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1. Opening of meeting 

David Powell officially declared the meeting open at 6.30pm. 

 

2. Confirmation of minutes 

MOVED Karen White. 

That the minutes of the proceedings of the ICT Reform Project Steering Committee 
meeting held on 2 March 2020 be received and confirmed as an accurate record of 
those proceedings. 

Seconded by Cr Olsen. 

CARRIED 

 

3. Adjourned business 

Nil. 

 

4. Reports of officers 

4.1 ICT Reform Project OneCouncil Quarterly Report 

Cr Greaves left the meeting at 6.35pm. 

Cr Greaves returned to the meeting at 6.35pm. 

Cr Olsen left the meeting at 6.57pm. 

Cr Olsen returned to the meeting at 7pm. 

MOVED Cr Greaves. 

1. That the Information Communication Technology Reform Project Steering 
Committee receive the Deloitte Benefits Realisation Plan as per attachment 1 to 
the agenda report. 

2. That the Information Communication Technology Reform Project Steering 
Committee recommend to Council that it receive the Deloitte Benefits 
Realisation Plan as per attachment 1 to the agenda report.  

Seconded by Cr Olsen. 

CARRIED 

Cr Olsen left the meeting at 7.01pm. 

 

5. Confidential items 

5.1 ICT Reform Project OneCouncil Quarterly Report – Confidential 

MOVED Cr McMahon. 

1. That: 

a. under the provisions of Section 90(2) of the Local Government Act 1999 an 
order be made that the public, with the exception of staff on duty, be 
excluded from attendance at the meeting in order to consider this item in 
confidence. 
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b. the ICT Reform Project Steering Committee is satisfied that it is necessary 
that the public, with the exception of staff on duty, be excluded to enable 
the Committee to consider the report at the meeting on the following 
grounds: 

• Section 90(3)(a) information the disclosure of which would involve 
the unreasonable disclosure of information concerning the personal 
affairs of any person (living or dead);  

and 

• Section 90(3)(d) commercial information of a confidential nature 
(not being a trade secret) the disclosure of which: 

(i) could reasonably be expected to prejudice the commercial position of 
the person who supplied the information, or to confer a commercial 
advantage on a third party; and  

(ii) would, on balance, be contrary to the public interest; 

accordingly, on this basis the principle that meetings of the ICT Reform 
Project Steering Committee should be conducted in a place open to the 
public has been outweighed by the need to keep the information or 
discussion confidential.  

Seconded by Cr Greaves. 

CARRIED 

Cr Olsen returned to the meeting at 7.10pm.  

2. Confidential  

MOVED Karen White. 

3. a. That the matter of the ICT Reform Project OneCouncil Quarterly Report - 
Confidential and its attachment, having been considered by the ICT 
Reform Project Steering Committee in confidence under sections 90(2) and 
90(3)(a) and (d) of the Local Government Act 1999 that an order be made 
under the provisions of sections 91(7) and (9) of the Local Government Act 
1999 that the minutes and the report and attachments of the ICT Reform 
Project Steering Committee relating to discussion of the subject matter 
remain in confidence. 

b. That, pursuant to section 91(9)(a) of the Local Government Act 1999, 
Council delegates the duty to conduct an annual review of the 
confidentiality order to the Chief Executive Officer or their sub-delegate. 

c. That, pursuant to section 91(9)(c) of the Local Government Act 1999, 
Council delegates the power to revoke the confidentiality order to the Chief 
Executive Officer or their sub delegate. 

Seconded by Cr Greaves. 

CARRIED 

 

David Powell reopened the meeting to the public at 7.46pm 
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6.

6.1 

Urgent business

Deloitte Benefits Realisation Plan

MOVED Cr McMahon. 

That the correct version of the Benefits Realisation Plan, as circulated to the 

members of the ICT Reform Project Steering Committee on 4 May 2020, be 

attached to the minutes of this meeting, and be included in the Council agenda 

report. 

Seconded by Cr Greaves. 

CARRIED 

7. Closure

David Powell officially declared the meeting closed at 7.50pm.

Certified Correct ………………………………………………Chair 

  /     /2020 
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Benefits Realisation measures
Executive Summary: Overview of Engagement

Twelve one-on-one 

sessions were held 

across the Executive / 

Director and Manager 

Group

Outcome: Gathering of 

information about 

implementation to date,  

perceived potential 

benefits and baselining 

activities already 

undertaken

A total of four 

Workshops were held 

across the Manager and 

Team Leader Group to 

review the BRF and 

identified measures

Outcome: BRF and BRP 

measures reviewed, 

discussed and 

workshopped

Additional feedback 

sessions were held with 

staff that wanted to 

further discuss the 

measure list  

Outcome: Measures 

reviewed to ensure 

connection of measures 

with business 

operations

The key component of the final deliverable 

are the measures that have been developed 

to support the benefits that OneCouncil will 

deliver

A Benefits Realisation Framework (BRF) was 

established to articulate the connection the 

BRP has with the OneCouncil 

implementation and measures identified

Deloitte ERP implementations measures and 

the Deloitte Enterprise Value Map were used 

to develop the initial measure list

The City of Onkaparinga (herewith referred to as either ‘the Council’ or ‘COO’) has selected a new Enterprise Resourcing Planning (‘ERP’) System provided by TechnologyOne called OneCouncil. The Council has 

made a significant investment in OneCouncil and there is an expectation that benefits will be delivered.  

To understand the benefits of an ERP implementation, the Council engaged PricewaterhouseCoopers (‘PwC’) in 2017 to identify typical benefits realised from an ERP implementation. Prior to the completion of the 

PwC benchmarking study, the Council had undertaken significant work and agreed benefit targets. 

In July 2019, Deloitte was engaged to provide the Council with an understanding of the benefits that may be realised as a result of the implementation of OneCouncil and to provide a Benefits Realisation Plan (BRP) 

to provide structure, guidance and discipline in developing, aligning and reporting of the benefits. Deloitte also reviewed the work undertaken by PwC in relation to the benchmarks provided and provided further 

insights (based on the Deloitte experience with implementing ERP solutions) over possible target savings –both tangible and intangible –as the result of the implementation of OneCouncil. Refer to 'Figure 4 -

Benchmark comparisons' 

The purpose of this engagement was to work alongside the Council to examine current practices and inform leadership where opportunities exist in terms of productivity, operational expenditure reductions, 

income generation improvement and apply a consultative approach with stakeholders. To help us understand the Council’s readiness for OneCouncil, Executive and Manager one-on-one sessions were held. To 

further develop a set of measures to track achievements of implementation benefits, Manager and Team Leader Workshops were conducted with very high levels of attendance and engagement. It is important to 

note that we had to alter our proposed engagement approach based on the outcomes from the Executive and Manager one-on-one sessions to include the additional Team Leader workshops. This ensured that we 

delivered on the expectations of the Council. The key activities undertaken are outlined below (see Figure 1 – Timeline of activities). 

Figure 1 – Timeline of activities
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To understand the extent of the OneCouncil implementation, 

we’ve provided an overview. 

OneCouncil will enable automation of a number of current 

processes within the Council to save time and allow staff to focus 

on the delivery of services to the community.

There are five modules of OneCouncil.  These include:

• Finance

• Human Resources

• Procurement

• Asset Management

• Property and Rating

The Council has elected to roll out each module as follows:

Each module of OneCouncil is explained below:  

Finance: The module provides the ability to simplify the capture 

and retrieval of financial information through the chart of 

accounts, ledgers and reporting capabilities.

Reducing time spent on end of month reporting and improving 

accuracy.

Over time the amount of time spent on processing invoices will be 

reduced and there will be greater ability for stronger forecasting 

which will be achieved through more robust data and streamlined 

processes.

Human Resources: This module provides for automation across 

the Council and will impact all staff. A self-service portal will 

significantly reduce the number of paper based processes to 

manage staff (leave, personal record updating etc). It will ensure 

accuracy of leave records allowing the Council to understand its 

leave liabilities. This will also provide consistency in the 

management of time off in lieu (TOIL).

Procurement: This module allows the Council to manage its 

supply chain. Over time there will be a reduction in the amount of 

time taken to process purchase orders. Council will have tools to 

remove unnecessary back office activities, streamline purchase 

processing, management of supplier data, requisition processing 

and allow for greater analysis and strategic procurement  activities, 

resulting in great efficiencies. 

This module is also considered to have a significant impact across 

the organisation in terms of time saved for employees allowing 

them to focus on delivering services for the community.

Asset Management: This module will support current activity in 

asset management and provides the Council with a better 

understanding of assets and more efficient management of asset 

creation, transaction purchases, and capitalisation activities. 

Council will have real time information that enables an 

understanding of the true cost of managing its assets, providing 

data that will enable well informed decision making.

Property and Rating: Customers will experience more efficient 

end-to-end handling of their enquiries and the Council will have 

real time information at hand to enable the resolution of enquiries 

quickly, resulting in an increase in customer satisfaction over time.

Reporting of average debt and percentage of debts overdue will 

enable Council to recover outstanding debts in a more timely 

fashion.

Module Expected roll out* 

Finance First quarter 2020 

Human Resources First quarter 2020 

Procurement First quarter 2020 

Asset Management Mid 2020

Property and Rating Late 2020

Figure 2– Timeline of Rollout

*Expected roll out/’go live’ dates are subject to change due to 
project requirements

Benefits Realisation Plan
Executive Summary: OneCouncil Overview
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Benefits Realisation Plan
Executive Summary: Benefits Realisation Principles

It was evident through the consultative work undertaken with Executive, Managers and Team Leaders that there was a need to establish a Benefits 

Realisation Framework (BRF) to ensure alignment of the BRP and subsequent measures with the corporate and community vision. 

The purpose of the  BRF is to provide a framework of better practice principles and concepts drawn from the Council and Deloitte’s proven 

practices and experiences.  

Tailoring a framework for an organisation is essential to optimise its use and its value. A tailored framework is aligned to the specific environment 

an organisation operates in and strikes the balance between efficient but effective governance. To achieve this balance, consideration of the factors 

that influence the delivery of a project and its outcomes is required.

The goal of tailoring a framework is to generate efficient process and deliverables while providing a view of alignment to the organisational vision.

The framework (see appendix 1) also highlights that for a plan to be successful, the following principles must be followed: 

Benefits need to produce outcomes, with 

intermediate outcomes to be realised 

throughout the process

The benefits must be aligned to the 

organisation’s strategic goals
Benefits are both financial and non-financial

The ‘Organisation’ needs to be accountable

for owning and communicating against the 

benefits

The number of targeted benefits to be kept to 

a sensible and manageable number

Benefits management needs to link to 

Project/Program management and be 

integrated into ‘business as usual’

Benefits realisation is an end-to-end process 

during the full investment lifecycle

Benefits are dynamic – they need to be 

regularly reviewed, measured and updated

Figure 3 – Benefits Realisation Framework

Figure 4 – Benefits Realisation Principles
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Benefits Realisation Framework
Executive Summary: Next Steps

Using the BRF principals identified on the previous page and in Appendix 1, the Council need to conduct baselining activities to enable an understanding of improvements in the future state (post OneCouncil) when 

compared to the current state (pre OneCouncil).

The measures developed during workshops (Appendix 2) provide the Council with a starting point to determine which processes should be baselined.  There are several methods that the Council can undertake 

when performing baselining activities.  Depending on which activity is being baselined and the knowledge, complexity and impact that is associated with the activity, will help to determine which approach may be 

more suitable.  Journey Mapping is very high level and is a short time investment, whereas Value Stream Mapping is more complex and time consuming but provides an in-depth view of the value and activities vs 

the non-value add activities.

In addition to baselining, a structure change program, and a governance model for the management of communications and reporting needs to be established. It is recommended that the following actions are 

taken in order for the Council to be in the best position to realise benefits of this implementation: 

Activity Key actions

Baseline Measures

• Undertake baselining activities of processes impacted by the OneCouncil implementation

• Review appropriateness of measures provided by Deloitte (Appendix 2)

• Consider journey mapping and value stream mapping as tools to provide a clearer view of value add and non value add activities 

• Establish a cyclic process to identify, prioritise, map, detect, record and report on benefits realised

Governance Model 

• Implement a meeting structure 

• Identify and assign ownership and responsibility for benefits, measures and improvements

• Establish a organisational approach for the management of and realisation of identified benefits (ensuring benefits are applied, recorded and reported)

Reporting 
• Establish quarterly reporting to ensure that Directors, Elected Members and the ICT Reform Steering Committee are informed of the success of implementation, 

change management and measurement of benefits

Change Program 

• Establish an ongoing method of communication that clearly and consistently informs relevant stakeholders about the implementation of the BRP and OneCouncil

• Increase training and development opportunities for key stakeholders regarding the functional use of the OneCouncil solution and how benefits may be proactively 

identified and reported.

Figure 5 – Key actions/next steps
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Benefits Realisation Plan
Benchmarking 

Implementation of OneCouncil has required significant investment and the Council needs to understand its return on investment.  The PwC work undertaken in 2017 provided industry benchmarks. 

Benchmarking is a method of monitoring performance and setting goals.  Through understanding of industry best practice it can provide a framework and associated measures designed to help build and 

manage a business. 

The benchmark categories used by PwC in the below table were based on the service areas identified by the Council during their time and motion study undertaken prior to 2017 to identify potential 

benefit targets in each of these areas. 

In 2019, Deloitte was engaged to develop a Benefits Realisation Plan and in doing so a further analysis of these benchmarks based on our industry experience has been completed.  The benchmark 

categories (service areas) have been aligned to the OneCouncil modules and the identified targets are benchmark benefits resulting from implementation of ERP systems across various industries including 

but not limited to local government.  

It is important to note that many organisations used in the benchmarking process are focussed on shareholder return and generally measure the financial return on the investment of an ERP system.  In 

the case of the Council, benefits will also be realised for the community and this will mean focussing on delivery of services, including the possible re-direction of resources particularly for the CoO as one 

of South Australia’s fastest growing Councils. 

The table below (Figure 6) provides the benchmark categories used by the Council, PwC and Deloitte, together with the corresponding OneCouncil module. The percentages are made up of the various 

benefit categories which are explained on the following pages. 

Figure 6 – Benchmark Comparisons

Benchmark Category 

(Service Area)
Asset Management

Program and Project 

Management

Supply Chain 

Management

Human Capital 

Management
Financial Management

Land Information 

Systems Management

Corresponding 

OneCouncil Module
Asset Management

Asset Management/

Procurement
Procurement Human Resources Finance Property and Rating

CoO Benefit targets 

(as at July 2017)
7% 2% 5% 1% 4% N/A

PwC July 2017 8-15% 15% 15-20% 20% 10% N/A

Deloitte July 2019 15-20% 20% 20% 20% 20% N/A
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Benefits Realisation Plan
Benchmarking: Benefit Categories

An understanding of Benchmarking:

A benchmark is a standard or point of reference against which things may be compared or 

assessed. Benchmarks from organisations that represent world’s best practice or industry best 

practice can become targets that you use for your performance measures. 

Benchmarking is undertaken to understand what types of improvements could be expected.  

Organisations benchmark themselves against other organisations to compare themselves in an effort 

to make improvements in their performance.

Improved performance can be in many forms and it is anticipated that the Council will utilise 

benchmarking to realise benefits across many of the categories including the following: 

Benefit Category Benefit Definition  (an advantage gained from doing something –

this can be tangible or intangible)

Cost Avoidance Pre-emptive actions taken to reduce future costs not reflected in 

budget

Operational Expenditure Money spent on the ongoing costs of running an organisation, e.g. 

wages

Productivity Improvement Improving current state processes that increase efficiency

Income Generation The creation of financial revenue

Performance 

Improvement

Improving current state processes that improve overall output

Community Experience Processes and/or changes made that impact upon community 

interactions

Whilst some benefits may result in financial savings the most significant benefits will be in cost 

avoidance, productivity improvement and potential FTE savings through attrition and 

redeployment (noting that Council has a no forced redundancy clause in its Enterprise 

Bargaining Agreement). This will enable the Council to redirect resources to front line services 

and to deliver against its Corporate Key Result Areas.

In relation to immediate benefits, these will be the most evident in the self-service area for 

Human Resources and the processes for Financial Management and Procurement. However, 

there may be a dip in productivity while staff become familiar with OneCouncil.

The implementation of self-services for payroll, timesheets and leave requests will supersede the 

manual processes that currently exist and time spent on invoicing and monthly reporting will be 

significantly reduced.  It is therefore important that the Council understands the current cost of 

undertaking these tasks so that benefits can be realised as OneCouncil “goes Live”. 

Throughout the measurement of processes during the implementation of this plan, identified 

benefits can be linked to these benefit categories and subsequently monitored and compared to 

the benchmarks provided. 

It is important to note that measures should not have an adverse impact on service delivery or 

community outcomes. 

Potential benefits connected with the OneCouncil modules are further outlined on page 12.

Figure 7 – Benefit categories
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Benefits Realisation Plan
Benchmarking: Benchmark components

Summary of benchmarks:  What makes up the benchmarks?

The following components were considered as a part of the benchmarking process during the work undertaken by PwC. These benchmarks have subsequently been reviewed by Deloitte and can be 

used to develop measures for the success of OneCouncil.

Benchmark 
category

Components of benchmark

Asset 
Management

OneCouncil 
module/s: 
Asset 
Management

• Reduced consultancy fees
• Predictive modelling and programming
• Better lifecycle management of assets
• Proving the Council with an understanding 

of asset utilisation enabling a 
rationalisation of assets.

• Inspective, preventative maintenance and 
repair of assets and equipment

• Optimised tax and accounting strategies
• Improved decision making of asset 

decisions (i.e. buy, sell, upgrade) through 
asset utilisation data

• Improved management of contributed 
assets

• Reduced IT costs over time

Program and 
Project 
Management

OneCouncil 
module/s: 
Asset 
Management/ 
Procurement

• Project Management Office
• Improved future project estimation 

through the use of timesheets
• Reducing of contingency costs through

more accurate understanding of true 
project costs

• Reduction in outsourcing requirements
• Ability to track the lifecycle of a project
• Clearly defined roles and responsibilities 

resulting in increased accountability
• Improved project coordination and 

prioritisation 

Figure 8– Benchmark Component Summary

Benchmark 
category

Components of benchmark

Supply Chain
Management

OneCouncil 
module/s: 
Procurement

• Data entry reduction
• Procurement coordination reducing risk of 

price fluctuations 
• Reduction in system costs and increased 

system communication
• Aggregated procurement approach to 

reduce total purchase orders raised
• Logistics, transportation and inventory 

efficiencies
• Electronic purchase orders & invoices 

removing risk of fraud and error 
• Time savings through employee self 

service
• Price lists within system
• Improved reporting and forecasting

Human Capital 
Management

OneCouncil 
module/s: 
Human 
Resources 

• Self service of personal information
• Improved internal controls on leave and 

time off in lieu
• Timesheets result in increased 

productivity and tracking of employee 
time

• Ability to identify talent / skill gaps
• Prioritisation of different trainings
• Recruitment and on boarding process time 

reduction
• Ability to receive leave requests
• Reduced risk of unknown leave balances
• Process automation
• Future workforce planning
• Further automation and FTE savings

Benchmark 
category 

Components of benchmark

Financial 
Management

OneCouncil 
module/s: 
Finance

• Reduced postage costs
• Reallocation of resources to provide 

strategic support to the Council 
• Automation and FTE reduction
• Automated matching of invoices
• Centralised accounts payable reporting
• Opportunity to increase Treasury 

management (increased interest earnings)
• Minimising duplication and data entry 

errors
• Improved visibility of financial information 

and therefore decision making throughout 
the organisation

• Improved timing in collection of monies
• Consistent policies across organisation

Land 
Information 
Systems 
Management

OneCouncil 
module/s: 
Property and 
Rating

• Redundant data transformation
• Reallocation of resources to frontline

services
• Software licensing
• Reduction in occasions where rates 

notices are incorrectly billed resulting in 
late/missed payments

• Integration with different systems 
resulting in data entry reduction

• Further payments moved online – reduced 
processing time. 
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A benefit is the measurable improvement resulting from an outcome which is perceived as an 

advantage by a stakeholder. It is important to note that these measurable improvements can be 

financial or non-financial. The financial benefits generally consist of reductions in cost. Non-financial 

benefits can involve a range of benefits to stakeholders, including,  risk avoidance, reduction in risk of 

fraud, improvements in compliance, safety, customer service, and community experience.  

It is important to emphasise that the majority of the benefits generally realised through ERP 

implementations through organisations, especially councils, are non-financial. Below are some of the 

examples of benefits and benefit categories that we expect to be realised by the Council following the 

OneCouncil implementation.  

The Council can expect to see improvement over the next three years in the areas that have been 

identified below (which align to the OneCouncil module rollout).  It is important to note that the 

Council may not achieve the benchmark levels provided in this pack in the initial phases of the rollout. 

It is essential that the Council put in the effort to baseline the below measures in order for benefits to 

be realised.  The measures listed below have been identified as the areas that will deliver the biggest 

change to the organisation and have the greatest impact, hence the importance of measurement prior 

to commencing the GO LIVE of OneCouncil.  Elected Members can expect to be informed on a 

quarterly basis on the following areas with respect to the OneCouncil implementation:

Success of implementation  |  Change Management process  |  Measurement of benefits

Benefits Realisation Plan
Understanding Benefits: Phase 1

PHASE 1 – GO LIVE END QTR 1 2020*

*expected rollout/’go live dates are subject to change due to project requirements

OneCouncil Module - Human Resources And Payroll

Proposed measures

1. Leave Request Timelines

2. Recruitment Spend

3. Process Efficiencies

4. Payroll Timeliness

5. Leave Management 

Expected benefits

• Moving from paper-based requests to digital, resulting in staff time saved, reduced paper usage and lower costs

• Visibility and accuracy of all leave balances, reducing time required by HR staff, decreasing error rate and increasing staff satisfaction

• Stronger understanding of costs through timesheet tracking, improving forecasting and enabling better resource planning

• Automation of payroll activities, reducing error rate and subsequently reducing leakage

OneCouncil Module - Procurement

Proposed measures

1. Strategic Savings

2. Contract Coverage

3. Process Efficiencies

4. Improved Compliance

Expected benefits

• Reduction in time spent by staff on procurement cycle, increasing productivity

• Freeing up staff to undertake strategic procurement, increasing output and reducing spend

• Increased transparency of procurement, reducing risk of fraudulent supplier selection and reduced costs

• Moving from a paper-based processes, providing financial, environmental and productivity benefits

OneCouncil Module – Finance

Proposed measures

1. Monthly Reporting Time

2. Improving legislative compliance

3. Invoice Turnaround

4. Improved reporting accuracy

Expected benefits

• System providing better clarity and transparency for delegations, increasing efficiency and improving legislative compliance

• System assisting with end of month closure, increasing accuracy, reducing time spent by staff and overall duration of process

• Improved overview of accounts receivable and payable, improving accuracy and efficiency. 
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Benefits Realisation Plan
Understanding Benefits: Phase 2-3

PHASE 2 – MID 2020*

PHASE 3 – LATE 2020*

Corporate measures (across all phases) 

Staff Allocation
(Staff are reallocated to roles which deliver 

against the Councils Strategic Priorities)

Annual Software Licensing Spend Postage spend Printing Costs Customer Satisfaction 
(Internal/External)

Figure 8 Module Measure phase 2 and 3 and  across program corporate measures 

*expected rollout/’go live dates are subject to change due to project requirements

OneCouncil Module – Asset Management

Proposed measures

1. Asset Utilization

2. Asset Unplanned Downtime

3. Projects Delivered On-time

4. Projects Delivered On Budget

5. Asset Preventative Maintenance 

Attainment

Expected benefits

• Better understanding of assets owned by the Council and the condition of the assets

• Shift from periodic maintenance to preventative maintenance through improved data practices and understanding, resulting in reduced costs 

and improved public safety

• Stronger inventory management, ensuring right levels of stock are maintained, resulting in cash flow benefits

• Improving allocation of staff to jobs, ensuring that staff have the correct certifications, correct tools and correct skills when deployed. This will 

result in a more efficient operation, reducing costs and improving output

• Improved project accounting accuracy, resulting in better forecasting and accurate cash flows

• Consistent methodology for project management, resulting in better transparency and stronger output

OneCouncil Module – Property and Rating

Proposed measures

1. Customer First Call Resolution Rate

2. Customer Self-service Rate

3. Number Of Customer Calls

4. Average Debt Overdue Period

5. Percentage Of Debt Overdue

Expected benefits

• Decrease in the time taken for approvals of applications through streamlined processes

• The debt recovery function will provide greater oversight of key metrics to enable improvement in outstanding debt recovery

• Staff will have seamlessly integrated systems providing them with data at their fingertips for customer enquiries, enabling them to more easily 

provide answers and decreasing the overall time taken with each enquiry

• Customer enquiry data will be more visible and reporting will be easier, enabling 

• More effective oversight of key metrics 

• Informed decision making for management
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Benefits Realisation Plan
Implementation and Next Steps: Success Factors

Through the one-on-one sessions and workshops, feedback from stakeholders identified that there were areas of concern that may impact the 

Councils state of readiness for the implementation of One Council, with a potential to impact benefit realisation. 

Staff voiced during these sessions that they required:

• more information

• to see leadership across the Council

• an embedded change program

Deloitte acknowledges that throughout our engagement significant progress has and continues to occur in these spaces, however, have identified 

three key areas for the Council to support and encourage through ‘Active and Visible Leadership’ to ensure the success of OneCouncil. The three key 

areas have been selected based on their importance for the OneCouncil Solution:

Data

Governance

Change 

Program

Data

» Where possible, begin recording baselines for current 

processes to identify improvement in the new system

» Once implemented, ensure that all data is captured in 

OneCouncil to provide greater access to data and 

improved reporting capability

» Identify specific functional improvements as a result of the 

OneCouncil implementation

Governance

» Identify specific owners responsible and accountable for 

driving the BRP and individual measures assigned to them

» Review the current organisation structure to identify 

opportunities for improvement

Change Program

» Ensure stakeholder buy-in through continued involvement 

in the implementation of the BRP and OneCouncil solution

» Increase training and development opportunities for key 

stakeholders regarding the functional use of the 

OneCouncil solution

» Establish an ongoing method of communication that 

clearly and consistently informs relevant stakeholders 

about the implementation of the BRP and OneCouncil
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Benefits Realisation Plan 
Implementation and Next Steps: Meetings

It is advisable that the Business Process Improvement team be responsible for the overall management and execution of the Benefits Realisation Plan. The leadership of the Council should also be responsible 

for visibly and actively promoting and guiding the implementation of the BRP. There is a close link between performance improvement and benefits realisation.

However, it will be important to ensure that people are engaged at every level throughout the organisation regarding this content. The structure of meetings outlined below plus the “keys to effective meetings” will 

provide a foundation for ensuring open and regular communication about measures within the organisation. This will provide COO with an opportunity to understand benefits realised and to share success across 

the Council and with the community. 

Quarterly – Council 
Monthly / Bi-Monthly – Director 

Group 

Weekly / Fortnightly – Managers

Daily / Weekly – Team Leaders 

• Attendees to come to these meetings prepared

• Meetings to be visual with graphs and charts

• There needs to be a strong focus on attendees arriving on-time

• Problem solving not to be conducted during this meeting, instead should be used to 

provide a report

• Meetings should have a “leader” tasked with the responsibility to ensure that the 

meeting is effective and efficient

• Have a “parking lot” to avoid problem solving

• Meetings will not go overtime

• measures to be categorised as “red” (requiring action) or “green’” depending on status 

– amber is not an option

• Timelines for resolving action points to be agreed within meetings and reported on in 

future meetings

• Focus on having open and regular lines of communication regarding measures

Meeting leader CEO or delegate

Attendees
ICT Reform Steering 

Committee

General action

timelines
Quarterly, where possible

Other N/A

Meeting leader
CEO or select one member 

from DG

Attendees Director Group

General action

timelines
Monthly, where possible

Other N/A

Meeting leader Rolling schedule

Attendees
Managers within same 

directorate

General action

timelines
Fortnightly, where possible

Other

This meeting may be best 

suited to occur Monday 

morning

Meeting leader Rolling schedule

Attendees
Team Leaders within same 

area

General action

timelines
2 days, where possible

Other

This meeting may be best 

suited to occur every 

morning and should take 

only 10 minutes

Keys to effective meetings   
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Benefits Realisation Plan 
Implementation and Next Steps: Actions 

To understand Council’s return on investment, benefits need to be measured.  To measure the 

benefits the following activities need to be completed using the benefit measures identified in 

Appendix 2:  

• Clearly understand the possible benefit;

• Assign ownership for the benefit;  

• Align with measures; and 

• Undertake a review of  processes and establish baselines across teams. 

Ideally, a cyclic team approach would be systematically undertaken with teams to:  

• Identify processes each team are undertaking.  

• Prioritise these processes based on the identified and agreed benefit measures in Appendix 2 

• Collate and understand the current available data, including time taken to complete a process, 

frequency, standards, and existing measures. 

• Map prioritised processes in the corporate Business Process Management (BMP) system, 

ProMapp (including baselines). 

All process identified should be compared to OneCouncil functionality as agreed in the Benefits 

measures in Appendix 2 to: 

• Detect steps within processes that will no longer be required at ‘go live’ and identify potential 

benefits. 

• Record additional/new/amended measures. 

• Match to BRF categories and report through ARVEC & ICT Reform Committee as benefits 

progress from potential to verified to realised.  

This process should be lead by the Business Improvement Team and undertaken with individual 

teams impacted by each phase of the implementation in alignment with the implementation timeline 

prior to ‘go live’ for each phase.  

Timing

Regular meetings Ongoing

Change program Ongoing

Governance Ongoing

Baseline In alignment with project rollout

Journey Mapping As required for baselining in alignment with project rollout

Value Stream Mapping As required for baselining in alignment with project rollout

Measuring Measures Ongoing

Recording Benefits When a benefit is identified as potential, verified and realised

Reporting Benefits In alignment with ICT Reform Steering Committee meeting schedule
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Benefits Realisation Plan 
Implementation and Next Steps: Baselining Tools

For benefits to be realised as part of the OneCouncil implementation, it is very important for baselining 

to occur. This will enable the Council to understand the improvements in the future state (post 

OneCouncil) when compared to the current state (pre OneCouncil).

The measures that sit in the BRP provide the Council with a starting point to determine which processes 

should be baselined. There are several methods that the Council can undertake when performing a 

baselining activity. Depending on which activity is being baselined and the knowledge, complexity and 

impact that is associated with the activity, will help to determine which approach may be more suitable.  

Journey Mapping is very high level and is a short time investment, where as Value Stream Mapping is 

more complex and time consuming but provides an in-depth view on the value add activities vs the 

non-value add activities.

We would recommend using Value Stream Mapping for the important core functions that are expected 

to deliver a large impact post OneCouncil. For those processes that are less important, we would advise 

using Journey Mapping. 

Value Stream Mapping

Value Stream Mapping (VSM) focuses on mapping out the process in detail

and identifying both the time and labour effort required for each step. A

key feature of VSM is that the ‘Value Add’ activities and ‘Non-value Add’

activities are identified to help understand how much opportunity there is

to make a process more efficient. VSM can take from anywhere from 2

hours to 3 days.

Journey Mapping

Journey Mapping can be a very useful way to very quickly understand

current state processes and the associated touch points, pain points and

gain points. This exercise is very high level and is usually achieved in 15

minutes and focuses on steps taken before, during and after the selected

activity / process.
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Organisational Design

To accompany this, an effective organisation design has the ability to deliver significant

improvements in performance across the Council by aligning the organisation structure and

accountabilities to the strategy and organisation operating model.

Workforce Planning

To accommodate the changes required in implementing the Benefits Realisation Plan, a review

of the current workforce design should be completed. This will allow COO to develop the

appropriate workforce required not only today, but to meet the service delivery requirements

of the future.

Benefits Realisation Plan 

Implementation and Next Steps: Workforce planning and organisational design

With the rollout of the first OneCouncil module approaching, the Council will start to see and will need 

to drive change in every aspect of their business. The implementation of OneCouncil is a business 

transformation that will impact the people, processes and the overall organisation and hence it is 

important to start to consider how the workforce will change and plan for this change. 

The Deloitte proposal recommends that the next step is Workforce Planning so that the workforce is 

aligned to the processes that the OneCouncil solution has mapped out rather than continue to operate 

based on legacy systems, which is a major risk with such transformations.  Once the Workforce Planning 

has occurred, Organisational Design is required to ensure benefits are realised as a result of the 

OneCouncil investment.



Appendix 1 - Benefits Realisation Framework (BRF) 
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Benefits Realisation Framework
A co-designed framework was developed to ensure alignment to the Corporate and Community Vision
A framework is a particular set of rules, ideas, or beliefs used in order to deal with problems or assist decision making. 

PEOPLE SAFETY

Community 

Plan Themes

Corporate 

Key Result 

Areas

Benefits

Realisation 

Principles

Benefits need to produce outcomes, with 

intermediate outcomes to be realised 

throughout the process

The benefits must be aligned to the 

organisation’s strategic goals

Benefits are both financial and non-

financial

The Council needs to be accountable for 

owning and communicating against the 

benefits

The number of targeted benefits are to 

be kept to a sensible and manageable 

number

Benefits management needs to link to 

Project/Program management and be 

integrated into ‘business as usual’

Benefits realisation is an end-to-end 

process during the full investment 

lifecycle

Benefits are dynamic – they need to be 

regularly reviewed, measured and 

updated

Process Define Measure Analyse Improve

Success 

Factors

Data Governance Change Program

Measure 

Categories

PEOPLE PLACE PROSPERITY

Efficiency and 

Innovation

Responsible Local 

Spending

Great Customer 

Experiences

Reducing Debt and 

Increasing Income

Safe and Sustainable 

Workplaces

Projects

Engaged and Supported 

Staff

COMMUNITY QUALITYEFFICIENCY COST

Strategy is achieved through the realisation of benefits - Benefits are enabled through the delivery of projects for the benefit of the community

A
L
IG

N
M

E
N

T

Continuous Improvement Cycle

Control

Active and Visible Leadership

Reimagining local government, creating a better future for our community

Strong Vibrant Communities
Community 

Vision

Corporate 

Vision

The purpose of the Benefits Realisation 

Framework (‘BRF’) is to provide a 

framework of better practice principles 

and concepts drawn from the Council 

and Deloitte’s proven practices and 

experiences.  

Tailoring a framework for an 

organisation is essential to optimise its 

use and its value. A tailored framework 

is aligned to the specific environment 

an organisation operates in and strikes 

the balance between efficient but 

effective governance.

To achieve this balance, consideration 

of the factors that influence the delivery 

of a project and its outcomes is 

required.

The goal of tailoring a framework is to 

generate efficient process and 

deliverables while providing a view of 

alignment to the organisational vision.

The following pages outline the 

purpose and value of each framework 

component. 
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The BRF includes the Council Community and Corporate Vision as well as the Community Plan Themes across People, Place and Prosperity and the six  Corporate Key 

Result Areas.  The decision to include the vision statements is to provide staff with the information they need to ensure measure alignment to the overall purpose and 

direction of the Council. Using the vision as a reference point also provides clarity when deciding if the measure is the right one to be measuring as well inspiring the 

team on what could be measured to deliver on the vision.

• An active, creative and learning city.

• A proud and positive city with people inspired to contribute 

and empowered to lead.

• A diverse city that celebrates cultural expression, respecting 

past and embracing future.

• A well-planned, managed and maintained green city that 

enables and promotes sustainable and healthy lifestyles.

• A liveable and connected city with a rich mix of destinations, 

activities and experiences.

• A fun, safe and inclusive city that is attractive to live in, work 

in and visit.

• A prepared city that values natural resources, landscapes and 

sustainable management.

• A city with a prosperous, diverse and competitive economy.

• A city with strong business investment and confidence within 

a changing wider economy.

Benefits Realisation Framework
Corporate and Community Vision

Community 

Plan Themes

Corporate 

Key Result 

Areas

PEOPLE

Vibrant and resilient

PLACE

Liveable, connected and green

PROSPERITY

Diversity, opportunity and adaptability

Efficiency and Innovation Responsible local spending
Great Customer 

Experiences

Reducing debt and 

increasing income

Safe and sustainable 

workplaces

Engaged and Supported 

Staff

Reimagining local government, creating a better future for our community

Strong Vibrant Communities
Community 

Vision

Corporate 

Vision

• Our staff are engaged and 

high performing

• Our staff have the skills and 

tools they need to carry out 

their work

• Our workplaces and 

practices are safe

• Our facilities are energy 

efficient 

• Our services align to 

community need

• We prioritise initiatives that 

deliver the greatest value 

for money

• Our communities enjoy 

positive service

• We support each other to 

succeed through quality 

internal service

• We continually reduce non-

value steps in our processes

• We effectively report our 

progress on projects and 

programs

• We will manage community 

assets to maximise 

community benefit

• We will find partnerships to 

minimise costs and increase 

external funding
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Benefits Realisation Framework
Benefits Realisation Principles

Benefits need to produce outcomes, with intermediate 

outcomes to be realised throughout the process

The benefits must be aligned to the organisation’s 

strategic goals
Benefits are both financial and non-financial

The ‘Organisation’ needs to be accountable for owning and 

communicating against the benefits

The number of targeted benefits to be kept to a sensible 

and manageable number

Benefits management needs to link to Project/Program 

management and be integrated into ‘business as usual’

Benefits realisation is an end-to-end process during the full 

investment lifecycle

Benefits are dynamic – they need to be regularly reviewed, 

measured and updated

Rationale 

Ultimately it is the realisation of benefits which helps achieve 

one or more program/project outcomes. The benefits 

management cycle should start by identifying intended 

outcomes and benefits. 

Implications 

• Creating a BRP collaboratively with stakeholders will help 

to identify the intended outcomes and benefits of a 

program. 

• If benefits (and dis-benefits) are not fully identified and 

quantified within the business case, in alignment with 

strategic outcomes, then this may impair decision-making 

and adversely affect resource allocation. 

Rationale 

The outcomes and benefits realisation delivered by the 

change help achieve strategic goals / vision.  

This describes how an organisation wishes to evolve. 

Implications 

If benefits are not aligned with strategic goals / vision then 

their overall value must be questioned. Investment decisions 

must be based upon realisation of benefits that support the 

delivery of strategic goals. Projects and programs which are 

not properly aligned with the right strategies should not 

proceed (unless they are compliance related). 

Rationale

Financial benefits are readily quantifiable. Where non-

financial benefits may not be quantifiable, a qualitative 

approach may be considered. 

Implications 

• If initial baseline measures are not established then the 

extent of benefits realisation cannot be demonstrated. 

• If benefits are not measured, or are not measurable, then 

insufficient evidence exists to justify the investment in the 

initiative. 

Rationale 

Benefits identified at the commencement of the program life 

cycle will change over the life of the investment. Benefits 

register should be regularly reviewed and updated. 

Implications 

• Failure to regularly review and update benefits may lead to 

benefits being under or overstated. 

• Any reduction in the overall value of benefits forecast 

needs to be clearly understood and communicated to 

senior management.

Rationale 

The benefits owner is the individual accountable to the 

program sponsor for the realisation of specified benefits 

within the program. Accountability and responsibility for 

benefit realisation is key for successful benefits management. 

It is important that responsibility for benefit realisation 

remains with those business units affected. 

Implications 

Failure to formally assign accountability and responsibility for 

benefits creates a risk that benefits will not be fully realised.

Rationale 

Benefit measurement, reporting and evaluation will occur 

during and after the project / program has delivered its 

capabilities and change. 

Implications 

• In order for benefits to be tracked after a program has 

ended there needs to be clear identification of the owners 

of benefits within the business.

• Any unexpected benefits or negative impacts should be 

captured, evaluated and reported to ensure the full value 

of the program is recognised or remediation steps are put 

in place. 

Rationale 

Priority should be given to those benefits with the greatest 

likelihood of being realised.

Implications 

• Failure to adequately identify benefits measures that 

provide best business value may lead to an overly 

complicated and time-consuming reporting. 

• There is a risk that complex reporting may not be 

commensurate with the value of the benefits to be 

realised. 

Rationale 

The new capabilities delivered by project and program 

management need to be understood in terms of their 

bringing about change and therefore benefits. 

Implications 

• Without active monitoring of benefits key stakeholders 

cannot assure themselves that benefits will be delivered in 

full, or in a timely manner. 

• Benefits realisation should be a standing agenda item at 

each OneCouncil related meeting.

• Benefits management is at the heart of Program 

Evaluation. 

The BRF principles are to always be applied when defining and managing benefits. The principles will also act as a guide for the Council when tailoring the governance 

required to successfully manage benefits.  The set of Benefits Realisation Principles that have been included have been co-developed with the BPI and ICT Reform Teams 

and align to best practice.
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Measure

Benefits Realisation Framework
The DMAIC Process

Define ImproveAnalyse Control

• Define problem and target

• Define financial impact

• Define team and timelines

• Plan data collection

• Collect data

• Assess data reliability

• Identify areas of focus

• Restore basic conditions

• Identify root causes

• Verify the root cause with data or 

fact

• Elaborate and prioritise action plan

• Execute action plan

• Evaluate target achievement

• Evaluate solution effectiveness

• Standardise improvements

• Transfer knowledge to people

• Monitor actions and improvements

DMAIC is a methodology that is already used within the Council.  DMAIC provides a systematic and structured 5-step problem solving approach that can be used to 

both analyse and eliminate all types of losses and inefficiencies. A key feature of the DMAIC methodology is the focus on Continuous Improvement. The set of measures 

that have been developed as part of this BRP will evolve as the organisation starts to measure, analyse and improve. Once the measure achieves the target on a regular 

basis, the Continuous Improvement mindset must kick-in to further deliver on benefits with the development of new measures or revised targets. 

This continuous improvement cycle is an important element of the BRF as it recognises the need to continually reassess the measures and benefits to ensure alignment 

with the overall goal of delivering benefits to the Council and the community. 

The Council would be best placed to ensure this methodology is used in the assessment, use and reporting of benefits and measures as the OneCouncil implementation 

progresses. 

DMAIC relies on three Key Principles:

1. Logical and rigorous project management

2. Decisions based on facts and data whenever possible

3. Teamwork, ongoing coaching and engagement of staff

DMAIC is used to solve problems that:

• Are aligned with the organisational needs

• Are re-occurring and repetitive

• Have tried to be solved in the past

• May not have a known root cause

Continuous Improvement Cycle
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Benefits Realisation Framework
Success Factors

• Baselines for current processes are recorded to identify 

improvement in the new system

• All data is captured in OneCouncil to provide greater access 

to data and improved reporting capability

• Specific functional improvements as a result of the 

OneCouncil implementation are identified

• Specific owners responsible and accountable for driving the 

BRP and individual measures assigned to them are identified

• The current organisation structure is reviewed to identify 

opportunities for improvement

• Stakeholders are provided buy-in through continued 

involvement in the implementation of OneCouncil 

• Training and development opportunities increased

• A method of communication is established that clearly and 

consistently informs relevant stakeholders about the 

implementation of the BRP and OneCouncil

DATA GOVERNANCE CHANGE PROGRAM

Active and Visible Leadership

Critical to the success of the BRF is evidence of Active and Visible Leadership. It will provide clear direction for staff, some of whom 

will be involved in the reporting the benefits and others who will be impacted in the way they undertake their current roles. Staff 

will need to be clarity on the reasons and need for change, and the measurement of benefits and how these deliver for the 

community. This will be achieve through the baselining of data, the governance of the project which will provide accountability for 

driving the change and a significant change program.

These components, as described below are the three significant elements which form the basis of a successful and fully supported 

implementation.

The implications of not embedding data, governance and change programs:

Data Governance Change management 

» Decisions are made without a clear understanding of the data 

or the story that the data is telling the Council 

» Failure to understand the benefits, both tangible and 

intangible

» Missed opportunities to improve as a result of not collecting 

or understanding the data  

» The Council is not clear on roles and responsibilities and 

therefore the implementation of OneCouncil stalls and the 

benefits are not realised  

» There is no accountability and regular reporting against the 

agreed measures to the Council

» Matters that need earlier intervention are not resolved and 

impact the success of the implementation

» Failure to successfully embed change creates a risk that 

benefits will not be optimised

» Failure to consider the impact on stakeholders through the 

changes to organisational processes and technology may 

result in a new capability failing

» Benefits management should be a collaborative activity with 

stakeholders

Data

Governance

Change 

Program
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Benefits Realisation Framework
Measurement categories

PEOPLE SAFETYCOMMUNITY QUALITYEFFICIENCY COST

PEOPLE PLACE PROSPERITY

Efficiency and Innovation Responsible local spendingGreat Customer Experiences Reducing debt and increasing incomeSafe and sustainable workplacesEngaged and Supported Staff

The BRF provides alignment of the measure categories to the Corporate Key Result Areas which also align to the Community Plan Themes. This alignment of  measures 

to the Council Vision plays a role in communicating to staff the importance of strategic alignment.

The benefit of having measures that can align to six categories is that it provides an opportunity to consider measures that are related to other areas such as community 

and quality – not just cost. This is important to acknowledge and understand, as improved performance in the other areas of the organisation will ultimately drive a 

range of benefits, both financial or non-financial. 

Community Plan Themes

Corporate Key Result Areas

The measures that fall under this 

category include training, staff 

satisfaction, recruitment and 

absenteeism

Any workplace health and safety related 

measures are aligned to this category

Any measures that impact community 

will belong here such as customer 

satisfaction

measures such as those that look at 

process adherence and compliance will 

align to Quality 

Measures where an efficiency can be 

achieved will belong within this category.  

Where an activity will impact cost ,the 

measure to support the management of 

that activity will belong in this category. 

measure

Categories



Appendix 2 - Benefits Realisation Measures
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Benefits Realisation Measures
The development of the BRP metrics was based on Deloitte’s experiences and Council input
A performance measure (KPI / metric) is a quantification that provides objective evidence of the degree to which a performance result is occurring over time.

Benefits realisation measures are developed to assist in the measuring of benefits during the implementation and post implementation of OneCouncil. The process to develop the BRP metrics commenced with the 

one-on-one sessions with Council Executive / Directors and Managers and understanding what benefits they believed would be realised through the implementation of OneCouncil.  In total, three Executive sessions 

were held and nine Manager sessions were held.  Once all one-on-one sessions were completed, the information obtained was used to design a workshop pack that was distributed to the Manager and Team 

Leader groups to workshop potential metrics. 

In addition, to identifying metrics based on the outcomes from the one-on-one sessions, Deloitte was able to provide example metrics from similar organisations where Deloitte has worked alongside organisations 

as they have implemented large scale ERP solutions.  The Deloitte Enterprise Value Map was also referenced and the end result was an extensive list of DRAFT metrics.  This list of metrics was used as the basis for 

the workshops to drive discussion and were aligned to the BRF. The metrics were developed further during workshops to align with the Council priorities for benefits associated with each individual module of 

OneCouncil.

The CoO should use this list of metrics as a guide on the measures typically used to monitor over the course of an ERP implementation. 

Twelve one-on-one 

sessions were held 

across the Executive / 

Director and Manager 

Group

Outcome: Gathering of 

information about 

implementation to date,  

perceived potential 

benefits and baselining 

activities already 

undertaken. 

A total of four 

Workshops were held 

across the Manager and 

Team Leader Group to 

review the BRF and 

identified measures

Outcome: BRF and BRP 

measures reviewed, 

discussed and 

workshopped. 

Additional feedback 

sessions were held with 

staff that wanted to 

further discuss the 

measure list  

Outcome: Measures 

reviewed to ensure 

connection of measures 

with business 

operations. 

The key component of the final deliverable 

are the measures that have been developed 

to support the benefits that OneCouncil will 

deliver.

A Benefits Realisation Framework (BRF) was 

established to articulate the connection the 

BRP has with the OneCouncil 

implementation and measures identified

Deloitte ERP implementations measures and 

the Deloitte Enterprise Value Map were used 

to develop the initial measure list
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Phase 1 Phase 2 Phase 3

Finance HRP Procurement Asset Management Property & Rating

Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

Elimination of current 

manual and paper-based 

finance processes. 

Reduced duplication of 

effort by removing the 

use of multiple systems 

and support processes. 

Automation and 

consolidation will 

provide streamlining of 

processes and operations

Average Purchase Order process – time taken
Finance and 

Commercial
Financial Management Team Leader Efficiency Productivity improvement

Month end closure – days taken
Finance and 

Commercial

Financial Management
Manager Efficiency Productivity improvement

Quarterly council reporting – days taken
Finance and 

Commercial

Financial Management
Manager Efficiency Productivity improvement

Average time to process an invoice – on a 

purchase order

Finance and 

Commercial

Financial Management
Team Leader Efficiency Productivity improvement

Average time to process an invoice – not on a 

purchase order

Finance and 

Commercial
Financial Management Team Leader Efficiency Productivity improvement

Chart maintenance – time spent
Finance and 

Commercial
Financial Management Team Leader Efficiency Productivity improvement

Software licensing spend 

and complexity can be 

reduced due to the level 

of disparate systems 

currently present within 

COO

OneCouncil will provide 

a consolidated platform 

for COO, removing the 

need for separate 

systems and applications 

Annual software licensing spend Organisation Financial Management Executive Cost OPEX

Number of applications sitting outside of 

OneCouncil
Organisation Financial Management All Cost Cost avoidance

Improved financial 

forecasting practices and 

accuracy by improving 

data quality

Stronger forecasting 

capabilities will be 

achieved through more 

robust data and 

processes

Operating surplus / deficit position in relation to 

budget
Organisation Financial Management Manger Efficiency Performance improvement

Annual business plan budget adherence Organisation Financial Management Manager Efficiency Performance improvement

The following pages provide detail of the opportunities to be monitored through the implementation of OneCouncil.  Further detail is also provided on the calculation to be 
used for each measure.

Benefits Realisation Measures
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Phase 1 Phase 2 Phase 3

Finance HRP Procurement Asset Management Property & Rating

Measure

Target / 

industry 

standard

Calculation Benefit Category Notes

Average Purchase Order process –

time taken

40% 

reduction
End to end time taken to process a purchase order on average Productivity improvement

Begins once Purchase order is lodged and ends once approved. 

Once this average time is calculated, converting to a unit cost is 

straightforward. 

Month end closure – days taken 3 days Total days taken to complete month end closure Productivity improvement N/A

Quarterly council reporting – days

taken
7 days Total days taken to complete the Quarterly council reporting Productivity improvement N/A

Average time to process an invoice 

– on a purchase order
6 hours End to end time taken to process an invoice on a purchase order Productivity improvement Time between receiving the invoice and payment being made

Average time to process an invoice 

– not on a purchase order
2 days

End to end time taken to process an invoice not on a purchase 

order
Productivity improvement Time between receiving the invoice and payment being made

Chart maintenance – time spent N/A Average time spent on chart maintenance activities / period Productivity improvement N/A

Annual software licensing spend N/A Total software licensing costs for the year OPEX

This will include fixed yearly fees + variable fees (No. of licenses x 

Cost per license). Ownership of this measure can sit jointly with IT if 

desired. 

Number of applications sitting

outside of OneCouncil
N/A

Total number of applications sitting outside of OneCouncil within 

the organisation
Cost avoidance

The Council should look to minimise this figure, in order to fully 

experience the benefits of having a single, integrated solution.

Operating surplus / deficit position 

in relation to budget
85%

Difference between budgeted and actual position / budgeted 

position
Performance improvement N/A

Annual business plan budget 

adherence
90% Actual spend / Business plan budgeted spend Performance improvement N/A

Benefits Realisation Measures
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Phase 1 Phase 2 Phase 3

Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

Streamlining and 

automation of HR 

practices and processes 

that are currently very 

manual, time consuming, 

inaccurate and outdated. 

OneCouncil will provide 

an automated and 

paperless Employee Self 

Service system which will 

deliver several 

efficiencies across 

payroll, timesheets and 

leave management.

In addition to this, 

Executive and 

Management will have 

visibility over key 

measures such as total 

leave entitlement liability, 

and will have data that 

will enable efficient 

management and 

decision making.

Absenteeism rate Organisation Human Capital Management All People Productivity improvement

Employee turnover rate Organisation Human Capital Management All People Cost avoidance

Total leave entitlement liability Organisation Human Capital Management Executive People Cost avoidance

Number of employees with greater than EBA 

threshold of leave
Organisation Human Capital Management Executive People Cost avoidance

Total TOIL entitlement liability Organisation Human Capital Management Executive People Cost avoidance

Operational development spend per year Organisation Human Capital Management Manager People OPEX

Learning & development spend per year Organisation Human Capital Management Manager People OPEX

Recruitment spend per year Organisation Human Capital Management Executive People Cost avoidance

Ratio of employees on contracts vs FTE’s Organisation Human Capital Management Manager People Performance improvement

Planned training completion rate for operational 

development
Organisation Human Capital Management Manager People Productivity improvement

Planned training completion rate for learning 

and development
Organisation Human Capital Management Manager People Productivity improvement

With current work 

practices being highly 

administrative and 

manual, there is an 

opportunity to upskill 

and re-allocate staff once 

efficiencies are realised 

through OneCouncil

OneCouncil will provide 

automation of manual 

tasks that previously 

required human input to 

complete. This 

transformation will 

enable staff to transition 

into strategic roles

Staff re-allocation rate Organisation Human Capital Management Manager People Productivity improvement

Staff satisfaction rate Organisation Human Capital Management Executive People Productivity improvement

Operational development spend per year Organisation Human Capital Management Manager People OPEX

Learning & development spend per year Organisation Human Capital Management Manager People OPEX

Finance HRP Procurement Property & RatingAsset Management
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Measure

Target / 

industry 

standard

Calculation
Benefit 

Category
Notes

Absenteeism rate
4% on 

average
Average missed workdays in period / total workdays in period

Productivity 

improvement

Missed workdays account only for unplanned missed days, such as sick leave. Does not include authorised 

and planned absence, such as leave.

Employee turnover rate 12% Number of staff departures / Total staff Cost avoidance N/A

Total leave entitlement liability N/A Sum of value of all employee leave entitlement balances Cost avoidance
Currently have no visibility of this and will allow Executive to manage this balance. Can average per employee 

if desired to provide a different insight.

Number of employees with greater than 

EBA threshold of leave
0 Number of FTE with total leave balances exceeding EBA dictated threshold Cost avoidance

This threshold is the point at which the City of Onkaparinga can begin managing an employees leave balance. 

This is 8 weeks as per the current EBA.

Total TOIL entitlement liability N/A Sum of value of all TOIL entitlements owed Cost avoidance Currently have no visibility of this and will allow Executive to manage this balance

Operational development spend per year N/A Sum of all operational development spend per year OPEX This includes costs of instructors, material, facility, food, lodging and travel costs. Can be divided per FTE also.

Learning & development spend per year N/A Sum of all learning and development (regulatory/compliance) spend per year OPEX As above. 

Recruitment spend per year N/A Total recruitment costs per year Cost avoidance
This includes recruiter salaries, referral incentives, interview costs, agency fees, advertising costs, event costs, 

travel costs etc.

Ratio of employees on contracts vs FTE’s 30% Number of FTE on contract / Total FTE
Performance 

improvement

May not be influenced by OneCouncil implementation, but will be a lot easier to monitor and manage the FTE 

balance. Required as per EBA. 

Planned training completion rate for 

operational development
95% Attendance / total required attendance

Productivity 

improvement
N/A

Planned training completion rate for 

learning and development
95% Attendance / total required attendance

Productivity 

improvement
N/A

Staff re-allocation rate N/A Total number of stall re-allocated / Total staff
Productivity 

improvement

This will not necessarily provide a direct benefit, but expect it to be higher following implementation and 

decrease over time before plateauing. High reallocation at first will also indicate that OneCouncil is freeing up 

staff from administrative roles to strategic roles.

Staff satisfaction rate 80%
Total number of staff indicating 'satisfied' on internal surveys / Total number of 

staff who participated in the surveys

Productivity 

improvement

Staff doing more strategic work may lead to an increase. Although this is not in the system, is enabled by the 

implementation. This may be information gathered from 4-yearly Healthchecks plus Pulse checks.

Operational development spend per year N/A Sum of all operational development spend per year OPEX This includes costs of instructors, material, facility, food, lodging and travel costs. Can be divided per FTE also.

Learning & development spend per year N/A Sum of all learning and development (regulatory/compliance) spend per year OPEX As above. 

Benefits Realisation Measures
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Phase 1 Phase 2 Phase 3

Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

Streamlining and 

automation of HR 

practices and processes 

that are currently very 

manual, time consuming, 

inaccurate and outdated. 

OneCouncil will provide 

an automated and 

paperless Employee Self 

Service system which will 

deliver several 

efficiencies across 

payroll, timesheets and 

leave management.

In addition to this, 

Executive and 

Management will have 

visibility over key 

measures such as total 

leave entitlement liability, 

and will have data that 

will enable efficient 

management and 

decision making.

Average recruitment spend per person
Corporate and City 

Services
Human Capital Management Manager Cost OPEX

Time taken to fill a vacancy
Corporate and City 

Services
Human Capital Management Manager People Productivity improvement

Overtime hours worked Organisation Human Capital Management All Efficiency Cost avoidance

Casual hours worked Organisation Human Capital Management All Efficiency Cost avoidance

Leave request process – time taken Organisation Human Capital Management Manager Efficiency Productivity improvement

Payroll (including leave) accuracy – re-work rate Organisation Human Capital Management Team Leader People Productivity improvement

Missing leave requests Organisation Human Capital Management Team Leader People Productivity improvement

On-time submission rate of timesheets Organisation Human Capital Management Team Leader People Productivity improvement

Number of redundant tasks identified Organisation Human Capital Management Team Leader Efficiency Productivity improvement

Focus of FTE change to service delivery and 

support
Organisation Human Capital Management All Cost Productivity improvement

Finance HRP Procurement Property & RatingAsset Management

Benefits Realisation Measures DRAFT
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Measure
Target / industry 

standard
Calculation Benefit Category Notes

Average recruitment spend per person $4,500
Total recruitment costs / Total 

number of hires
OPEX

This includes recruiter salaries, referral incentives, interview costs, agency fees, advertising 

costs, event costs, travel costs etc.

Time taken to fill a vacancy 41 working days

Working days between date of 

approval for a position to be filled to 

the date when a candidate accepts 

the offer

Productivity improvement N/A

Overtime hours worked N/A
Total hours worked - Normal working 

hours
Cost avoidance This can be applied to each team across COO and the data can be filtered as desired.

Casual hours worked N/A Sum of all casual hours worked Cost avoidance As above. 

Leave request process – time taken N/A
End to end time taken to lodge and 

process a leave request
Productivity improvement Should greatly reduce - this will demonstrate the benefits taken per leave request.

Payroll (including leave) accuracy – re-

work rate
5%

Total number of payroll re-works 

required / Total payroll submissions
Productivity improvement N/A

Missing leave requests 1%

Number of days of leave requested 

on the system / Total number of days 

of leave taken

Productivity improvement This would be aligned to the report that already exists

On-time submission rate of timesheets 98%
Number of timesheets submitted on-

time / Total timesheets due
Productivity improvement

This is required to ensure that other processes are able to run on time, e.g. financial 

reporting and payroll reporting

Number of redundant tasks identified N/A
Total number of redundant tasks 

identified
Productivity improvement N/A

Focus of FTE change to service delivery 

and support
N/A

Number of services delivery FTE 

increase to meet strategic need of 

the Council

Productivity improvement N/A

Benefits Realisation Measures
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Phase 1 Phase 2 Phase 3

Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

Creation of an Approved 

Supplier List which 

reduces the risk of 

fraudulent activities that 

could impact savings to 

be potentially realised 

through strategic 

procurement

The development of an 

Approved Supplier List 

and the associated 

governance will minimise 

risk of fraud and enable 

COO to better 

understand their cost. 

COO will also be better 

placed when negotiating 

contracts.

Approved supplier adherence
Finance and 

Commercial
Supply Chain Management Manager Quality Cost avoidance

Contract obligations compliance rate
Finance and 

Commercial
Supply Chain Management Team Leader Quality Cost avoidance

Strategic procurement savings
Finance and 

Commercial
Supply Chain Management Manager Cost Cost avoidance

Finance HRP Procurement Property & Rating

Benefits Realisation Measures

Asset Management
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Measure Target / industry standard Calculation Benefit Category Notes

Approved supplier adherence N/A

Number of purchases made 

through approved suppliers / Total 

number of purchases

Cost avoidance

Currently do not have a list of approved suppliers. OneCouncil will 

provide capacity for staff to complete strategic procurement tasks such 

as this. Having approved suppliers should decrease costs and remove 

opportunity for fraud

Contract obligations compliance rate 100%
Contracts complied with / Total 

number of contracts
Cost avoidance

This is in relation to compliance with obligations imposed by contracts 

entered into by COO.

Strategic procurement savings N/A
Sum of all savings attributable to 

strategic procurement
Cost avoidance N/A

Benefits Realisation Measures
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Phase 1 Phase 2 Phase 3

Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

Shifting from periodic 

maintenance to

maintenance when 

scheduled, reducing 

overall cost and effort.

Better understanding of 

assets and utilising 

preventative

maintenance

Asset preventative maintenance attainment City Operations Asset Management Executive Efficiency Cost avoidance

Cost of asset management City Operations Asset Management Executive Cost Cost avoidance

Asset unplanned down-time City Operations Asset Management Team Leader Efficiency Productivity improvement

Asset utilisation City Operations Asset Management Team Leader Efficiency Performance improvement

Improved understanding 

of the organisation’s 

portfolio of assets, 

improving forecasting 

capability

Better understanding of 

assets and ability to 

more accurately forecast

Asset preventative maintenance attainment City Operations Asset Management Executive Efficiency Cost avoidance

Asset forecasted use accuracy City Operations Asset Management Team Leader Efficiency Productivity improvement

Raw materials on-hand accuracy City Operations Asset Management Team Leader Efficiency Cost avoidance

Asset unplanned down-time City Operations Asset Management Team Leader Efficiency Productivity improvement

Inventory management cost City Operations Asset Management Team Leader Cost Productivity improvement

To move finance (asset 

management) processes 

away from their current 

state of being very 

manual and paper-

based. Reduction in 

duplication of effort due 

to the current various 

systems that are used. 

Automation and 

consolidation will 

provide streamlining of 

processes and operations

Cost of capitalisation City Operations Asset Management Team Leader Cost Performance improvement

Cost of depreciation City Operations Asset Management Team Leader Cost Performance improvement

Amount of surplus City Operations Asset Management Manager Cost Performance improvement

Amount of carry-forwards City Operations Asset Management Manager Cost Performance improvement

Asset sustainability ratio City Operations Asset Management Manager Cost OPEX

Asset consumption ratio City Operations Asset Management Manager Cost OPEX

Better management of 

projects and project 

benefits.  Standardisation 

of project methodology.

OneCouncil will provide 

better overview of 

benefits achieved as well 

as appropriate stage 

gates and overall 

visibility of project status. 

Projects delivered on time Organisation Program & Project Management All Efficiency Productivity improvement

Projects delivered on budget Organisation Program & Project Management All Cost Cost avoidance

Finance HRP Procurement Property & RatingAsset Management

Benefits Realisation Measures



38
© 2019 Deloitte Risk Advisory Pty Ltd. All rights reserved. Benefits Realisation Plan 

Phase 1 Phase 2 Phase 3

Finance HRP Procurement Property & RatingAsset Management

Measure

Target / 

industry 

standard

Calculation

Benefit Category

Notes

Asset preventative maintenance attainment N/A

Number of preventative maintenance activities 

undertaken / Total number of preventative 

maintenance scheduled

Cost avoidance
This should include ALL assets but can be filtered by team and/or by asset, to as granular a level as 

required

Cost of asset management N/A Sum of all costs associated with asset management Cost avoidance As above.

Asset unplanned down-time 15%
Unplanned down-time on assets / Total amount of 

time available
Productivity improvement As above.

Asset utilisation N/A Asset time utilised / Total asset time available Performance improvement As above.

Asset preventative maintenance attainment N/A

Number of preventative maintenance activities 

undertaken / Total number of preventative 

maintenance scheduled

Cost avoidance
This should include ALL assets but can be filtered by team and/or by asset, to as granular a level as 

required

Asset forecasted use accuracy 85% Forecasted asset use time / Actual asset use time Productivity improvement As above.

Raw materials on-hand accuracy 85%
Actual quantity of raw material on-hand / System 

quantity of raw material
Cost avoidance This is essentially a stock-take accuracy measure

Asset unplanned down-time 15%
Unplanned down-time on assets / Total amount of 

time available
Productivity improvement

This should include ALL assets but can be filtered by team and/or by asset, to as granular a level as 

required

Inventory management cost N/A Total costs associated with inventory management Productivity improvement This includes storage, capital costs, insurance, inventory service etc.

Cost of capitalisation N/A Total capitalisation costs Performance improvement Based on accounting standards adopted by the council

Cost of depreciation N/A Total depreciation costs Performance improvement As above.

Amount of surplus N/A Total income - total expenditure Performance improvement N/A

Amount of carry-forwards N/A
Total dollar value of carry-forwards at end of 

financial year
Performance improvement Based on accounting standards adopted by the council

Benefits Realisation Measures
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Measure

Target

/ 

industr

y 

standa

rd

Calculation OPEX Notes

Asset Sustainability ratio 90%
Capital expenditure on renewal or replacement of 

assets/ Optimal level of such expenditure
OPEX The optimal level is as set out in the Infrastructure and Asset Management Plan 

Asset consumption ratio 75% Current value of assets / Replacement  cost of assets Productivity improvement N/A

Projects delivered on time 90%
Number of projects completed within budgeted time / 

Total number of projects completed
Cost avoidance N/A

Projects delivered on budget 90%
Number of projects completed within budgeted costs / 

Total number of projects completed
OPEX N/A

Benefits Realisation Measures
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Opportunity Solution Measure Ownership PwC Category Alignment Responsibility Measure Type Benefit Category

More efficient end-to-

end handling of 

customer enquiries as 

well as better oversight 

and visibility of key 

measures

Streamlining of 

operations and processes 

as well as stronger and 

more efficient reporting 

capabilities

Customer call – average handling time
Community 

Relations
Land Information Systems Team Leader Customer Productivity improvement

Customer call abandonment rate
Community 

Relations
Land Information Systems Team Leader Customer Community experience

Customer request first call resolution rate
Community 

Relations
Land Information Systems Manager Customer Community experience

Customer call duration
Community 

Relations
Land Information Systems Team Leader Customer Productivity improvement

Customer service level
Community 

Relations
Land Information Systems Team Leader Customer Community experience

Customer call cost
Community 

Relations
Land Information Systems Manager Cost OPEX

Customer satisfaction
Community 

Relations
Land Information Systems Executive Customer Community experience

Customer call volume
Community 

Relations
Land Information Systems Manager Customer Productivity improvement

More efficient planning 

application process 

Streamlining of the

process and a reduction 

of turnaround times

Planning approval turnaround time
Finance and 

Commercial
Land Information Systems Manager Customer Community experience

Number of enquiries per planning application
Finance and 

Commercial
Land Information Systems Team Leader Customer Community experience

Number of resubmissions per application
Finance and 

Commercial
Land Information Systems Team Leader Customer Community experience

More efficient debt 

collection

More efficient operations 

and shorter overdue 

periods

Average debt overdue period
Finance and 

Commercial
Financial Management Team Leader Efficiency Income generation

Percentage of debt overdue
Finance and 

Commercial
Financial Management Team Leader Efficiency Income generation

Finance HRP Procurement Property & Rating

Benefits Realisation Measures
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Measure

Target

/ 

industr

y 

standar

d

Calculation Benefit Category Notes

Customer call – average handling time N/A Time taken for call handling Productivity improvement This begins when the call is answered, and finishes when the clerical duties in system are complete

Customer call abandonment rate 12% Total number of calls abandoned within a period Community experience N/A

Customer request first call resolution rate 75%
Number of requests resolved on first contact / Total 

number of requests
Community experience N/A

Customer call duration
1.7 

mins
Sum of call time across all calls / Total number of calls Productivity improvement N/A

Customer service level 99%
Number of calls answered within 30 seconds / total 

number of calls
Community experience N/A

Customer call cost N/A Total costs associated with managing calls OPEX This includes staff salary, telephone charges etc.

Customer satisfaction 85% Number of ratings as "good" / Total number of ratings Community experience Surveys to be conducted to understand this

Customer call volume N/A Number of customer calls in a given period Productivity improvement N/A

Planning approval turnaround time N/A
Average time taken for planning approval to be turned 

around
Community experience

This period is from when the application is submitted to when it is approved. This will be linked also to 

ICT reform

Number of enquiries per planning 

application
N/A Number of enquiries made per approval request Community experience N/A

Number of resubmissions per application N/A Number of resubmissions required per application Community experience N/A

Average debt overdue period N/A Average time taken for debts to be repaid once overdue Income generation N/A

Percentage of debt overdue N/A
Number of debts overdue / Total number of debts owed 

to COO
Income generation Note that this does not relate to the size of the debt

Benefits Realisation Plan
Measures
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Week 1 2 3 4 5 6 7 8

Weekly Status Updates

Scoping and benefits 

identification

Detailed analysis and 

quantification

BRP

The purpose of this engagement was to work alongside the Council to examine current practices and inform the leadership 

where opportunities exist in terms of productivity, operational expenditure reductions and income generation improvement 

and have these incorporated into the Benefits Realisation Plan with stakeholder consultation throughout the process. 

To help Deloitte understand the Council’s readiness for OneCouncil, Executive and Manager one-on-one sessions were held. 

To further develop the set of measures that were prepared, Manager and Team Leader Workshops were conducted with very 

high levels of attendance and engagement.

It is important to note that we had to alter our proposed engagement approach based on the outcomes from the Executive 

and Manager one-on-one sessions. This ensured that we delivered on the expectations of the Council. Based on this additional 

workshops with Team Leaders were held, these workshops had a significant positive impact to progress the change 

management work being undertaken by the Council. 

Planning

• Conduct Manager and Team 

Leader Workshops to discuss 

opportunities for benefit 

realisation

• Prepare a concise list of  

measures aligned to the BRF 

and OneCouncil Modules

• Understand COO current state 

practices and benefits tracking 

through Executive and 

Manager one-on-one sessions

Benefits Realisation Plan
Purpose
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