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1. EXECUTIVE SUMMARY 
 

The Town of Bassendean committed to conducting a Service Level Review, to better 

understand “business as usual” so that scare resources can be allocated more 

effectively and, in an effort, to reallocate municipal funds from operations to renewal 

reserves thereby reducing impact on rate increases. The in-house process saved 

$60,000 in consulting fees and has ensured Directors have greater oversight and 

ownership over the outcomes of the Review.     

The CEO's vision for the Service Level Review was to assess all aspects of the 

business to ensure that all the services, activities and projects that are undertaken are 

done so in an efficient and effective manner and consider performance and whole of 

life costs.   

The review was a systematic process to evaluate the efficiency, effectiveness, and 

quality of council services, with the goal of identifying areas for improvement and 

ensuring that services align with community needs and expectations. The review 

covered both internal services (supporting functions like finance and HR) and external 

services (those directly provided to the community, like youth at risk).  

The Australian Centre of Excellence for Local Government has produced a 

comprehensive Service Delivery Review Manual which formed the basis of the internal 

review. 

The Service Level Review has been conducted over two financial years with those 

areas identified as quick wins undergoing change in 2023/24 and more complex areas 

being completed in 2024/25. Children Services will be completed in the 2025/26 

financial year.   

2. STRATEGIC OBJECTIVES 

The Service Review was required to deliver the following outcomes: 

• Systems and services that: 

o meet the Town’s obligations and expectations; 

o are the most efficient and effective use of our available resources; 

o have defined value, and efficiency improvements are able to be 

measured; 

o are customer centred; 

o are designed for ongoing improvement and agility; 

o support a safe work environment. 

• An organisational structure that best meets the requirements of the 

Council Plan; 

• Staff that are actively engaged in a positive change program. 
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3. PURPOSE 

The aim of this document is to: 

• Report on the findings of the review; 

• Present conclusions based on quantitative and qualitative data obtained; and 

• Outline structural changes for a new operating model. 

 

It should be noted that one area of the organisation that has not been subject to this review 
is Children Services.  This business unit will require a more detailed and complex review, 
which is underway. 

4. BACKGROUND 

The Town of Bassendean has largely been operating with established patterns of work 

for over 10 years. There have been some changes to structure, but they did not change 

the fundamental way the Town operated. 

The new CEO understands that service reviews are vital processes to ensure local 

government services are: 

• appropriate – that is, services meet current community needs and wants, and 

can be adapted to meet future needs and wants; 

• effective – that is, councils deliver targeted, better-quality services in new ways; and 

• efficient – that is, councils improve resource use (people, materials, plant and 

equipment, infrastructure, buildings) and redirect savings to finance new or 

improved services. 

• essential or discretionary – is the service a core local government responsibility 

or a discretionary service; 

 

The key benefits of a service delivery review can include: 

• increased efficiency and refocusing of often limited resources; 

• alignment of services with community needs; 

• improved quality of service provision; 

• cost savings and potential income generation; 

• a more systematic approach to understanding future community needs 

• increased capacity of staff to respond to the changing needs of the community; 

• partnerships and networks with other local governments and service providers;  

• staff who work more cooperatively across departments; and 

• a greater understanding of operations (BAU) by staff and elected members. 

 

5. METHODOLOGY 
 

The methodology used to conduct the review is outlined below. 

• Identify the unique service areas within the organization and quantify the existing 
FTE / FTE costs and the service outputs for each service area. 

• Review of the service area to identify levels of service and mode of delivery options 
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and make an assessment as to the appropriateness of the current FTE and material 
s and contracts allocations. 

• Collection of information about each subservice i.e. statistical data; financial data; 
span of hours and qualitative assessment of outputs and where necessary benchmark 
these with other LGA.  

• A desktop review of documentation held within the service area, including 

policies, procedures, structures and responsibilities; 

• Executive assessment of the solutions and options for change; 

• Identification of solutions that could be quickly implemented in collaboration 

with service owners; 

• Documentation and review of findings and recommendations by CMC; and 

• Council Workshop / OCM Item for decision. 

 

6. STRATEGIC ALIGNMENT. 
 
Service Delivery Model 

 

The Service Level Review is linked to the Council Plan through the following outcomes and 
strategies: 

• 9.1 Continuously improve operational performance and service delivery. 

 

The service Level Review is also a key deliverable of the CEO, via the CEO Key 
Performance Indicators.  

 

• 1.1 Complete the SLR process for the whole of the organization to inform the 2025/26 

Budget and Workforce Plan. 

•  1.2 Continue to increase organisational capacity (within budget) whilst prioritising the 

focus on key service areas. 

• 5.2 Develop budget and reporting against the Service Level Plans to provide greater clarity to 

Council on salaries and wages, materials and contracts expenditure, discretionary 

expenditure, together with a general overview of BAU (Business as Usual) expenditure and 

annual variations in BAU expenditure going forward. 

 

The table below provides a summary of the sub services, their outputs and related resources 
for 2023 and 2024. 
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7. BENCHMARKING 
 

Whilst benchmarking was undertaken by some services, including Library Services, 

Verge Mowing and Customer Services Opening Hours. An internal assessment was 

made to ascertain the minimum level of resources required to deliver the required 

services unique to Bassendean. 

The number of staff required to perform is directly related to the Competency, Capability 

and Capacity of the employees engaged to undertake the task. For example, a trainee 

may have Capacity and Capability but lack the Competency to perform the task to the 

required level.  

The Town’s business units have been assessed, and with changes already made and the 

changes proposed in this report, the total FTE count for the organisation as at July 1st, 

2025, are considered the minimum required to operate effectively.     

8. FTE  CHANGES 
 

The review identified a number of services where changes were required. The specifics 
of the changes are listed for each of the by Directorate. 
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Children Services 

This area requires a more complete review undertaken by a specialist, and council has 

been briefed in this regard. The findings will be presented to Council in Q3 of 2025. 
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