressed
during each review:

Strategic relevance of the service

Customer expectations/needs

Compliance with legislated requirements

Efficiency and effectiveness of the delivery of services
Alternative service provision options

KPI / monitoring / measurement of performance

Structure of the FSD Team

1.6

The division is structured as detailed below, noting that Accounting Services
consists of two teams that work in a matrix structure to deliver outcomes:

Manager Financial
Services

Kate George

Asset & Project
Accounting and Accounting Services Rates

Accounts Payable

4 FTEs 8 FTEs 4 FTEs
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The Accounting Services function consists of two teams that work together to achieve
outcomes which has improved efficiency and increased the flexibility of resources
within the team. The focus of one team is financial accounting and tax, and the other
management accounting and budgeting. However, both teams come together to
deliver many key outcomes including the budget, end of financial year financial
statements, business partnering and budget reviews. Through having this matrix
approach we are able to move resources to achieve the various deliverables which
smooths the peaks and troughs that would result from having two teams, one
management accounting and budget, and the other financial accounting and tax.
Further this has added to the interest in the work for team members which has
resulted in greater engagement, assists in succession planning, and covering

vacancies.

Services provided

1.7 The division’s more significant deliverables are detailed below:

Asset & Project
Accounting & AP

Accounting Services

Rates

eAccounting for $1.8bn
Infrastructure Assets

eFinancial advice and
support for the Salisbury
Water Business

*Processing and payment
of 30,000+ Invoices and
reconciliation of >100
Purchase Cards.

eFinance System Support,
Development &
Administration

eBusiness Partnering
*Budget and Annual Plan

eQuarterly Budget
Reviews

eFinancial Statements &
Statutory Reporting

eLong Term Financial Plan

eFacilitated Business
Planning Processes

eGrant acquittals
eTax Compliance
eTreasury Management

*Rate Generation for
59,000+ rateable
properties

eMaintaining property
data for rates and
electoral purposes

eRate collection processes

eRaising and collection of
other debtors

Governing this list of deliverables are the overarching principles of financial
sustainability, transparency in financial reporting, and diligence in the provision of
financial information that support decision making of the Executive and Council.
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Improvement Projects in Progress

1.8 There are a number of projects identified within the FSD business plan that are at
various stages of implementation, with the more significant detailed below.

Asset & Project

Accounting & AP Accounting Services Rates
eAccounts Payable Invoice *New Initiative Bid eValuation review where
Scanning project process redesign and Development
eAsset Componentisation software implementation Applications have been
and Contributing to Asset eBusiness planning lodged
Management software replacement eImplemetation of direct
Improvement Project debit for rates

*Online Rate Account
balance enquiries

*Online Payment
Arrangements for Rates

Corporate Budgets

1.9 The Financial Services Divisional Budget details the costs of the Financial
Services Team. Additionally there are corporate budgets that the Financial
Services Team are responsible for including:

Budget 2015/16 Budget 2016/17

Rates Revenue 85,730,000 89,339,538
Interest Income 723,050 155,500
Depreciation Expense 24,516,970 25,454,846
Interest Expense 2,191,200 1,880,978

These significant budgets are managed by a relatively small team with a
Divisional operating budget of $2.5M (refer Attachment 1). The team is
responsible for accounting for $1.8bn of infrastructure with associated
depreciation cost of $25.4M (2016/17), which represents 23% of the operating
budget, and are responsible for managing $89M of rate revenue, which funds
80% of our operating expenditure.

Emerging Issues

1.10 In recent times there has been growth in some aspects of business partnering, and
the service level expectation of FSD internal customers requires definition,
including:

e Support for strategic projects and contract negotiations,

e Taxation advice,

e Assistance in Program Reviews

e Changes in business process and related systems from across the organisation

Page 10 City of Salisbury
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1.11 Further there are changes in the external environment which also impact on FS
business service delivery such as:

e Infrastructure Levy

Northern Economy and capacity of our ratepayers

Rate Capping and rate structures

Legislative and Australian Accounting Standards changes

Building finance scheme (recent change)

Business friendly agenda

Community expectations for higher levels of service, containment of rate
increases, and capacity to respond to the future

2. CONSULTATION/ COMMUNICATION
2.1 Internal

2.1.1  Project Team - Financial Services Team Leaders, Internal Stakeholders
(Manager Communications and Customer Relations, Manager Strategic
Development Projects, and Senior Coordinator Project Administration)

2.2 External

2.2.1  Harrison Research & BDO have undertaken elements that support the
findings of the program review.

3.  REPORT

3.1 FSD operates within the Business Excellence Department, and works in a
partnering model to deliver services to within the organisation. The direction for
the Department is to continue to work together to achieve outcomes to support our
customers in their external service delivery. Through active partnering with each
other and our customers we seek to understand their business and their needs, to
enable value added services to be provided.

3.2 For FSD this is most evident through the strategic support provided to analyse and
evaluate various change agendas including the outsourced Recreation Services
business model, various Program Review outcomes, the insourcing of Little Para
Par 3 golf course, cemetery business model, and preparation for the NDIS.
Through effective partnerships within the business FSD are able to support the
business as it continues to adapt and evolve, and support Council by ensuring the
robustness of financial information relied upon for decision making.

3.3 This value added service provision will continue into the future as we continue to
respond to external factors and emerging issues, and also internally driven change
as the Council and the administration continues to refine our business, our service
provision, and our processes.

3.4 FSD has high performance standards which are demonstrated through the inputs
to this review which highlight rigor in process, quality of information to support
decision making, and also through the external assessments that are made through
the external audit process.
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3.5

As required by the Local Government Act 1999 and Local Government (Financial
Management) Regulations 2011 external auditors review the annual end of year
financial statements and also certify the effectiveness of our internal controls.
Consistently FSD has achieved unqualified opinions for the financial statements
and the internal controls assessment.

Financial Sustainability

3.6

3.7

The City of Salisbury is in a strong financial position, resulting from the shared
vision of Council, the Executive, and FSD. There is the need to maintain our
assets and services, have capacity to respond to emerging issues, and to be able to
deliver to meet the aspirations of the community. There is a desire and a need to
respond but to do so in a considered way with sound financial information to
enable effective decision making. This approach underpins the work that FSD
undertake and the information and analysis that is provided to the Executive and
Council.

Financial capacity is of key importance to the Council and Executive, and through
the decisions taken by Council we have enhanced our approach to debt
management. This approach will enable the funding of the community hub and
provide the ability to respond to community needs without abnormal increase in
rates.

Program Review Process and OQutcomes

3.8

The FSD program review has been undertaken with the following resources:

e Compliance Audit undertaken by Manager Governance
e Benchmarking Study undertaken by BDO
e Customer Survey undertaken by Harrison Research

Compliance Audit

3.9

Using the LGA compliance Checklist, 42 obligations under the Local Government
Act 1999 were identified as being requirements applying to FSD. Of the 42
obligations, 37 were assessed as fully compliant, 4 partially compliant and 1 non-
complaint as detailed in in Appendix 2 Memo “Financial Services Program
Review — Assessment of Compliance with Legislative Obligations”.
Recommendations as detailed in the Memo are in progress, with 3 being
implemented at the time of writing this report.

Benchmarking Study

3.10 A benchmarking study was conducted by BDO, with FSD compared with similar

divisions in 3 other SA local councils and 1 private sector organisation. More
useful observations were drawn from the comparison councils. BDO’s
Benchmarking Study is attached as Appendix 3, and summarised in the
paragraphs below (Current State and Future Opportunities), with management
response also provided.
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Structure

3.10.1

3.10.2

3.10.3

Process
3.10.4

3.105

Current state — FSD structure is consistent with others in the
benchmarking group, it demonstrates sound business practice. Three of
the 5 organisations (including CoS) use an outpost model to some extent,
with resources placed internal customer departments. FSD demonstrates
better practice by aligning FSD resources with internal customers
through its business partnering approach. The Cadet position provides
some flexibility to match resources to busier times of the year.

Future opportunity:

e Investigate alternative employment options including individual
contracts or casual employment to flex resources around peak times
of the year.

Management Response:

e The opportunity identified to flex resources around peak times is
subject to constraints of the local government environment, and can
be considered further in future HR strategies.

e The current business partnering model is valued by our customers as
demonstrated in the customer survey results discussed in the
customer survey section of the report.

e Having a matrix approach to the accounting services team enables
matching resources to work loads. Essentially we move from the End
of Financial Year process and statements (late June to mid October),
to supporting the development of business plans (October to
January), to the development of the budget (December to June), and
redirect resources into these processes.

e The cadet role acts to backfill vacancies within the team, and can be
directed to support areas of higher demand to assist in managing
peaks of work.

Current state — FSD undertake 30 key financial and business processes
which are consistent with others in the industry. Additionally FSD
undertake unique functions of facilitating operational business planning,
supporting the Salisbury Water Business Unit, and property development
projects. Processes have been assessed as operational which comprises
transactional and lower level tasks, and strategic which are processes that
add value and support decision making. The current split of operational
activity to strategic activity is 48% to 52% based on FTE.

Future opportunities:

e Utilise technology to further automate operational processes, in
consultation with internal customers.

e Consider the balance of operational and strategic process undertaken
by roles to ensure higher-level resources are directed towards
strategic, value adding processes.

City of Salisbury
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3.10.6

People
3.10.7

3.10.8

3.10.9

Management Response:

e We have moved along the continuum of higher level work being
directed towards strategic value added work which is demonstrated in
the split of operational activity to strategic activity when based on
employment cost, being 43% to 57%.

e There are a number of process improvement projects in progress
(New Initiative Bid Project, AP scanning project, Business Planning
Project), which will reduce transactional effort, and move us further
along the value added continuum, which is discussed further below
in paragraph 3.10.10.

e The customer survey results show that our services are seen as
important and are performed well, so as we continue to deploy
technology the partnering model and a customer centric approach will
be critical to maintain customer satisfaction.

Current state — The team has deep knowledge across the organisation and
local government, with relevant qualifications. Additionally the team has
employed a Cadet position for over 20 years providing opportunities to
the community and ongoing development of staff. The City of Salisbury
has some unique aspects in it operating environment, being Salisbury
Water and Strategic Property Development which require additional
support from FSD or complex accounting treatments.

Additional Context

Additionally FSD facilitate operational business planning, which in the
comparison group does not sit within Financial Services. Council
considered the resourcing requirements in 2010. Given the connection
between new initiative bids, corporate budgeting and the development of
business plans, Council supported a new initiative bid for Financial
Services to be able to undertake this function. This has driven
accountability as it has provided visibility of the operational outcomes
being pursued by each Division, and enabled alignment across the
organisation.

When adjusted for the unique aspects of the City of Salisbury operating
environment (Salisbury Water Business Unit, Strategic Property
Development), and the team delivery (facilitation of operational business
planning), and the ongoing commitment to the Cadet position, the
resourcing levels are consistent with the comparison group.

Future opportunity:

e Use of subject matter experts as needed to support initiatives.

Page 14
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3.10.10 Management Response

Being an organisation with breadth and depth of skill, generally there
are skills available for FSD to draw upon from within City of
Salisbury. For example, with respect to asset management and asset
accounting FSD work closely with the Strategic Asset Management
Team within City Infrastructure.

The cadet positon is of value to FSD as it assists in backfilling
vacancies. Also, we have been able to develop resources to fill
ongoing vacancies and provide maternity leave coverage. Within the
team currently we have 2 permanent staff that were previous cadets,
another cadet has been with the team for four years, initially as a
cadet, and then backfilling a maternity leave vacancy. Our current
cadet is backfilling an Accounting Support Officer vacancy (which is
discussed further below). Whilst the cadet position does aid the
deliverables of the team, has proven to be an excellent HR strategy
for attraction and retention of resources, and meets broader
organisational objectives and provides a benefit to the local
community, it is a discretionary resource.

To enable the implementation of various performance improvement
projects the current resourcing complement is required in the short
term / medium term. However, through improvement in business
processes primarily in relation to new business planning software and
the new initiative bid software, there is future potential to revisit the
staffing compliment. To provide for future flexibility it is proposed to
replace the existing level 2 permanent vacancy with a 3 year fixed
term contract position (classification level to be determined), with the
ongoing requirement for this role to be determined post program
review implementation.

Performance

3.10.11 Current state — FSD has a customer-centric approach which is evident

from the customer survey results discussed under the heading “Customer

Survey”, and the business partnering model adopted by FSD is regarded
as better practice, and “may be a factor to contributing to the slightly

higher number of FTEs in comparison to other councils”.

3.10.12 Future opportunities:

Establishing additional KPIs to monitor ongoing performance such as
the number of adhoc customer requests received, number of business
initiatives supported.

3.10.13 Management Response:

The tracking of ad hoc requests received, and business initiatives
supported will add low level task work to the team. We believe that
our customer centric approach which is evident from the survey
results discussed later in the report means that we are focused on the
right things, and tracking task based KPIs will not add value.

City of Salisbury
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e Understanding from our customers what they value, and what needs
they have which are not met is very valuable, and we propose that a
Customer Satisfaction survey be conducted at a regular frequency,
every one to two years, and may fit within a broader Business
Excellence Customer Survey.

e We do not believe that the customer centric approach has added
resources, as discussed in 3.10.8, our resourcing is higher due to
unique business functions undertaken by FSD compared with those
organisations in the comparison group, and also that we have a cadet
position. When adjusted for these elements the resourcing is
consistent with comparison organsations.

Technology

3.10.14 Current State — FSD use of technology demonstrates sound business
practice by continually striving to improve efficiency of processes.

3.10.15 Future opportunities:

e Progress the Accounts Payable automation and focus on end to end
procure to pay processes.

e Consider enterprise wide technology to better support efficient end to
end processes across the organisation.

3.10.16 Management Response:

e The Accounts Payable scanning project once finalised will enable
users to approve invoices online, and with the deployment of the next
update of our finance system there is the opportunity to improve the
customer experience of the procure to process.

e Other improvement projects already discussed above under Process
and People will reduce the systems that are utilized to support FSD
service delivery and consolidate these functions into our finance
system.

e Enterprise wide technology to better support efficient end to end
processes will be incorporated into the next IT Strategy.

3.11 Further consideration of these future opportunities identified in the Benchmarking
study is provided in the section 4 Conclusion / Proposal.

Customer Survey

3.12 A Customer Survey was undertaken by Harrison Research in March 2017, with a
pool of 55 potential respondents comprising all Elected Members, the CEO, all
General Managers, all Divisional Managers, and other high users of FSD services
established. The survey was responded to by 38 people, which is 69% of the pool,
and had a very high internal response rate of 87%. The resulting report is attached as
Appendix 4, with key findings included below.
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3.13 As discussed in the Harrison’s report a simple way of considering the results is to
present them in the Importance Performance Matrix, with an example and
explanation of the matrix below:

HIGH
I Concentrate Keep Up the
M Here Good Work
P
O
R
T
A
N
C Low Overkill
E Priority

PERFORMANCE

3.14 The matrix is split into four quadrants being:

3.14.1

3.14.2

3.14.3

3.14.4

Keep up the good work — this quadrant represents those services regarded as
important by customers and with performance rated as being high. For
services in this quadrant the response is to look for ongoing improvements
and keep doing what you are doing.

Overkill — performance is high in this quadrant but the services are not
important to customers, which represents an opportunity to scale back and
redirect efforts to the “Concentrate here” quadrant.

Concentrate here — the service is important, but performance is low so
directing effort to these services can improve outcomes and customer
satisfaction.

Low priority — these services are not important and performance is not high,
so the effort is appropriate, however, there may be services that can be
removed without any customer satisfaction impacts.

3.15 The results for FSD displayed in the Importance Performance Matrix are contained
on page 11 of Attachment 4, and depicted below:

City of Salisbury
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All Services: Importance/Performance Matrix
High
3 —

Extremely Important
45 yme 1 PR

14

® 1. Asset accounting
® 2. Financial advice
4 _ £ 11 ' : 3 ® 3. Accounts payable

4 “ 10 ® 4. Financial Systems support and development
35 L ® 5. Accounting Services business partnering

® 6. Budget and Annual Plan

® 7. Quarterly Budget Reviews

Importance

® 8. Long Term Financial Plan
9. Facilitation of Business Planning process
2.5 -+ ® 10. Financial support for Grant acquittals
11. Financial business advice
12. Treasury management
13. Management of property data
14. Rates processes
15 -

. 15. Raising other debts
Optimal

1 15 2 25 3 3.5 4 45 5

Low .
Performance (Satisfaction) High

3.16 All of FSD services contained in the survey were assessed by survey respondents as
being in the “Keep Up the Good Work” quadrant, which means that all services
should be maintained at the current standard, and opportunities for ongoing
improvement considered.

3.17 Given the results were all in this quadrant, additional vertical and horizontal lines
have been added to focus attention onto the lower performing services being:

e 9. Facilitation of the Business Planning process
e 14, Rates Processes
e 15. Raising Other Debts

3.18 The qualitative responses regarding areas for potential improvement align to these
focus areas and themes are presented below:
Assets, Project Accounting and Accounts Payable Team

e Systems — move to digital and have more user friendly interfaces

e Engagement — improve engagement and communication, including status of
changes

e Specific Process Improvements — AP automation

Accounting Services Team
e Systems — overhaul business planning processes and system.

e Customer Services — improve communication of timeframes and through better
engagement understand current unmet needs to considered targeted services to
meet specific divisional requirements.
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e Reporting — improve readability and ease of understanding and better equip key

users with the ability to run tailored reports from Technology 1 financials.

Rates Team
e Systems — review debtors invoicing processes including options to email invoices,

and providing visibility of invoices outstanding for payment.

e Customer Service — improve communication and availability of staff.

3.19 Given the high satisfaction results achieved in the survey, the focus for FSD is to
continue to improve incrementally, with much of the feedback gained from the
survey proving to be invaluable in setting future operational business plans, and
confirming the need of many of the initiatives currently in progress.

4.  CONCLUSION/PROPOSAL

4.1

4.2

4.3

4.4

4.5

The Compliance Audit, Benchmarking Study and the Customer Survey
demonstrate that the FSD is performing well, is progressed along the continuum
of best practice and provides services that are valued by their customers.

Both the Benchmarking Study and Customer Survey identify the need to continue
in this vein; to focus resources to value added activities and utilise technology to
make operational processes simpler and less resource intensive. FSD are
currently implementing a range of improvements associated with technology
including:

e Direct Debit;

e Online Rate Account Balance Enquiries;

¢ Online Payment Arrangement for Rates;

e Accounts Payable Automation;

e Replacement Business Planning Software;

e Replacement Long Term Financial Planning Software;
e New Initiative Bid replacement software; and

e Technology 1 CiAnywhere, which will enable Technology 1 to be used on any
device.

The Review process has provided confirmation that these projects are important to
our customers. Following delivery of these projects further opportunities for
improvements in the deployment of technology will be managed within existing
budgets where possible, or be subject to New Initiative Bids where necessary.

Technology is an enabler to move further along the best practice continuum and
aligned to improvements in technology, processes and business practices, roles
will continue to be rescoped to support more value-added services.

The Review has identified that FSD has an improvement culture with both the
Benchmarking Study and the Customer Survey providing invaluable input into
future operational business plans, with much of the change identified able to be
delivered within existing resources.
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PRSC1 Program Review Financial Services Background Paper
INTRODUCTION
This background paper is to be considered as part of the Project Brief for the Program Review of the
Financial Services Division (FS) which sits within the Business Excellence Department.
A critical element towards improving Council’s performance is to ensure that programs are delivered
through the best use of resources and provide value for money for the Salisbury community.
Accordingly it is necessary for Council to review service delivery options and levels of service of our
programs, and FS internal service provision.
Program Review activity is generally related to ensuring the organisation is best positioned to respond
to current and future operating environments and to assist in building a sustainable and responsive
organisation.
The following have been identified as critical elements that must be addressed during each review:
e Strategic relevance of the service
e Customer expectations/needs
e Compliance with legislated requirements
« Efficiency and effectiveness of the delivery of services
e Alternative service provision options
e KPI/ monitoring / measurement of performance
This Project Brief seeks consultant support to conduct a Program Review of the FS Division, Business
Excellence. The focus of the review is to consider services in light of the organisation’s current and
future needs to support the external delivery arms of Council deliver for the community, and the
efficiency of our services.
The purpose of the Financial Services Program Review is to review the level and methods in which
financial services are delivered to the Organisation and to ensure that system capabilities are
maximised.
The review should identify areas which provide improved business support to the organisation
including:
e reporting, advice provision
* capacity to respond to changing organisational activities and priorities
+ planning and scheduling of activities
e resource levels and capabilities
e technology deployment to better support current and future business practices
CORPORATE CONTEXT
Councils City Plan 2030 outlines the Vision, Values and Key Directions to achieve Councils goals.
Financial Services primary role is to support and enable the external service delivery of Council. A key
aspect of this is the provision of information to aid the decision making of Council directly, and
supporting other parts of the organisation in financial analysis for their decision making purposes and
reporting to Council. Being an internal service division FS primary focus is Key Direction 4 — Enabling
Excellence, and its objectives being:
1. Strengthen partnerships that enable us to better address our community’s priorities
2. Develop strong capability and commitment to continually improve Council’s performance
3. Have robust processes that support consistent service delivery and informed decision making
4. Embed long term thinking, planning and innovation across the organisation
Page 1
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The City Plan has direct linkages to our Long Term Financial Plan, with objectives and strategies within
the City Plan requiring resources to enable delivery. Ta maintain our financial sustainability indictors
within the endorsed operating ranges and deliver on the commitments of the City Plan is a key
deliverable supported directly by the Financial Services Team.

LEGISLATIVE REQUIREMENTS
The Local Government Act 1999 (5A) governs many aspects of the Financial Services Function with the
more relevant elements detailed below:
e 5122 Long term Financial Plan requirements
S$123 Annual Business plans and Budgets
5124 Accounting Records
$125 Internal Controls
$127 Annual Financial Statements
Division 4 Financial Audit
Chapter 10 — Rates and Charges

Further requirements are detailed in the Local Government (Financial Management) Regulations 2011,
including Quarterly Budget Reviews and the application of Australian Accounting Standards. There are
also requirements under indirect tax legislation including A New Tax System (Goods and Services Tax)
Act 1999 and Fringe Benefits Tax Assessment Act 1986.

The current Internal Cantrols Framework, external auditing requirements, and the level of oversight by
Council of a number of outputs including Financial Statements, Quarterly Budget Reviews, Treasury
Management, and Councils extensive involvement in the Long Term Financial Plan and Budget processes
results in much of the delivery of Financial Services function having a significant level of oversight
aligned with legislative requirements.

The Financial Services Division has been structured to meet the various legislative requirements and to
support the organisation as an internal service division.

FINANCIAL SERVICES DIVISION STRUCTURE

Item PRSCL1 - Attachment 1 - Program Review Financial Services Background Paper

Manager Financial
Services

Kate George

Asset & Project

Accounting and Accounting Services Rates
Accounts Payable
A FTEs 8 FTEs 4 FTEs
Page 2
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KEY SERVICES

Asset & Project
Accounting & AP

Accounting Services

Rates

*Accounting for $1.8bn
Infrastructure Assets
sFinancial advice and
support for the Salisbury
Water Business
*Processing and payment
of 30,000+ Invoices and
reconciliation of >100
Purchase Cards.
*Finance System Support,
Development &
Administration

*Business Partnering
*Budget and Annual Plan
eQuarterly Budget
Reviews

sFinancial Statements &
Statutory Reporting
*Long Term Financial Plan
sFacilitated Business
Planning Processes
eGrant acquittals

*Tax Compliance
¢Treasury Management

*Rate Generation for
59,000+ rateable
properties

*Maintaining property
data for rates and
electoral purposes

*Rate collection processes

*Raising and collection of
other debtors

IMPROVEMENT PROJECTS IN PROGRESS

There are a number of projects identified within the FS business plan that are at various stages of

implementation, with the more significant detailed below.

Asset & Project
Accounting & AP

» Accounts Payable
Invoice Scanning
project

* Asset
Componentisation
and Contributing to
Asset Management
Improvement
Project

Accounting Services

» New Initiative Bid
process redesign
and software
implementation

* Business planning
software
replacement

Rates

* Valuation review
where Development
Applications have
been lodged

* Implemetation of
direct debit for rates

* Online Rate Account
balance enquiries

* Online Payment
Arragements for
Rates

Page 3
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FINANCIAL SERVICES DIVISIONAL BUDGET
Budget 2015/16 Budget 2016/17
Asset & Project Accounting & Accounts Payable
Wages & Salaries (4 FTE's) 375,400 383,600
Contractual Services 1,000 1,000
Materials 2,000 2,000
Other Expenses 3,000 3,000
Internal Expenses 5,300 5,300
386,700 394,900
Accounting Services
Wages & Salaries (9 FTE's) 909,000 941,000
Contractual Services 157,000 146,000 (1)
Materials 6,200 7,100
Depreciation 39,500 32,200
Other Expenses 271,750 300,150 (2)
Internal Expenses 9,500 12,277
1,392,950 1,438,727
Rates
Wages & Salaries (4 FTE's) 358,500 373,700
Contractual Services 280,000 275,000 (3)
Materials 38,500 38,500 (4)
Other Expenses 117,000 163,000 (5)
Internal Expenses 4,900 4,900
Statutory Charges (127,300) (127,300) (6)
Other Revenue (15,800) (16,000) (7)
655,800 711,800
TOTAL $2,435,450 $2,545,427
(1) Includes Australia Post Receipting $100k, End of Financial Year Asset Revaluation
Unit Rates and System Modifications 546k
(2) Includes corporate receipting costs Bpay $106k, Banks Fees & Merchant Fees $71k,
Emergency Services Levy 554k, Audit Fees $55k
(3) State Valuation Roll & supplementary reports
{4) Printing Costs - rate notices
(5) Includes Postage Costs for rates notices $151k
(6) Certificate 7 fees
{7) NRM Levy administration fee
Page 4
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CORPORATE BUDGETS
The Financial Services Divisional Budget details the costs of the Financial Services Team. Additionally
there are corporate budget that the Financial Services Team are responsible for including:

Budget 2015/16 Budget 2016/17
Rates Revenue 85,730,000 89,339,538
Interest Income 723,050 155,500
Depreciation Expense 24,516,970 25,454,846
Interest Expense 2,191,200 1,880,978

These budgets are relevant when considering the responsibilities and activity levels of the team.

EMERGING TRENDS
Service Expectations
In recent times there has been growth in some aspects of business partnering, and the service level
expectation of our internal customers requires definition, including:
e Support for strategic projects and contract negotiations,
s Taxation advice,
Assistance in Program Reviews
Changes in business process and related systems from across the organisation

External Environment
Further there are changes in the external environment which also impact on FS business service delivery
such as:

e Infrastructure Levy

* Northern Economy and capacity of our ratepayers

+ Rate Capping and rate structures

e |egislative and Australian Accounting Standards changes

Undertaking an environmental scan to identify trends within the organisation and within the industry
will assist in informing future service delivery requirements, resourcing impacts, system impacts and
training needs.

EXTERNAL AUDIT FINDINGS
Over the past four years there have been no significant external audit findings identified by City of

Salisbury’s external auditors, Deloitte, with the provision of unqualified audit reports for both financial
statements and financial internal controls (first audited year ended 30 June 2014).

CONCLUSION

The Background Paper is intended to provide a high level summary of the Financial Services Division to
provide context to the program review to be undertaken. It provides details of the environment in
which Financial Services operates, and the services that the Division provides to support the
organisation in delivering for the community. The Division has been structured and resourced to
perform traditional financial services including management accounting, financial accounting, together
with the rates function. Over recent years there has been growth in requests from internal customers
for commercial support and whether this trend is ongoing, and the resulting resource impacts are key
questions to be considered as part of this program review.

Page 5
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TO:
FROM

DATE:

SUBJECT:

A

Ciiy OF

Salisbury

Manager Financial Services, Kate George
Manager Governance, Tami Norman
5 January 2017

Financial Services Program Review - assessment of compliance with
legislative obligations

I have completed a review of information demonstrating compliance with legislative
abligations and provide the following information based on that review.

Forty two (42) separate obligations were identified within the information submitted.
Following an initial review, 37 were assessed as Fully Compliant, 1 was assessed
as Non Compliant, with further information requested for the remaining 4.
Following consideration of the additional information provided, the 4 obligations were
assessed as , with the following recommendations made in
relation to each obligation:

143—Writing off bad debts

2)

A council must not write off a debt under subsection (1) unless the chief

executive officer has certified -

(a)  that reasonable attempts have been made to recover the debt; or

(b)  that the costs of recovery are likely to equal or exceed the amount to
be recovered

Assessment: There was no evidence provided to confirm that the above

certification is made at the time a debt is written off.
Information provided confirmed that appropriate delegations
to the General Manager Business Excellence are in place for
the writing off of bad debts, with amount above which
delegations will not apply documented as required by section
143(3).

Recommendation: Documentation relating to the writing off of bad debts should

include the certification statements as part of the execution
text to confirm that the requirements of section 143(2) have
been met in making the decision to write off the debt.

172—Chief executive officer to keep assessment record

@

An occupier of land may, with the consent of the owner, apply to the chief
executive officer of a council, in @ manner and form approved by the chief
executive officer, to have the occupier’s name entered in the assessment
record as the principal ratepayer in respect of the land.

City of Salisbury
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Assessment: There was no evidence provided to confirm that the CEO has
determined the manner and form for an application to be
made in accordance with this section. Information provided
confirmed that appropriate processes are in place to receive
and action such a request, however, the requirement that the
CEO determine the manner and form of application does not
appear to have been met.

Recommendation: Steps be taken to seek a determination from the CEQ as to the
manner and form an application under section 172(2) should
take. A record of the determination be entered into the
corporate record keeping system. This information should be
incorporated with other procedures relating to the
maintenance of the Assessment Record.

172—Chief executive officer to keep assessment record

(3)  If an application s duly made under subsection (2), the chief executive officer
must enter the occupier’s name in the assessment record as the principal
ratepayer.

Assessment: There was no evidence provided to confirm that relevant
delegations are in place to enable Rates staff to update the
Assessment Record following receipt of a valid request to enter
an occupier's name in the assessment record as the principal
ratepayer (in accordance with section 172(2)).

Recommendation: Sub delegations be sought from the CEO to authorise Rates
staff to update the Assessment Record in accordance with the
requirements of section 172(3).

173—Alterations to assessment record

(2) An application under subsection (1) must be made in a manner and form
approved by the chief executive officer

Assessment: There was no evidence provided to confirm that the manner
and form of an application for an alteration of the assessment
record has been approved by the CEO.

Recommendation: The manner and form of a request for an alteration to the
assessment record be presented to the CEO for approval. A
record of the approval be entered into the corporate record
keeping system. This information should be incorporated with
other procedures relating to the maintenance of the
Assessment Record.

¢ The following recommendation is made in relation to the Non Compliant obligation:
173—Alterations to assessment record

(5) The procedure before the council on a review under this section will be as
determined by the council and the council may, in its discretion, decide

20of3
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whether to permit the person who requested the review to appear personally
or by representative before it,

Assessment:

Recommendation:

Section 173(3) provides the capacity for a person to seek a
review of a matter if they are dissatisfied with the outcome of
an application to alter the assessment record.

There was no evidence provided that the process to review
such a matter has been determined by Council.

This review process is separate to the section 270 review
process available and should be documented and determined
by Council.

A report be presented to Council seeking endorsement of the
process to apply in circumstances where a person has
requested a review of an application to alter the assessment
record. Once endorsed, the information be incorporated with
other procedures relating to the maintenance of the
Assessment Record.

e My overall assessment is that Financial Services currently has a very high level of
compliance with legislative obligations, and the evidence provided in support of the
assessment was of an excellent standard.

= The areas of deficiency highlighted for the partially compliant obligations above are
minor in nature, and minimal work is required to achieve full compliance.

« In relation to the non-compliant obligation, it may be appropriate to evaluate the
frequency of requests to alter the assessment record to determine what priority
should be assigned to the endorsement of an appropriate review process by Council.

Please let me know if you require any further information in relation to this review process.

To S

Tami Norman
Manager Governance

3of3
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PRSC1 BDO Financial Services Division Benchmarking Study

EXECUTIVE SUMMARY

1.1 Scope and Objectives

The City of Salisbury commissioned BDO to undertake a ‘benchmarking study’ of the Financial Services
Division (FSD) as part of its ongoing program of service reviews across council. The scope of the project
was to review the structure, systems, staffing and processes undertaken within FSD as well as compare
these same elements with comparable councils as well as similar provide sector organisations. The
overall aim was to assess FSD as well as identify areas for possible improvement.

1.2 Project Approach
To complete this project a range of tasks were undertaken including:

e Meeting with the Project Sponsor to gain an overview of processes performed by the Financial
Services Division (FSD)

e Identifying and meeting with key people responsible for FSD processes within scope

e Identifying and recording key FSD process performance metrics (if available) for comparison with
benchmarking partners

e Meeting with the Project Sponsor to discuss and agree appropriate benchmarking partners (selected
from local government and comparable private sector organisations)

e Surveying and interviewing agreed benchmarking partners to obtain comparable process
performance information and metrics (where possible)

e Consolidating results and performing comparison of FSD process performance to benchmarking
partners, including identifying areas for improvement

e Seeking clarification regarding ‘points of difference’ across comparison group partners
e Performing high-level research to ascertain trends in the ‘future focussed’ Finance functions

e Meeting with the Project Sponsor to discuss the results of comparisons performed and areas for
improvement identified.

1.3 Summary of Observations

Work performed to complete this project indicated that the Financial Services Division provides
financial and business support services in an appropriate and efficient manner to ‘council’ that are
largely consistent with other organisations in the comparison group. This group consisted of 3 other
South Australian local councils and 1 private sector organisation. While some useful observations could
be drawn from comparison with the private sector, due to inherent differences between the sectors,
detailed and confident comparisons were unable to be made, particularly, those related to costs.

The primary areas of difference and improvement highlighted across the comparison group related to
the:

e Key Performance Indicators (KPIs) used to measure the performance of support provided by the FSD
(Performance)

e Number of resources used to support operational and strategic financial processes (Process and
People).

Page 32 City of Salisbury
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The table on the following page summarises the areas considered across the comparison group and key
areas of potential improvement for the City of Salisbury. Greater detail is provided in subsequent
pages.
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Area Assessment Observation
Structure Sound Practice Organisations in the comparison group have similar structures, with the Finance Manager reporting to an Executive General Manager (or
Chief Financial Officer). Several Team Leaders report to the Finance Manager with between 2 - 3 staff in each team. The key point of
difference in structures is the allocation of resources to key business areas. Three of the 5 organisations in the comparison group have
taken the approach to ‘outpost’ finance staff to internal customer departments.
Process Potential Organisations in the comparison group perform similar operational and strategically focussed financial processes to support council
Improvement operations. Trends suggest FSD staff could, over time, place greater emphasis on strategic rather than operational processing activities
(with the latter possibly enabled by technology solutions). The FSD undertakes 3 unique processes; facilitating operational business
planning, supporting Salisbury Water and its property development initiatives.
People Potential On average, organisations in the comparison group have approximately 15 FTEs in the Finance team (including the Finance Manager).
Improvement This average reduces to 14 FTEs when comparing to the councils in the group. This puts the FSD slightly above both averages with 17
FTEs in the team which may be attributable to the three unique processes undertaken (refer above). In all cases management staff and,
in most cases, team leaders within the Finance function have discipline related post-graduate qualifications.
Performance Potential Key Performance Indicators (KPIs) monitored across organisations in the comparison group tended to be ‘operationally’ focussed (for
Improvement example, number of invoices processed, level of outstanding debts, reporting deadlines met). While the FSD has completed an internal
customer feedback process, ‘service quality’ or ‘internal client satisfaction’ are not formally measured on an ongoing basis.
Technology Sound Practice Councils in the comparison group use one of two key financial systems (Technology One or Authority) to support business processes in
addition to several other interfacing systems (manual and automated). Two of the three councils in the comparison group appear to
have invested in a greater level of automation of their financial processes. This appears to have resulted in a greater capacity to
support more internal customers than the FSD and to add greater value.
Financial' Sound Practice Like most organisations in both the public and private sector, salary costs are the largest operating expense. The average salary per

Finance team FTE was relatively consistent across councils, with the FSD approximately $2,000 lower than the average. Other key costs
across local councils (for example, printing, postage, valuations and statutory charges) were also consistent.

! Comparable information was not available on the private sector organisation in the group.
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DETAILED OBSERVATIONS AND RECOMMENDATIONS

Current

Comparison

Future

The FSD reports through the Finance Manager to the
Executive General Manager. The division comprises
essentially 4 teams:

e Asset, Project Accounting & Accounts Payable
e Accounting Services (which consists of 2 teams)
e Rates.

Each team provides a number of different services
to the council and consists of between 4 to 8 team
members.

The majority of team members work on a
permanent full-time basis (rather than a permanent
part-time, contract or casual basis).

While the Salisbury FSD is primarily a centralised
finance function, resources ‘partner’ with key areas
across the business to develop a better
understanding of the council’s operations and build
stronger, more outcome focussed relationships.

In broad terms, the FSD’s structure is consistent
with other organisations in the comparison group. It
demonstrates sound business practice and is moving
towards better practice by aligning finance function
resources with key business areas using a
‘partnering’ approach.

Organisations in the comparison group have similar
structures with the Finance Manager reporting to
an Executive General Manager or Chief Financial
Officer (CFO) in the private sector environment.

Team Leaders report to the Finance Manager with
a varying number of members in each team. The
key point of difference in structures is the
‘allocation’ (in some instances physical) of
resources to key business areas. Three of the 4
organisations in the comparison group have taken
this approach to service provision.

Organisations in the comparison group generally
employ staff on a permanent full-time or part-
time basis. There is a trend in the private sector
to employ staff on an individual contract and/or
casual basis to allow for greater flexibility in
workforce planning, particularly at ‘busier’ times
of the year.

Taking into consideration existing constraints in
the local government environment, the FSD (and
the organisation more broadly) may benefit from
investigating the use of alternative employment
options (including the use of individual contracts
or casual employment) to allow greater
flexibility in workforce planning. This may be
particularly useful at certain times of the year,
for example, rates declaration/ generation and
annual planning/budgeting. The cadet position
currently provides some of this flexibility in busy
periods

City of Salisbury
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Current

Comparison

Process ‘

Future

The City of Salisbury’s FSD supports approximately 30
key financial and business processes across the
organisation including (but not limited to):

e Business Partnering

e Infrastructure Asset Accounting

e Project Accounting

e Annual Budgeting and Business Planning

e Long Term Financial Planning

e Financial Statement and Statutory Reporting

e Purchasing Card Management

e Accounts Payable

e Rate Modelling

e Maintenance of Property Data

e Rates Generation and Collection.

In addition to these processes, the FSD undertake unique
roles facilitating operational business planning,

supporting Salisbury Water and the City of Salisbury’s
property development initiatives.

Processes undertaken by the FSD are consistent with
other organisations in the comparison group. A potential
area for improvement was, however, identified, in
comparison to better business practice where there is a
distinct shift away from operational “processes (through
automation) into more strategic® value adding services.

Like most finance functions in both the public
and private sectors, the Salisbury FSD has
started to shift its focus from operational
processes which support the organisation into
strategic processes which deliver greater
value to the organisation. This move has been
enabled by technology which helps to
automate transactional processes and use
resources more efficiently and effectively.

Process identification and classification
performed as part of this project indicated
that the FSD appear to be undertaking a
relatively large proportion of operational
processes (48% of FTE resources) compared to
strategic processes (approximately 52% of FTE
resources). This proportion is consistent with
other local councils but is a point of
difference with the private sector.

The FSD may wish to consider the current
‘balance’ between operational and strategic
processes undertaken by resources within the
team to ensure higher-level resources are being
directed towards strategic, value adding
processes.

Emerging trends in the profession suggest that
greater focus could be placed on strategic rather
than operational processes which can be
streamlined through automation.

This exploration is best done in consultation with
internal customers and their requirements taking
into consideration the enabling technology
available.

2 Operational — Repeatable or transactional tasks that support required council processes.
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People

Current

Comparison

Future

The FSD is supported by 17 full-time equivalent
(FTE) resources, including the Finance Manager and
a Cadet position. Some members of the FSD have
worked with the City of Salisbury for more than 10
years providing deep knowledge across the
organisation and local government environment.

Where required, particularly at the Finance Manager
and Team Leader level, team members have
relevant post-graduate finance and/or accounting
qualifications.

For more than 20 years, the City of Salisbury has
employed a ‘Cadet™® from the local area (or its
surrounds). This role demonstrates council’s
commitment to providing employment opportunities
in the community and the ongoing development of
staff. The number and level of human resources
dedicated to the FSD are, for the most part,
consistent with other organisations in the
comparison group. Potential areas for improvement
were, however, identified in relation to reducing
staffing levels either through automation or
alternative working arrangements and using subject
matter experts when required.

In comparison to other local councils in the group,
the City of Salisbury appears to have a slightly
larger number of human resources allocated to key
financial processes (approximately 17 FTEs) as
opposed to an average of 15 FTEs across the
comparison group. This average decreases to 14
FTEs when comparing only to local councils.

The reasons for this slight difference in resource
levels appear to be attributable to the:

e Business initiatives in which the City of
Salisbury is involved (for example, property
development) and the

e Customer ‘centric’ approach to service
provision taken by the FSD

e Degree of automation in key processes
(particularly, accounts payable, payroll and
credit card management).

e Commitment to the cadet role.

Trends across the private sector (particularly,
infrastructure focussed businesses) and some of
the councils in the comparison group, would
indicate that greater value could be delivered
utilising subject matter experts when resourcing
the Finance function.

While FSD FTE numbers are comparable with
other local councils in the comparison group,
there is an opportunity to re-evaluate staffing
levels required in the FSD. This may include
considering a number of factors including the
number, type and level of automation of key
financial processes supporting council business
operations.

Consideration could also be given to the use of a
subject matter expert in the Finance team in
more complex areas of the business or when
undertaking new initiatives. For example,
employing staff (on a contract or part-time basis)
within the FSD with an engineering background
may drive a better understanding of the
infrastructure asset management lifecycle.

3 Strategic — Unique or complex activities that contribute to the achievement of council high-level objectives and plans.

* It originally started recruiting trainees.

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017

Page 37

Item PRSCL1 - Attachment 3 - BDO Financial Services Division

Renchmarkina Studv



Item PRSCL1 - Attachment 3 - BDO Financial Services Division

Benchmarkina Studv

PRSC1

BDO Financial Services Division Benchmarking Study

Performance

Current

Comparison

Future

The Salisbury FSD take a customer-centric approach
to services provided to its internal and external
customers by promoting a ‘business partnering’
approach and taking a lead role in ensuring the
quality and timeliness of financial information
included in reporting presented both to the Council,
across the organisation and to external
stakeholders. This is an area of better practice
noted at the City of Salisbury and may be a factor
contributing to the slightly higher number of FTEs in
comparison to other councils.

We note that the FSD has recently received results
from the Survey of Internal Customer Service
Evaluation 2017 and, while statutory reporting
deadlines and project milestones are monitored to
ensure they are met, no formal key performance
indicators (KPIs) appear to have been established or
are monitored and reported on a regular basis.

In broad terms, the FSD’s performance is consistent
with other organisations in the comparison group. A
potential area for improvement was, however,
identified in relation to the implementation of clear
and agreed KPlIs.

Most local councils in the comparison group, measure
‘operational’ Key Performance Indicators (KPls).
These indicators include:

e Overdue Actions

e (Creditor Payment Terms Met
e Level of Sundry Debtors

e Level of Rates Outstanding

e Reporting Deadlines Met

e Status of Projects.

Two of the organisations in the group indicated that
they do undertake internal customer service surveys
to obtain feedback on the performance of the
Finance team. Despite this effort customer feedback
was not a KPI.

Trends in the provision of services indicate a shift
from operationally focussed performance
measurement to more strategic and customer
focussed performance indicators or at least a blend of
both.

Based on consultation with internal customers,
the FSD may want to build on existing indicators
to identify an appropriate suite of KPIs to
monitor the Finance team’s performance,
including both operational (internal) and
strategic (external) focussed indicators, for
example:

e Decision Support Needs Met
e Number of Business Initiatives Supported

e Number of Adhoc Customer Requests
Received

e Time Taken to Respond to Customer
Requests

e Customer/Partner Satisfaction Survey
Results.

e Elected Member Satisfaction with Finance
Reporting.
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Technology

Current

Comparison

Future

The City of Salisbury use Technology One as the key
system to support its financial processes. This
system interfaces (electronically and manually) with
a number of external systems which provide
necessary data (e.g., property details) and services
(e.g., banking).

Other systems used across the council to support
financial processes include:

e Covalent
e Pathways
e Confirm

e Empower.

Like most organisations in both the public and
private sector, local spreadsheets are used to
support technology solutions in place, often to
produce regular reporting in the required format.

FSD’s use of technology is consistent with other
organisations in the comparison group. It
demonstrates sound business practice by continually
striving to improve the efficiency of processes
through automation and is currently considering
new systems to support key business processes.

Most local councils in South Australia use one of two
key technology systems (Authority or Technology
One) to support their key financial processes in
addition to several other (sometimes as many as
five) interfacing (automated and manual) systems.

The extent to which the available functionality
within systems also varies across councils in the
comparison group. One area of difference is in
relation to accounts payable. One council in the
comparison group has a de-centralised relatively
automated purchase order entry, approval and
payment process. This may be a way to reduce the
number of resources allocated to this simple,
transaction based process which can be easily
automated.

Larger organisations in the private sector tend to
invest in enterprise wide systems (for example, SAP)
to improve business process efficiency through a
greater level of automation.

The FSD should continue to progress initiatives to
improve the accounts payable process through
automation and/or place focus on the end-to-end
‘procure to pay’ process by combining
procurement and accounts payable functions in
one area.

In the longer term, the City of Salisbury may wish
to consider the implementation of an enterprise
wide technology solution to support more efficient
end-to-end business processes across the
organisation.
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Benchmarkina Studv

PRSC1

BDO Financial Services Division Benchmarking Study

Financial

Current

Comparison

Future

Detailed financial comparisons were not able to be
performed across all participants in the group.

Where possible, high-level comparisons have been
performed.

As expected, the largest cost of the FSD are salaries
and wages.

The FSD’s financial costs are consistent with other
organisations in the comparison group.

City of Salisbury’s FSD salary cost per FTE appeared
to be lower than average across local councils (by
approximately $2,000 per FTE).

Other key costs supporting financial processes
(including for example, receipting/banking,
valuations, printing, postage and statutory charges)
are consistent with other local councils.

No specific areas for future improvement were
identified.
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APPENDIX 1 -STAKEHOLDERS CONSULTED

People consulted from the City of Salisbury during the project are outlined in the table below.

Charles Mansueto

General Manager Business Excellence

Kate George

Manager Financial Services

Tim Aplin

Team Leader - Accounting Services

Matthew Coldwell

Team Leader - Assets, Project Accounting & Accounts Payable

Leigh Daddow

Team Leader - Accounting Services

Kathryn Goldy

Team Leader - Rates & Revenue
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SUMMARY OF FINDINGS

Page 48
Program Review Sub Committee Agenda - 10 July 2017

City of Salisbury



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

mftm“.h_._r.uf_

"speyo aAelsn|il Aq paluedwioode wioj
MaInIBA0 Ue Ul sBuipuy sy sy jo Aiewns e sepiroid uojoas Buimoljo) oy |

Jusiwaoidu o) payew ag o) alem 0S4
au Aq pspiroid s801UBS JUBLING U} Jo AUe 1 pasiuUolid ag pinoys sassasoid
solel pue sssooid Buiuueld ssauisng jo uopeyoe} sy ‘juswdojarsp
pue poddns swejsAg [epueuly Jey) 1sebbns yoiessas syl jo synsal oy

"siawoisno yym Ajiny a1ow paojdxa aq sejol ul Ajuepo Jo ¥oe| panieatad
Aue pue spaau ssauisng ayioads Jo uonediojue pue Buipuelsiepun Jo oe|
e Jo uondaalad 8y} ‘spaau ssauisng oyads 9say) Jey) PapUBLILIOda) S| )|

Jsenbal Jiay} Jo uonouny pue wioy sy o) spebs.
ul reyap 3| papirosd 1sow JaAemoH “(SIsAjeue ssauisng ‘Io sisAjeue puai;
‘Bunijepow se yons) uoising saoIuBS [eIOUBULY BY) Aq papinoid aq pinoo
Jey) spaau ssauisng oysds sAey Asyy pajedlpul pakanns asoy) JO JleH

. 'Ssaa04d e o} Aupqixayu
S @iy} sownowos tonemoy ‘seh sesed jsow uf, ‘suojdedxe awos
ale alay) ey} Inq spasu sy} ajedionue pue puejsispun UOISIAIP 8} $9SeD
Jsow u Jey) Bulureidxe ‘ssuodsas punoib s|ppiw & aaeb Jopenb e punose
1BASMOH "Spasu ssauisng dljioads ,SUOISIAIP J1ay) djedipue pue puejsispun
[ouuosiad saojues [ejoueuly Jey) Jje) Siasn soimas Aay Aau) Jo Jey Jaag

. dojanap sdiysuoijejes pue uoyoriajul se dojeasp o) sieadde )i punoj aney
‘uopanpui Je paosdwr aq pinoa siyJ, “sesue AJUe|D JO 3Oe| Ay} alaym o} Se
JyBisut apinoid jou pip AjLie|o Jo Yoe| € aq 0} 818U} PBISPISUCD OYM SIENPIAIPUI
M3} 3| "UOISIA] SeolMeS [eloUBUI{ BY} JO Jey) pue ‘sjol liBy} usamiag
Ksepo s1 aioyy o) Asyy pajeoipur pakenins yeys Aay ay) o Ajuofew jsen ay|

uolyenjeA a2IAJaS 18Wo0ISND [eudsiu] UOISIAIQ SB2IAISS [eldURUIH Yd4easay UOSLLIBH - ¥ JUSWYILNY - TOSHd Wal|

$955930.d 21J109ds SnoueA 0} sjuswancidw| w
yoddnsysoinpe sseuisng [euolippe Jo parcidul] w
$355900.d pue 82IAPE [BIOUBUY ‘SWRISAS
puejsiapun Jogaq 0} yejs Aoy o) uoneonpajBuiuiel} Jo UOISIAOIY =
$9559904d 10} SUOSEA IO
sauljawy) BuneslunwiLiod ‘snaoy Jsiij jawiojsno e o) spaebal ul Ajeadse
* Juswobebus 10 UONESIUNWWIOD ‘BOIAISS JBLIOISNI 0} SjusLaAoIdw| =
JUS|BAGY) pUB | 8oUBUI
0} sjuawano.dwi pue sadepsiul Alpuapy Jasn aiow Bunesso pue [eybip
Ile o} anow ayy Bupjew spiefias ur Ajevedse ‘sjuswanoidwi swejsAS «
'seale 821s oAy Buimojop sy Buipsebel
Autew s1am [19Un0Y Jo SUORIAIP 1Yy By} Hoddns pue spsau ssauisng
}93W Jayaq 0} 8piroid pinod (S4 AY) SOJIAISS [RUORIPPE JO UOISN|oUI
U} pue saoUBS JUBLND JO JuaaAcidwl sy o) sprebal ul yoeqpas

(s)uonoe/sassanosd Jo Aueo ay]  w

uoneAouUl pue Juswanoidwi [enupuo)

:dS4 2y} UIyim swies) a1y [l ssoide Seale Buimo||o) ayy ul paynuapl

sem uofoejshes Jamo| Ajqejou Janemoy ‘qs4 ey Aq papinosd se Aienijep
QIS JO spoadse Jsow Ym palyshes aiem spuspuodsal Jo Auolew ay)

"SIBWI0ISND [BUIBJUI WES) S3Jey O} 1SaMO)
pUE ‘sIBWOlSNO [BLISIUI Wes| SRS Bununoooy sy Buowe jssybiy
sem uojjoejsies ‘(Aisnifep 801M8s Jo sjoadse pue uoisiAold QaIAISS JIaY)
4O SWLB) ) Swea) aa1y) 8y} Jo yoea spiemo) uonoeysies ybiy o) ajelspow
pafejdsip siswoisno [ewssjul ybnoyyy ‘as4 8yl Aq papinoid saoinss
Jaluojsno [eulajul 8y} ynm uonoeysies Jo [9a3] ybiy e si alay) (10

jaug uj - suipui4 jo Arewwing

Page 49

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

Y uesLuBy

(sasuodsas a|diynw -|pul) syuapuodsal Jo 9

%00T %08 %09  %0% %0¢ %0

L ! L i L

%vE anoqe ay3 O auopN »
&
%6T "l sassadold saley m
%St l elep Auadoud jo Juawaeuepy mm_
%05 (— S1GoP 1230 ursiey B
%S W _ 3A0QE 3y} 4O JUON
%81 _ juawadeuew Ainseal] =
%6¢C h s|eyynboe yueug 1oy poddns jepueury m
%C7 MENNSNNNNNNN Ue|d [elueuld wid) Suo] m.
%05 I $5320.d Buluueld ssauisng Jo uoney|ey om,
%19 I_ 3DIApE $5aUISNg |eldueul4 m__
%9/ IS SMAINY 193png Aelieny m
%6L. J_!.w:_._m:tmn_ SSaUISNg 5921A135 SulUNOIIY E
%78 -, Ue|d |enuuy pue 133png
%8 ﬁ aA0qe 2y} 0 auoN z o
%SS o _, Suniunodoe 1assy m m
%99 D wswdoganep pue poddns swialsAs |epueuly m _M M
%89 : 3d1Ape [eldueUly 3 m. rm.
%G, r a|qeAed syunodoy > -

(gg=u ‘o|dwes |ej03 :aseg)
siuapuodsay Suowe asn 21A19S QS4

'89888204d

sajel pue sjepinboe Juesh Joj Joddns |eroueuly
Juswobeuew Ainseal) a1am sa0IAIas [BUIBIUI
S,(0S4 @y} Jo siash Aay Buowe seolnes
passeooe Ajuowwod Jses| ay ‘pajoadxa sy

"SMAINDY Jobpng

Aapenp pue sjgedeq sjunosoy ‘Bunsuped
§sauIsNq $a91uag Bununosoy ‘ueld

[enuuy pue }abpng ay} ‘sao1nas (g4 8109
8y} a1am sjuapuodsal Aenuns Aq passanoe
Ajuowiwod Jsow QS au) UIylM S0IAJ8S B |

‘wea)
s9jey sy} Aq papiaoid sealnes auyj Jo suo
1SES)| I Y)Im JorISUI JO aSh %99 pue SIMSS
Wwes) se01Mag Buiuncooy suo Jses| je yim
JOBIS)UI 10 BSN 9,6 ‘(I9UNOT) LILIM B]0J JIdY)
J0 8s1n02 8y) BuLnp wea| 4y pue buiunoaay
1o8loid ‘sjassy ay) Aq papiacid seainies sy Jo
8UO JSES| JB UlIm JIBIBM] JO 3SN %76 pakanins
Siaquiay pajoald pue yejs ey ge=u syl JO

MB3INIDAQ - sSulpul jJo Alewwing

uoneNneA 8dIAI9S J3W0ISND [BUI3IU] UOISIAIQ S3JIAISS [eIoURUIH Y24easay UOSIIIRH - ¥ JUBWYIeNY - TOSHd Wal|

City of Salisbury

Page 50

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

uonen|eA adIAI9S J3W0ISND [euUI31U] UOISIAIQ S32IAISS [eloURUIH Y24Leasay UOSIIIeH - ¥ JUBWYIeNY - TOSHd Wal|

(2]eas g-T) 24025 uealy

S 14 € [4 T
| I— | - A - A 1. -
m.m € | (6T=u) s3q3p s3y10 Bursiey ®
e el e
. (TT=U) sassad0ud saley @
[ 4 1 m-ﬂ._
(£1=u) e1ep Anadosd o wawadeuep 3
(6T=u) ssa20.d Bujuueld ssauisng jo uonenoe,
(TT=u) sjexunbae yueig so) woddns |epueury
>
[n]
(£Z=u) adape ssauisnq |e1dueuly m
3
(£=u) yuswadeuew Ainseas) E3
"d
-]
(6g=u) smalnay 128png Ajuanieny 2
(=]
1]
w
(0g=u) Bunaulsed ssauisng saa1nes Sununoday o
W
= 3
(T€=u) ueld |enuuy pue 3a8png
(9T=u) ue|d |epueuly wia] Suo
(Tz=u) Buunoe 1assy =
8z
(Sz=u) uawdojarap pue poddns swajsAs [eoueul m m
g s
. . -
ehd 0 (0g=u) 9jqehed syunoday 3 M 3
v ae
mwwv == - | (9z=u) a3mpe [eroueuly 3

Jeq yJep :uolndejsizes
Jeq Wy :ouepoduy)

(921A435 Yum 12e43)U] 10 3SN :3seg)
uondejsnes sa Iduepoduw] :Sa2IAIAS ||V

Juswdojenap
pue Hoddns SWa)sAS |eloueul{
sigep Jayjo Buisiey
$9559004d solEY .

ssaooud
Buiuueld ssauisng ay) Jo uoneyjioe] «
:$991nias Buimo)|o) 8y Jo siasn
10} JamO| Sem 3109S UOlOEB)SHES dbRIane ay)
‘IoAaMOH “apinoid (0S4 ay) S80In8s JaWo)sno
[BUIBIUI BY) JO JSOW SSOI0E UBAS A|BAlEaI
sem uojsiroid 8oInes UM uoioelsies

Q0IAPE [BIOUBUL{ «
pue ‘smalnay 1abpng Aapeny .
Buyasuped ssauisng saolnles Buunodsy o
ejep Auadoud Jo Juswabeuey

Ue|d [enuuy pue }abpng ay]

Ue|d [eroueulq uug) Buojay]

:a1em pakanins

siasn Ay ay) 0} a|qenjen Jo Juepodwi

1SOW 8y} 89 0) parapISU0d SBVIAISS 0S4

‘uoisinoud ao1es

au) yum atem Aay) palsnes moy pue [1aunoy)
1e 8j04 Aep 0} Aep J1ay) uj d.1e ssa0e Aay)
S80IA18S 3y} (3|gEN[EA 10) Juepodwi Moy a)el
0] paYSe alam 92|AS YIea SS890e OUYM 8S0Y |

MBIINIDAQ - sSulpuld Jo Alewwung

Page 51

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

0L YoumIses uesLumy

'8j0YM B SE |10uno) JO S$809NS U} 0} pue siasn Aay Buowe souepodw
Swaunxe ay) uanib ‘[eas) ybiy e Je sulewss ueld [enuuy pue JoBpng sy} pue ue|d [eloueuld Wia|
Buo sy Jo uoisiroid ay) ainsus 0} usye} 8q pinoys a1ea sbulel uoloeysEs ajesapow ayidseq]

‘pasijlioud &g pnoys seojAIas pajejal pue sasse04d sajes pue ssa0.d Buluueld ssauisng
Jo uoneyivey 8y * Juswdojaaap pue poddns swis)sAg [eroueuld jey} jsabbns (abed Buimojjoy sy
pejaidap) sisk[eue siu} Jo sinsal ay) ‘Justuaoidiul 1o} payiew aq o} alem SaOIISS 3saY) JO AUe J|

“llom Buiwiopad aq 0} pasepisuod A|jesaush ale pue ssjol Aep o) Aep Jiay) ul siasn
£y 0} (a1qen|en o) juenodwi passpisuod aie wes) sy} Aq pasensp SBOISS [ ‘@'l ‘JueJipenb
S}om pooB ayy dn dasy, sy uiyym Jje} seoiuies QsS4 (e ‘ebed Buimoj|o} 8y} Uo PeYD BY) Ul UBBS Sy

HOIH ADNVINHOAUAd
I
fidouy q
IIAQ) i MO )
“ i N
| V
XL
| IR
0
| d
HIOA\ POOY) 2l E A
sy dy daay SITETERIT ) | 1
V uom

'S9OIAISS [BUISJUI 2109 SWiea} Yoea 10}
Xujew agueulopad/souepod ue sjessushb o)
pasn alem (sa[eos uoloejsies pue souepodwl
9[e0s G-|. 8Y) U0 52109 ueaw) sbuiyel
uonoeysies pue souepodwi abelaae ay|

‘(yueipenb Jybu Jamo B-a) s1asn

801/3S 0} Juepodw Se palapisucd Jou ale
Yolum seade ul Aianijep 991/Uas Ul JusLL)SaALl
Buionpay uesw Jybiw siy) "suoseas Juasayip
10} [njesn ate syuelpenb aaiy) 18Yj0 ay|

‘Juswanodil 891AI9S 10§ SEDIE |EDIID
810JaIal} a2 PUE JO S8109S LOROR)SIES IOMO)
paAaIyoe Jnq siesn aoinss Ay 0) aouepoduwl

Ybiy jo ase jJuespenb siy} uiyum ey jey)
saoInes “(sysoddo adwexa a9s) Juelpenb
}yo| doj auy) sI xuyeus souewopad/eoueyodw
Ue Ul JsaJajul }sajealb Jo eale ay |

‘Juswiaaoidwl 89IAI8S BAlDDYS

10} uoijeoojje a21nosal pue Abajelys Aaaep
80Inss apinb o) souepodw pue uonoejsies
Sjuapuodsal Jnoge uoneuLIojul SaUIqUIod
XLJEIA SIUJ “XLIeA 8dueuLopad aouepodw|
Al s! Juawanoidwl d2IAISS 10} YoIBasal Ul asn
@M sISA|BUB JO SULIO} |njasN JSOW aU) JO 8UQD

MBIAIDNQ - SSulpul4 JO Alewwng

uoneNneA 8dIAI9S J3W0ISND [BUI3IU] UOISIAIQ S3JIAISS [eIoURUIH Y24easay UOSIIIRH - ¥ JUBWYIeNY - TOSHd Wal|

City of Salisbury

Page 52

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

32

uolyenjeA a2IAJaS 18Wo0ISND [eudsiu] UOISIAIQ SB2IAISS [eldURUIH Yd4easay UOSLLIBH - ¥ JUSWYILNY - TOSHd Wal|

uesLusy

Y3iH

si1gap saylo Buisiey ‘g1
sassasoud sajey "pI
ejep Auadoud jo Juswadeuey gy
juswadeuew Ainseal] ‘T
22IApE SSAUISNQ |elduURULY ‘T @
sienyinboe juein soy 11oddns jepueuly OT @
ssao0.4d Bujuueld ssauisng Jo uonei|idey g «
ue|d |eidueul4 wiz) 3uo] g e
SM3IA9Y 125png AjlauenD '/ o
ue|d |enuuy pue 133png ‘g &
Suuauiied ssaulsng saoia1as SURUNOIIY 'S @
awdojaaap pue uoddns SwaisAS [e1DUBULY p @
s|geded syunodoy '€ @
2DIAPE |BIDUBUIY 'Z @

Sununodse 3assy 'T @

ERY

lewndo

14

poon

(uonoeysnes) asuewiopag

S'E

ST

€

wd

X111 33uewopuad /asuepiodw) :SadinIs ||

S'¢ Z ST

jueliodwg

wepodwj Ajawanixg

MO

ST

ST

sauepodu)

S'E

Sy

ysiH

MDINIDAQ - SBulpuld jo Alewwing

Page 53

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

7 _._.._.,u_.;”_ruw_v,.” uesLLByY

(31e2s 5-1)
palsiies Arap, 21005 UEdN paysiessip Aiap
S 14 € 4 T
L 1 1 1 m
9t
mwm.m uoljeAouUl pue juawasciduwl [enujjuo)
8¢t
mmMm (sjuonoe/sassasoud jo Ayse)
€'t
(5z=u) soley m m.w_ ) paniadal aaipe a0 uoddns Jo |9Aa]
[
(9g=u) m._w UOI1BWIOUI 3S12UOD JO UOISINDIJ
$321A196 Sununooy |
NH% e e uonewsoul
(5g=u) v 21ep 01-dn ‘314NIJE JO UOISIACLY
dv pue Bununosay .
1Paloig ‘syassy o Mw — sauljawiy uissaroud
cp L pue asuodsal Suipnppul ssaunjawun g

JB1S Y1 JO SSBUI|puUal4

'y Hels ay3 Jo ssaunydjay
a4
8'E
e
= |
|
L

(weay ym 1oeI21u] JO 3sn :aseg)
Asanijaq 201n18S Jo spadsy yum uonodeysnes :sweay ||y

“kanins ay ul sjedioled o) pajdo oym siasn sa1n8S
10 Jaquinu [jews sy} ui Juass.d sisjuassip buoss

0} anp Ajuewid sem siy} ‘1sAsmoH ‘|aag) [ewiydo
ay) Jo Uoysisnl |8} wes) sajel ayy Aq papiaoid

se AIaAIap 991AI8S JO S}0adse [|e YIm UoioejSeS

*SWES] 931y} |[B SSOIOB SBI00S UOIeISIES
JS8MO| B} pSASIYTE LOIBAOUI PUE JUSLISACIdWI
[enunuod pue (s)uojoeysassasold Jo Aylelo ay|

"panianal ao1Ape pue poddns jo [saa) ayy 1o} sBunel
uonaeysies ybiy pauleye wes) saoinag Buunoooy
8y} a[iym ssaujaui) 1o sbues ybiy pauiene

Os|e Wea| 4y pue Bununoaoy 193(0ld ‘sjessy au L

‘wes] sa91uas Buunody auy)
pue wes| qy pue Buiunodoy joslold ‘siessy sy
Joj sBune. uonoejsies ueaw jsaybiy sy pauleye

Jjels Jo ssaujnydjay pue ssaulpualy sy} ([el1eAQ

‘(s]e9s uonoeysnes g-| e uo) swes)
921U} 8y} SS019E J9adse UIea J0} pasIyoe Sal100s
uonoeysies uestu sy sAejdsip sysoddo peyo syt

‘f1anjap a0108s Jo sjoadse Jybia uo yum 1oels)ul
feayy weay yoea ajel o} payse siom syuspucdsal |y

M3IAIBNQ - SSulpul Jo Alewwing

uoneNneA 8dIAI9S J3W0ISND [BUI3IU] UOISIAIQ S3JIAISS [eIoURUIH Y24easay UOSIIIRH - ¥ JUBWYIeNY - TOSHd Wal|

City of Salisbury

Page 54

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

uonen|eA adIAI9S J3W0ISND [euUI31U] UOISIAIQ S32IAISS [eloURUIH Y24Leasay UOSIIIeH - ¥ JUBWYIeNY - TOSHd Wal|

591 UesLLBY

palysiyessip sou
paysiessip Alap, paysnessiq paysies jaynan paysiies

paysines Aiap

%t %E %8 %E JUS]
%8 %8 %IT

e R .||.’.I||r——
%09 %9

%0 %0
(Gz=u) weaj sajey m
AEmSE_BqumE_..owm:“mmmm:

{9g=u) wea| sansas Sununodny m
(ge=u) wea) dy pue Sununoiy 1:lold ‘s1assy u

.wmﬁ-&mm
%8¢

22ua1IadX3 JBWOISND ||BIDAQ YIIM UOIIBISIIES 'SWED)L IV

‘wes)

au) Aq papinoid aousiiadxa 1BWoSn [jeIeA0

U} yym uonaeysiessip passaldxa %z JO [0}

E pue 99uauadxa (|eJano JIay) yum pausies

%0 alom Wes| sajey sy Aq pepinoid ssaines
9s1 OYm 3SOU) JO %08 4O |E]0} B “AjIseT]

o R "JUB)Xe SLOS 0} PAYSHESSIP 21aM % JO 210}
.y € pue paysessip Jou paysies Jaylsu aiom
%0¥ 3 (%11) us} Ul 8UQ "aouBLdX? ||BIOAC JIBY)
a UM paysies alam Wea) dy pue Bujunosoy
F %09 2 109014 ‘S}9SSY AU} YJIm SUONIRIS)UI BARY
oym 350U} JO %8 10 [ejo] e Ajaneledwon

%08
Jua)Xa
Aue 0) payysnessip a1em auop ‘(paysnes, %+9
%00T ‘ pausiies Aian, 9,gz) aousuadxa |e1on0 118y}

UM payysies alem Wwea| sa1Mag Buijunooay
S} YIm suoljoeIajul 8ABY OYM SSOU} JO %26
‘A19N}23]|00) "MaInaI aAlsod 1sowW By paAiadal
Wwes| sa0iAag Buiunodsy sy ‘wes) yoes Aq
papiroid soualiadxe 821A8S JBLIOISND ||BIDAO
U} YJIM UOIIBJSIES JIB) UO PaSSasse U

MB3IMIBAQ - S3ulpul4 jo Atewwng

Page 55

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

i UYoIWIsal UesLLBY

‘paynbal uaym yess jo Apgelesy
"20B/d Ut S21npa20Jd pue sasseocid Jo jos pijos

& vARY ouym wes) sjqeabpaimouy AlaA B i Wea) Sajel aljj ‘SIBUIOJSN [BLISIXS
pue feussiuf yjoq o) saw fe je papinosd si uoydesajul 18LISND aAisod e Buunsus

pled a1 $2I0AUI UBYM PIAIBB] BOIADE ON "SJUBLINIOP painbal
bufuedwioooe ay) yum Juss aq uea yoym pajeisusb saojoaur aey o) sjqeup

Buues] =
sjuswanoldw] $sa201d oosds =
4ejs jo
Aigefieae pue Juswabebus ‘uoealuNWIW0 dA0dWI (BOIAIRS JOWIOISNY) =
ssa001d Buiojoaul J0jqap A|fe10adss ‘SWRiSAS =

wea] sajey

¢ 918 ‘suojreaifdu maiaal Jobpng ejgissod Ajjuaplsenssi/seleoue Aue mains)
0 sseuped sseuisng ypm sbunssw dn-yojes Apuow pjoy ing Buipodas Auspienb
0 paiipow 8q sy ued Io sseuisng toj painbas Buodss 19bpng Auow s

‘pannbal si
aaApe usym ARosip sjqejiene skempe jou siogarsy) Asng Arar ybnoyye jnidiay Aisp

“Mreaiyoads o} ob o) oym
mouy salian Jo6png Yim Yejs Jey) s ainjonis 1IsUYe SSauisng el 8JeaUNILILIO?)

Yoeoidde jje sy 8zis BUO B UBY) JOYIRI SHUN
SSUISNG [ENPIAPU aLj} 0) Spaau ay) yns o) sealnes Bunsbie) uo snooy sgpealb v

'SMaIngJ Jabpnq Auow Joj und | Jey) suodal A oAes 1 ued | - suodal
| 8oueUl 'SaNss| uolnjosal 0} anp Inofe| uae.as alf Jo SUOOAS d85 Jued Ajusind
- Suopnjosal Usalas jje uo Jlj SUSBJOS 8l) 0S pacidil 8q O} Spesu - | sdueLi

‘vonejuBLINIoP
Bupodas oifiejesns saypo yim bBuipodas ; uoeibayn sy pue Buuueld sseuisng

‘(luaweoeldas
jusfeaos)  sssooid  Buuuerd  sssusng  pejesbajur  ieyaq  ‘pauiwesss

Buipuessiapun Jo ases ‘Ajjigepeal anoidwi ‘Bulodey «
$8558004d pajejal pue smalney Jabpng ‘Buluue|g

ssauisng 0} sjuswwsnoidwi Bupnour 'sjuswanoidw ssaoold oyoedg
saleJjswi) pajoadxa o} splebal ul Aeroadss

‘uoljeajunwiiod aaodwi ‘uoisiaoid so1nas pajabie) [8ojAIeg JBWOJSN) w
Buiodal pue ynoke| |, aoueul 0} syuswaaciduwi ‘Jusjeao)

pue sassaoold Buiuueld ssauisng Jo |neyIsao/sjusWaAoIdwl ‘SWaISAS u

Wwes] $891A198 Buunoday
'sebueyo Jo snjejs Buipnjoul ‘ssao0sd uope)Nsuco pue juswabebus ayj arosduy
"sjuswanoldi wejsAs ajeasa pue | soueurd dojonap 0} e aiop

"80BLB)UI
Alpusiy 1esn elow sy o) euQ soueul4 eAow ‘spieoqysep Jo juswidojenaq

Sjusluanoid| ssa001d oloeds =
uonesjunwiLoes pue sjuiod uonoesajul anoidwy Juswabebuy «
$a0RHAUI
Aipuay sesn siow Buneaid pue eybip (e 0} sAow ay) Buew ‘swa)sAS

wea) dy pue Buijunosoy Josloid ‘sjessy

*sosuodsal WHeqIa sAlesn||
yym Buoje (uowwoo jses| o} Jsow woly pajsl)) mojaq pakedsip ale wes)
yoes .o} paypuspl seale Juawisaoidwi aoimes Asy ay) juswanoiduwi
{0 peau ul seale adlnes Aey Ayl Ajjuspl 0} AjeAnelenb pasAeue
al1aM S3su0dsal wijeqiep 'swes) aaly) au) JO Yyoes 10} Jusiuarcidwi Jo
pasu ul seale 901n8s Ajuspl 0} pPajiaul B1am SSOIMBS (1S4 JO S1asn A3y

MBINIRAQ - S3ulpuld jo Arewwing

uoneNneA 8dIAI9S J3W0ISND [BUI3IU] UOISIAIQ S3JIAISS [eIoURUIH Y24easay UOSIIIRH - ¥ JUBWYIeNY - TOSHd Wal|

City of Salisbury

Page 56

Program Review Sub Committee Agenda - 10 July 2017



Harrison Research Financial Services Division Internal Customer Service Evaluation

PRSC1

uonen|eA adIAI9S J3W0ISND [euUI31U] UOISIAIQ S32IAISS [eloURUIH Y24Leasay UOSIIIeH - ¥ JUBWYIeNY - TOSHd Wal|

Gl

TR -

“lhm

$8.npad0idssasseooid ur sabueyo pue spoued Asnq Jo)
paiedald eq pue ueid uea em os Juswipiedap Jey) uf Buladdey si Jeym jo pauiou)
sn Buidooy je Juejpaxa ale wes) Sejes oy 'SIBWO}SND 0] AIBAISP SNBSS JNO
soueyue o] sjualupedap usempaq sdiysuoyejes bunom salysod ping o} enuiuod

‘08 O 0} Jue)INjal ale yjeis pue ssad0id sy Uy uanb uoydo ue
JOU SI siy} Inq wa} 0] pajjewl- 8q 0S[e 80I0AUT Ue Jey) jsanbal suonesiuebio Auepy

"(0010/U) 8Y) pajeiaual oym uosiad ayj
0} )oeq ssazold uolealou Jou sI alel) se pamainal aq o} spasu $$8001d Buidionu;

‘UOHEULIOJUT PUe S1iJR]S 8JI0ALI 0] SS820Y

80IMISS JAWIOISNY) =
$9s59004d Buiolonul Jojqep arcidwl ‘SWaisAS =

wes] sajey
‘sowey aui pue 8/oA2 38bpng ay) punore sessazaid auuios Jo Ayel)

‘ueld
A0 euy) pue Buuerd sseuisng yum ubije 1apeq o) paau sassadoid buuueyd yobpng

"smajnad jabpng Ajispenb ayy ybnoiy)
IS/ ueyy sejepdn Jenbes aiow opnoid ued Sy Ji Auenoeq njesn eq pinom
Bupodas ojuseudp pue aApoeis)ul awos oj aiemyos aifeue ss8UISNg Jo asn ay|

‘poriad jse| Jo pus o) uonisod
Jebpng jeu puejsiepun Ayoinb 0} ejge eq o) ‘sjdwexe Joj ‘Bupodes [efoueul4

'spiodal 10f stojido alopy ‘swisisAs uo Buues |

[ene7 uoisinig e e buprew uoisioap pue buiueld
[eloueuy wuzy Buoy ojul indul aibsjens pue jouno josloid o) spebpng feydes abie
bubeuew swes) o) souelsisse pue ybisiaro Jsyeioeds pue Bulpysdn ‘Buities 1

'Suojoesue) pied jipald il sBUY Jo SisAfeue alopy SjuslBA0IdW U0 B3IADY

S0IASG JBWOISNYD) =
sjuswaoidw| $$8001d =
swaysAs

uoneonp3 pue Buiules| =
80IADY SSBUISNg &

wea) saainag Buunoosoy

‘paiinbai st feydea o}
paufisse auy yeys ayy buipsebas Aouesedsuel pue uoneusoiul Jo (ers) ojeaib v

'saanoesd bujunoae pue seoueuy
jnoge jes [1ounod sjeonpa o} sjustwpedsp Jayjo ojul SjuawpLodes Ariodis

‘(sassaoosd weysAs o apisino) jaox3
uo gduejfal JuaKnd ey} pue suUNagde buissecold yym JsIsse [im uojewone Jy

SOIApY SSBUISNg =
sjuswanoidui| $se00iq oads
stus)sAs pue seaoeld jo Bupue)sispun
ladeap e ulef o} yels Joj sopunpoddo ‘uojeonp3 pue Buiuies)
sferoidde dy 21U0193]9 39NPOLUI 'SWAISAS =

wea| 4y pue Bununosy jaslold ‘sjessy

'sasuodsal WIeqJan sARAS|| YlIM
Buote mojaq pakedsip ale (uowwod Jses| o} 1sow Woy pajsi) Wes) yoea
10} payuspl sjuswiainbal 90IAI3S [EUOHIPPE BY] IOUNCY JO SUONJBIP
ainny sy} poddns pue spesu ssauisng joaw Jayeq o} spinosd pinod
wea) ay} dalApe 1o poddns ‘seoinss ‘swelboid [euopippe Aue ‘wes) yoea
Jo} ‘Aynuap! 0} peyse aiem siasn Aoy UBUM paljuUapl Slam Sslay) JejiuIS

MBINIBAQ - S3ulpuld Jo Atewwing

Page 57

City of Salisbury

Program Review Sub Committee Agenda - 10 July 2017



