- AGENDA
CORPORATE SERVICES COMMITTEE
7 MARCH 2024

DUBBO REGIONAL
COUNCIL

MEMBERSHIP: Councillors J Black, L Burns, S Chowdhury, M Dickerson, V
Etheridge, J Gough, R Ivey, D Mahon, P Wells and M Wright.

The meeting is scheduled to commence at 5.30 pm.

Page

csc24/1 LEAVE OF ABSENCE (ID24/51)

CsC24/2 CONFLICTS OF INTEREST (ID24/52)
In accordance with their Oath/Affirmation under the Act, and
Council’s Code of Conduct, Councillors must disclose the nature of
any pecuniary or non-pecuniary interest which may arise during the
meeting, and manage such interests accordingly.

CSC24/3 REPORT OF THE FINANCIAL PERFORMANCE COMMITTEE -
MEETING 16 NOVEMBER 2023 (ID24/285) 3
The Committee had before it the report of the Financial
Performance Committee meeting held 16 November 2023.

CSC24/4 REPORT OF THE WELLINGTON TOWN COMMITTEE - MEETING 11
DECEMBER 2023 (1D24/113) 6
The Committee had before it the report of the Wellington Town
Committee meeting held 11 December 2023.

CSC24/5 REPORT OF THE FINANCIAL PERFORMANCE COMMITTEE -
MEETING 6 FEBRUARY 2024 (ID24/432) 11
The Committee had before it the report of the Financial
Performance Committee meeting held 6 February 2024.
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CORPORATE SERVICES COMMITTEE - 7 MARCH 2024

AGENDA

CsC24/6

csc24/7

MONTHLY REPORTING SNAPSHOT FOR COUNCILLORS -
DECEMBER 2023 AND JANUARY 2024 (1D24/409)

The Committee had before it the report dated 26 February 2024
from the Corporate Strategy Performance Coordinator regarding
Monthly Reporting Snapshot for Councillors - December 2023 and
January 2024.

VALUE TO NEGOTIATE WITH THE DUBBO RSL FOR THE OLD
DUBBO BOWLING CLUB UPDATE (1D24/412)

The Committee had before it the report dated 26 February 2024
from the Director Organisational Performance regarding Value to
Negotiate with the Dubbo RSL for the Old Dubbo Bowling Club
Update.

In accordance with the provisions of Section 9 (2A) of the Local
Government Act 1993 the Chief Executive Officer is of the opinion
that consideration of this item is likely to take place when the
meeting is closed to the public for the following reason: commercial
information of a confidential nature that would, if disclosed, confer
a commercial advantage on a competitor of the Council (Section
10A(2)(d)(ii)).

CORPORATE SERVICES COMMITTEE
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CORPORATE SERVICES COMMITTEE
CsC24/3

7 MARCH 2024

Report of the Financial Performance

dﬂ Committee - meeting 16 November 2023

DUBBO REGIONAL AUTHOR: Governance Team Leader
COUNCIL REPORT DATE: 14 February 2024

The Council had before it the report of the Financial Performance Committee meeting held
16 November 2023.

RECOMMENDATION

That the report of the Financial Performance Committee meeting held on 16 November
2023, be noted.
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CORPORATE SERVICES COMMITTEE

7 MARCH 2024 CSC24/3

H REPORT
- FINANCIAL PERFORMANCE COMMITTEE
16 NOVEMBER 2023

DUBBO REGIONAL
COUNCIL

PRESENT: Councillors M Dickerson, M Wright, R Ivey, the Director Organisational
Performance, the Chief Executive Officer and the Chief Financial Officer.

ALSO IN ATTENDANCE:

The Director Strategy, Partnerships and Engagement, the Director Community, Culture and
Places, the Corporate Strategy and Performance Coordinator and the Executive Officer
Organisational Performance.

Councillor M Wright assumed the Chair of the meeting.

The proceedings of the meeting commenced at 8.04 am.

FP23/30 ACKNOWLEDGEMENT OF COUNTRY (ID23/2683)
Councillor M Wright delivered an Acknowledgement of Country.

FP23/31 LEAVE OF ABSENCE (ID23/2684)
There were no requests for leave of absence.
R Ivey attended via Audio-Visual link.

FP23/32 CONFLICTS OF INTEREST (ID23/2723)
There were no Conflicts of Interest declared.

FP23/33 REPORT OF THE FINANCIAL PERFORMANCE COMMITTEE - MEETING 19
SEPTEMBER 2023 (1D23/2734)

The Committee had before it the report of the Financial Performance Committee meeting

held 19 September 2023.

RECOMMENDATION

That the report of the Financial Performance Committee meeting held on 19 September
2023, be adopted.
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024 CSC24/3

FP23/34 DRAFT SEPTEMBER 2023 QUARTERLY BUDGET REVIEW STATEMENTS (QBRS)
(1D23/2675)

The Committee had before it the report dated 8 November 2023 from the Director

Organisational Performance regarding Draft September 2023 Quarterly Budget Review

Statements (QBRS).

RECOMMENDATION

1. That the Quarterly Budget Review Statements as at 30 September 2023, as attached
to this report be noted.

2. That a notes coding methodology be included in future finance reporting to provide
more clarity.

3. That the Committee presentation be provided on the Hub 2 days prior to the meeting
date.

FP23/35 FINANCIAL SUSTAINABILITY REVIEW - NEXT STEPS (ID23/2715)
The Committee will receive a presentation from the Director Organisational Performance
regarding this matter.

RECOMMENDATION

1. That Council develop an Organisational Sustainability Review and Improvement Plan,
as part of the development of the 2024/2025 Operational Plan and Budget process.

2. That item (CSC23/65 from the Corporate Services Committee meeting held 9
November 2023 be pulled out for further discussion and review at the November
2023 Ordinary Council Meeting.

FP23/36 UPDATE ON SERVICE REVIEWS (ID23/2713)
The Committee was addressed by the Director Organisational Performance and the Director
Strategy, Partnerships and Engagement regarding this matter.

The meeting closed at 9.41 am.

CHAIRPERSON
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CORPORATE SERVICES COMMITTEE
CSC24/4

7 MARCH 2024

Report of the Wellington Town

dﬂ Committee - meeting 11 December 2023

DUBBO REGIONAL AUTHOR: Governance Team Leader
COUNCIL REPORT DATE: 11 January 2024

The Council had before it the report of the Wellington Town Committee meeting held 11
December 2023.

RECOMMENDATION

That the report of the Wellington Town Committee meeting held on 11 December 2023, be
noted.
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CORPORATE SERVICES COMMITTEE
 MARCH 2620 CSC24/4

H REPORT
- WELLINGTON TOWN COMMITTEE
11 DECEMBER 2023

DUBBO REGIONAL
COUNCIL

PRESENT: Councillors J Gough, R Ivey, the Director Strategy, Partnerships and Engagement,
the Manager Community Services, D Ramsland (Community Representative), D Mitchell
(Community Representative), | Parkes (Community Representative), | Parkes (Community
Representative), K Unwin (Community Representative)) M Griggs (Community
Representative), and J Wykes (Community Representative).

ALSO IN ATTENDANCE:

The Director Infrastructure, the Director Community Culture and Places, the Manager
Strategic Partnerships and Investment, the Corporate Strategy and Performance Coordinator,
the Economic Development and Visitor Services Team Leader and the Executive Officer
Strategy Partnerships and Engagement.

Councillor R Ivey assumed the Chair of the meeting.
The proceedings of the meeting commenced at 5:32 pm.
WTC23/32 ACKNOWLEDGMENT OF COUNTRY (ID23/2757)

The Director Strategy, Partnerships and Engagement delivered an Acknowledgment of
Country.

WTC23/33 CONFLICT OF INTEREST (ID23/2758)
There were no Conflicts of Interest declared.

WTC23/34 LEAVE OF ABSENCE (ID23/2759)
There were requests for leave of absence received from the Chief Executive Officer, T Kelly
(Community Representative) and T Dray (Community Representative).

WTC23/35 REPORT OF THE WELLINGTON TOWN COMMITTEE - MEETING 4 SEPTEMBER
2023 (ID23/2877)

The Committee had before it the report of the Wellington Town Committee meeting held 4

September 2023.

OUTCOME
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CORPORATE SERVICES COMMITTEE
 MARCH 2620 CSC24/4

That the report of the Wellington Town Committee meeting held on 4 September 2023 be
noted.

WTC23/36 WORKSHOP - POST SERVICE REVIEW (1D23/2878)
The Committee was addressed by the Director Strategy, Partnerships and Engagement.

OUTCOME

1. That the address by the Director Strategy, Partnerships and Engagement be noted.
2. That the Committee recommend that the Central West Orana Renewable Energy Zone
be included as a standing agenda item for all future meetings.

WTC23/37 UPDATE FROM RWE RENEWABLES AUSTRALIA (ID23/2879)
The Committee was addressed by A Gorton from RWE Renewables Australia.

OUTCOME

1. That the address by A Gorton from RWE Renewables Australia be noted.
2.  That the presentation be shared with the Committee members.

WTC23/38 THE GREAT AUSTRALIAN STONE FESTIVAL UPDATE (ID23/2880)
The Committee was addressed by E Knowles regarding this matter.

OUTCOME

[ J

1. That the address by E Knowles be noted.

2.  That the supporting documents tabled by E Knowles be shared with the Committee
members.

WTC23/39 PRESENTATION BY DIONNE MITCHELL - EV CARSHARE SCHEME/ EV
COMMUNITY EDUCATION DAY (ID23/2888)
The Committee received a presentation from D Mitchell regarding this matter.

Discussion was held on the Economic Development team investigating the feasibility of a
commercial ride-share business utilising electric vehicles in the Region..

OUTCOME

1. That the address by D Mitchell be noted
2.  That the presentation be shared with Committee members.
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CORPORATE SERVICES COMMITTEE
 MARCH 2620 CSC24/4

WTC23/40 UPDATE ON THE CENTRAL - WEST ORANA RENEWABLE ENERGY ZONE
(1D23/2881)

The Committee was addressed by the Director Strategy, Partnerships and Engagement

regarding this matter.

OUTCOME

That the address by the Director Strategy, Partnerships and Engagement be noted.

WTC23/41  UPDATE ON THE RHINO RENEWAL PROJECT AND WELLINGTON CBD
(1D23/2882)

The Committee was addressed by the Manager Strategic Partnerships and Investment and

the Economic Development and Visitor Services Team Leader regarding this matter.

OUTCOME

1. That the address by the Manager Strategic, Partnerships and Investment and the
Economic Development and Visitor Services Team Leader be noted.

2. That the Committee encourage members of the community to have their say on the
Rhino Renewal project, utilising Council’s Your Say engagement website (or paper
survey forms available from the Wellington Administration Building).

3. That the Committee invite the Manager Strategic Partnerships and Investment to
present the outcome of the Rhino Renewal Survey.

WTC23/42 UPDATE ON OPERATIONAL PLAN ACTIONS (ID23/2883)
The Committee was addressed by the Corporate Strategy and Performance Coordinator, the
Director Community, Culture and Places and the Director Infrastructure regarding this matter.

OUTCOME

That the address by the Corporate Strategy and Performance Coordinator, the Director,
Community, Culture and Places and the Director Infrastructure be noted.

WTC23/43 UPDATE FROM THE DIRECTOR STRATEGY, PARTNERSHIPS AND ENGAGEMENT
(ID23/2884)

The Committee was addressed by the Director Strategy, Partnerships and Engagement

regarding this matter.

OUTCOME
1. That the address by the Director Strategy, Partnerships and Engagement on the

following topics be noted:
° Drought Resilience Planning Funding Application
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CORPORATE SERVICES COMMITTEE
 MARCH 2620 CSC24/4

° Grant Funding Opportunities for Community Groups
. Australia Day Award Nominations
. DRC Your Say Platform
° Council Closure.
2. That the presentation by the Director Strategy, Partnerships and Engagement be
shared with Committee members.

WTC23/44 GENERAL BUSINESS, CORRESPONDENCE AND QUESTIONS ON NOTICE
(ID23/2885)

The Committee was addressed by the Director Strategy, Partnerships and Engagement

regarding this matter.

OUTCOME

That the address by the Director Strategy, Partnerships and Engagement be noted.

The meeting closed at 7.55 pm.

CHAIRPERSON
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CORPORATE SERVICES COMMITTEE
CSC24/5

7 MARCH 2024

Report of the Financial Performance

dﬂ Committee - meeting 6 February 2024

DUBBO REGIONAL AUTHOR: Governance Team Leader
COUNCIL REPORT DATE: 29 February 2024

The Council had before it the report of the Financial Performance Committee meeting held 6
February 2024.

RECOMMENDATION

That the report of the Financial Performance Committee meeting held on 6 February 2024,
be noted.
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CORPORATE SERVICES COMMITTEE

7 MARCH 2024 CSC24/5

H REPORT
- FINANCIAL PERFORMANCE COMMITTEE
6 FEBRUARY 2024

DUBBO REGIONAL
COUNCIL

PRESENT: Councillors M Dickerson, R Ivey, M Wright, the Director Organisational
Performance and the Chief Financial Officer.

ALSO IN ATTENDANCE:

The Director Strategy, Partnerships and Engagement, the Director Community Culture and
Places and the Executive Officer Organisational Performance.

Councillor M Wright assumed the Chair of the meeting.

The proceedings of the meeting commenced at 8.09 am.

FP24/1 ACKNOWLEDGEMENT OF COUNTRY (ID24/144)

Councillor M Wright delivered an Acknowledgement of Country.

FP24/2 LEAVE OF ABSENCE (ID24/145)

An apology was received by the Chief Executive Officer

Clr Richard Ivey attended via Audio-Visual link.

FP24/3 CONFLICTS OF INTEREST (1D24/146)
There were no Conflicts of Interest declared.

FP24/4 REPORT OF THE FINANCIAL PERFORMANCE COMMITTEE - MEETING 16
NOVEMBER 2023 (1D24/147)

The Committee had before it the report of the Financial Performance Committee meeting

held 16 November 2023.

RECOMMENDATION

That the report of the Financial Performance Committee meeting held on 16 November
2023, be adopted.
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024 CSC24/5

FP24/5 DRAFT DECEMBER 2023 QUARTERLY BUDGET REVIEW STATEMENTS (QBRS)
(1D24/207)

The Committee had before it the report dated 1 February 2024 from the Chief Financial

Officer regarding Draft December 2023 Quarterly Budget Review Statements (QBRS).

RECOMMENDATION

That the Quarterly Budget Review Statements as at 31 December 2023, as attached to this
report be noted.

FP24/6 FEES AND CHARGES AND BUDGET DEVELOPMENT - PROGRESS UPDATE
(1D24/209)

The Committee was addressed by the Chief Financial Officer and the Director Organisational

Performance regarding this matter.

The Committee gave consideration to the message being sent out to the community by
Councillors, Council staff and Council committees.

FP24/7 2023/2024 AUDIT UPDATE (ID24/210)
The Committee was addressed by the Chief Financial Officer and the Director Organisational
Performance regarding this matter.

FP24/8 ORGANISATIONAL SUSTAINABILITY REVIEW AND IMPROVEMENT PLAN
(1D24/192)

The Committee was addressed by the Director Strategy, Partnerships and Engagement

regarding this matter.

FP24/9 SERVICE REVIEW PROGRAM (ID24/191)
The Committee was addressed by the Director Strategy, Partnerships and Engagement
regarding this matter.

FP24/10 GENERAL BUSINESS
The Committee was addressed by the Director Organisational Performance with the
Investment report.

The meeting closed at 9.10 am.

CHAIRPERSON
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CORPORATE SERVICES COMMITTEE
CSC24/6

7 MARCH 2024

n REPORT: Monthly Reporting Snapshot for
| _ Councillors - December 2023 and January

2024

DUBBO REGIONAL
COUNCIL

DIVISION: Strategy, Partnerships and Engagement
REPORT DATE: 26 February 2024
TRIM REFERENCE: 1D24/409

EXECUTIVE SUMMARY

Purpose Provide review or update

Issue . Provide high level report snapshots for Councillors regarding
Council’s Financial Performance, Facility Performance and
Customer Experience.

Reasoning ° Councillors are provided high level data and reporting on a
monthly basis for visibility and oversight on performance
trends.

Financial Budget Area Various

Implications Funding Source Various

Proposed Cost N/A
Ongoing Costs N/A
Policy Implications | Policy Title There are no policy implications arising from
this report
Impact on Policy | N/A

STRATEGIC DIRECTION

The Towards 2040 Community Strategic Plan is a vision for the development of the region
out to the year 2040. The Plan includes six principle themes and a number of objectives and
strategies. This report is aligned to:

Theme:

CSP Objective:

Delivery Program Strategy:

Theme:

CSP Obijective:

Delivery Program Strategy:

CORPORATE SERVICES COMMITTEE

4 Leadership

4.1 Council provides transparent, fair and accountable
leadership and governance

4.1.3 Council provides quality customer service

4 Leadership

4.1 Council provides transparent, fair and accountable
leadership and governance

4.1.2 Council’'s decision-making processes are open,
transparent and accountable
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CORPORATE SERVICES COMMITTEE

7 MARCH 2024 CSC24/6

RECOMMENDATION

That the information contained within the report of the Corporate Strategy and
Performance Coordinator, dated 26 February 2024, be noted.

Natasha Comber Z]
Director Strategy, Partnership and Engagement Corporate Strategy

Performance Coordinator
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024 CSC24/6

BACKGROUND

Previous Resolutions of Council

11 May 2023 1. That the report from the Chief Executive Officer dated 11 April
2023, be noted.
CSC23/19 2. That the report in the current format continue to be produced

monthly until the end of the current Council term.

3. That upon election of a new Council in September 2024, a
review of the Monthly Report for Councillors be undertaken in
consideration of the new Councillor’s priorities.

24 August 2023 1. That the information contained within the report of the Chief
Executive Officer dated 1 July 2023, be noted.

CCL23/212 2. That the proposed changes to the presentation of Major
Capital Projects dashboard, as outlined in the report, be
endorsed.

15 February 2024 That the item be deferred to the Corporate Services Committee to be
held on 7 March 2024 in order to allow relevant amendments to be
CCL24/11 made.

REPORT

This report is a standing monthly report for Councillors and provides high level data, statistics
and commentary for Councillors from the Financial Performance and Services and Facility
Performance and Customer Experience dashboards. It should be noted that select data is
public facing, data that is not public facing is not provided within the monthly report and is
provided to Councillors via other methods.

Data collected at the time of the reporting may not have been validated/audited and
numbers are subject to change pending published annual reports.

Comments relating to January 2024 data has been provided within Appendix 1 under the
relevant charts.

Major Projects: As at the end of December 2023, Council’s Your Say platform was showcasing
52 Community consultation or engagement projects, with 15 of these being active capital
works projects.

Major Projects: As at the end of January 2024, Council’s Your Say platform was showcasing 57
Community consultation or engagement projects, with 18 of these being active capital works
projects.
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024

CSC24/6

2023 Highlights

Staff have provided high level commentary relating to the 2023 calendar year below.

Facility and Services Performance Dashboard

Domestic waste

Recycled Materials: Slight increase (<1%) due to the
community utilising the service correctly (over 80%
observed in the recent domestic bin audit — below
figure).

FOGO: Slight decrease (5%) due to regulation change
(the NSW EPA removed Cardboard from FOGO),
Garden Organics currently comprising over 85% of
FOGO, which is dependent on weather patterns (i.e.
increase rain mixed with sunny conditions, results in
increased mowing/pruning and subsequent lawn
clippings/vegetation), and still a large component of
Organics being (44% observed in the recent domestic
bin audit — below figure) placed in the Residual Mixed
Waste Bin.

General Waste: Slight increase (>4%) due to an increase
in population and subsequent Residual Mixed Waste
services.

What'’s in Dubbo’s Recycling Bin?
2023 Bin Audit Snapshot (by weight)

Kerbside
Comingled
Recycling Service

Recyclables

wwwwwwwwww

54%

0@@

20% diversion

opportunity
(by weight)
B ! !

3% 2% 2%

80%recyclables %
[l Bagged general Rigid plastic
CDS-eligible Wine/spirit waste other*
containers bottles
(CDS-potential) I Bagged B Landfill other
P recyclables

* Not MRF acceptable
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024 CSC24/6

What’s in Dubbo’s FOGO Bin?
2023 Bin Audit Snapshot (by weight)

—
3%
contamination

Kerbside FOGO 89% 1% Recyclables
Service Garden Waste Il 2% Landfil

"_‘
A

.'

2% 2%

f

97% organic

4% Food- packaged
[ 2% Food scraps loose
2% Food in compostable bags

uuuuuuuuuu

What’s in Dubbo’s General Waste Bin?
2023 Bin Audit Snapshot (by weight)

65% diversion opportunity (by weight)

35% landfill 35% food organics 3% 6% 3% 10%

= <2 @ iy Qﬁ
=

t 44% organic —t x4

recyclables

. Garden waste . Recyclable CDS-eligible Recyclable
B Other compostables paper/cardboard containers containers
L
JustyasTe
Dubbo Regional Airport — 2023 Regular Passenger Transport (RPT) numbers
passengers totalled 193,180. The passenger numbers continue to

grow, showing confidence in the industry post
pandemic, despite the loss of direct services to Ballina
and Newcastle. Dubbo Regional Airport recorded a 17%
increase in all aircraft 14924 landings for 2023
compared to 12749 for 2022.

Wellington Aerodrome recorded a 17% increase in
aircraft landings in 2023 registering 169 landings for
the year compared to 144 landings in 2022.
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CORPORATE SERVICES COMMITTEE
7 MARCH 2024

CSC24/6

Dubbo Regional Livestock Markets
— total head sold

2023 total number of head sold was an increase of 41%
on previous year, approximately 200,000 more sheep
and approximately 80,000 cattle sold on 2022 results.
Changes in producer confidence over dryer weather
patterns has resulted in a general destocking over 2023
which has attributed to the increase.

Aquatic Leisure Centre - visitors

Total number of visitors through the three Aquatic
Leisure Centres September through to the end of
December 2023 was 48,164. Visitation in 2022/2023
September to end of December was 50,629. This
represents a 4.8% decrease from the previous year.

Seasonal variance is heavily influenced by prevailing
weather conditions and the timing of major events.

Macquarie Regional Library —
visitors and items loaned

Macquarie Regional Library has seen increases in visitor
numbers, physical items and online/digital loans in
2023 over 2022 results. These results reflect positively
on the library's core function and importance in
supporting community needs.

Visitor Information Centres —
Dubbo and Wellington visitors

Door counter equipment was renewed in 2023 and has
attributed to improved accuracy in recording visitation.
Overall, physical visitors to both the Dubbo and
Wellington centres continue to decrease. However
there is a noticeable increase in retail and local produce
sales across both centres, with a number of local
businesses including real estates taking up hamper
services.

A number of events and programs including Christmas,
New Residents, Dubbo Farmers Markets and the NSW
Junior State Cup assisted in driving traffic to both
centres on the event days.

The Dubbo Visitor Information Centre continues to
operate a retail stall at Dubbo Regional Airport, while
Wellington continues to facilitate NSW Trainlink tickets
for locals.

Dubbo Regional Theatre and
Convention Centre — attendance

3,993 school students attended season shows travelling
from as far as Girilambone (210 kms), Quambone (198
kms), Baradine (180 km), Hermidale (212 km) and
Louth (428km).

Wellington Caves — paid admission

Visitor numbers were down in comparison to 2022.
This can be directly attributed to the temporary closure
of Cathedral Cave and for first three months of 2023
Gaden Cave tours running with reduced visitor capacity
of 12 guests per tour.

Wellington Caves Holiday Park —
occupancy %

Occupancy for the Caravan Park was slightly higher
than 2022 by 0.98%. The Caravan Park saw an increase

CORPORATE SERVICES COMMITTEE
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7 MARCH 2024

CSC24/6

in short term worker accommodation which
contributed to the increase in occupancy.

Western Plains Cultural Centre —
visitors

Visitor numbers increased during 2023 due to an
increase in corporate venue hire attributed to the
newly renovated meeting rooms. WPCC also changed
from manual counting of visitation to a more accurate
automated system and Creo Café has drawn increased
patronage.

Customer Experience Charter Dashboard

Number of calls handled

Consistent trends in call volumes were observed from
2022 to 2023. In 2022, there were 47,530 calls,
compared to 47,572 in 2023, representing a marginal
0.08% increase. It's important to note that the
extended Christmas closure impacted operational
availability, affecting call numbers. The abandon rate
also decreased by 0.7%. Trend graphs highlight peak
call volumes during rating quarters.

Average wait time in call centre

Efficiencies gained in Customer Experience led to a
decrease in the average wait time in the call centre
from 58 seconds in 2022 to 52 seconds in 2023.

Number of counter transactions

In 2022, there were 12,468 counter transactions,
increasing to 13,605 in 2023, reflecting a 9% growth.
This rise can be attributed to expanded counter
services, including the provision of Justice of the Peace
services to the community and handling animal
registrations.

Average wait time in counter queue

Consistent wait period trends were observed across
both years for the average wait time in the counter
queue.

Customer Service Request by
category

In 2022, the number of customer requests (CRMs)
lodged was 43,699, decreasing to 37,192 in 2023,
indicating a 15% reduction. Notably, there was a
significant decrease in CRMs received through email
and phone channels, attributed to improved
communication and advertising on how to contact
Council. The shift towards digital channels, including
online services like DRC&ME and the Council webchat
function, saw a notable increase.

APPENDICES:

1l Dashboard Snapshots - December 2023 and January 2024
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY
2024
‘ A REDUBBO

GIONAL
COUNCIL

ITEM NO: CSC24/6
FINANCIAL PERFORMANCE
DASHBOARD

Current and Last Financial Year Overdue Debt

REPORT PRINT DATE: 05/02/2024

31-60 Days Debt ®61-90 Days Debt @90+ Days

Associated fees are outlined in Councils' Fees & Charges document, however the overdue balances below do not include rates, annual charges or capital grants
Current Debt

Current Debt Last FY
5M

31-60 Days Debt Last FY @ 61-90 Days Debt Last FY @90+ Days Debt Last FY
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2024

‘ A DUBBO
REGIONAL

COUNCIL

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

SERVICES PERFORMANCE
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Tonnes
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DOMESTIC WASTE - MIXED WASTE TONNES PER MONTH

B Jul

664.42
907.14
954.66
933.06
770.24

Jul
257.04
453.32

379.7
437.48
290.38

UL

Sep

Aug
813.32  664.34
754.34  805.58
781.34  817.98
768.30 = 998.00
762.70 = 968.84
DOMESTIC

i

Aug
312.54
446.38
494.12
412.7
376.8

Sep
295.64
674.46
644.04
819.94
523.12

CORPORATE SERVICES COMMITTEE

T

o
Q

675.08
973.60
1,016.76
835.16
776.16

WASTE - FOGO TONNES

Oct
317.02
799.47
833.15
743.92
439.94

T

Nov

831.04
773.94
789.94
797.56
768.76

Nov
347.08
623.24
666.22
736.14
734.48

T

Dec
665.86

980.60

an

J
880.30
783.76 1,024.46
1,014.80 842.92

820.44

1,000.82 813.34

i

Dec
222.8
569.54
1026.8
590.04
665.92

Jan

385.2
844.82
840.08
581.12
657.36

APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

ITEM NO: CSC24/6

REPORT PRINT DATE: 26/02/2024

LTI

Feb - Mar Apr
708.40 698.70 787.06
786.42 773.20 956.14
762.78 763.54  954.33
793.18 94350 722.97

PER MONTH

Mar

Feb
559.54 572.46 686.49
672.6 543.14 619.04
649.12  715.32 654.42
682.44  655.74 447.58

Apr

- May

943.14
751.04
775.18
768.50

529.6
328.54
483.1
302.34

Jun
736.94
750.36
753.22
951.62

365.48
306.78
384
399.04
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2024

‘ A DUBBO
REGIONAL

COUNCIL

400
350
300
250
200
150
100
50
0

Tonnes

=2019/2020
E2020/2021

2021/2022
=2022/2023
=2023/2024

Tonnes
o]
o
o

=2019/2020
=2020/2021

2021/2022
=2022/2023
E2023/2024

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

DOMESTIC WASTE - RECYCLING TONNES PER MONTH

254.47
273.39
267.02
255.49
198.83

T

OO [
LUy

TR R

Oct

Nov

Au; Sep
323.93 27048 264.01 34297
23291 238,54 329.94 251.32
225.41 241.87 317.98 247.37
217.89  288.74 226.02 204.29
19594 262.49 197.83 202.39
DOMESTIC

LTI

Aug
636.47
679.29
719.53
630.59
572.74

Ui

Oct
566.12  581.03
913  1129.41

885.91 1151.13
1108.68 969.94
785.61 = 637.66

CORPORATE SERVICES COMMITTEE

690.05
874.56
913.59
940.43
636.87

Lt

Dec
490.28
822.52
1335.12
860.56
866.26

JIH

LRI

324.15
326.52
253.95
238.02
230.05

Uy

709.35
1171.34
1094.03
819.14
887.41

813.04
917.51
891.46
895.67

244.35
238.09
224.33
277.62

T

Apr
280.09
299.48

302.3
209.77

WASTE - DIVERTED FROM LANDFILL
TONNES PER MONTH

L
Ly

Apr
966.58
918.52
956.72
657.35

ITEM NO: CSC24/6

333.65
208.94
223.97
190.66

May
863.25
537.48
707.07
493.00

REPORT PRINT DATE: 26/02/2024
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

2024

‘ A DUBBO
REGIONAL

COUNCIL

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

VISITORS & VOLUME — COMMERCIAL

20,000
18,000
16,000
14,000
12,000
10,000
8,000
6,000
4,000
2,000
0

Passengers

=2019/2020
=2020/2021

2021/2022
=2022/2023
=2023/2024

180,000
160,000
140,000
120,000
100,000
80,000
60,000
40,000
20,000
0

Total head (Cattle, Sheep , Goats)

=2019/2020
E2020/2021

2021/2022
E2022/2023
=2023/2024

DUBBO REGIONAL AIRPORT - PASSENGERS PER MONTH

‘ | | | l
Jul Aug Sep

17,064
3,167
2,476

14,149

16,901

17,656
2,242
814
14,975
17,871

17,281
2,950
620
15,840
17,499

LTy

Oct
18,439
4,285
1,290
15,252
17,720

LT

Nov
18,063
6,276
5,677
16,150
17,835

LTy

13,773
14,943

6,058
11,183
12,226

15,162
6,797
8,665
13,782

ITEM NO: CSC24/6

REPORT PRINT DATE: 26/02/2024

10,953
10,252
13,420
17,729

Apr
389
10,841
13,113
14,023

DUBBO REGIONAL LIVESTOCK MARKETS - TOTAL HEAD
SOLD PER MONTH

Jul

160,956
79,786
96,850
93,651
117,567

Aug

115,145
83,863
142,354
109,531
133,971

Sep

115,804
9,941
88,070
102,521
136,169

CORPORATE SERVICES COMMITTEE

Oct
104,263
59,622
87,145
72,351
111,745

QLTI

Nov
88,227
66,906
83,357
94,355

109,745

A

Dec
67,237
30,264
37,586
48,242
74,561

35,625
51,239
92,352
107,689

67,491
76,980
108,658

Mar
53,802
63,551
62,771

105,826

Apr
24,887
53,991
33,204
91,868

May
832
12,531
14,273
17,131

I

May
40,659
92,304
75,638

111,912

m

Jun
1,634
10,028
13,917
16,563

B Jun

63,311
57,554
87,615
89,256
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

2024

‘ A DUBBO
REGIONAL

COUNCIL

VISITORS & CUSTOMERS — COMMUNITY

AQUATIC LEISURE CENTRES - TOTAL VISITORS PER MONTH

40,000
35,000
30,000
25,000
20,000
15,000
10,000
5,000
0

Visitors

=2019/2020
=2020/2021

2021/2022
=2022/2023
= Series5

MACQUARIE REGIONAL LIBRARY - VISITORS PER

25,000

20,000

15,000

Visitors

10,000

5,000

0

=== 2019/2020
=== 2020/2021
2021/2022
=== 022/2023
2023/2024
e 19/20 items
—)(0/21 items
—21/22 items
)2 /23 items
e )3/24 items

o O o o o

25,326
16,280
22,418
22,795
27,652

o O o o o

22,527
8,088
4,466
15,285
18,069

23,274
17,803
10,827

22,637

25,762

| | II -

Sep Oct
77 1,084

2,827 9,207
274 7,107

2,357 8,139

5,091 11,285

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

Nov
2,811
15,022
10,859
16,596
13,477

Dec
2,598
15,244
22,080
23,537
18,311

REPORT PRINT DATE: 26/02/2024

Jan Feb Mar
3,265 2,302 1,249
24,621 17,907 7,728
24,165 18,283 12,974
33,934 25,005 15,466
23,683

AND ITEMS LOANED PER MONTH

Sep
19,916
10,250
892
14,019
16,069
20,984
19,464
6,424
20,906
24,993

CORPORATE SERVICES COMMITTEE

E

Oct
22,194
12,191
4,138
14,168
15,174
23,326
19,834
10,301
21,255
23,576

Nov
20,788
10,862
10,850
14,220
15,426
22,875
17,458
18,444
20,891
26,085

Dec
18,072
11,708
10,922

9,874
10,993
22,048
19,906
17,314
16,766
21,683

Jan
21,117
13,155
10,037
14,478
15,233
25,550
22,261
19,803
22,621
26,483

Feb
19,570
13,315
11,087
14,577

22,495
20,471
18,863
20,506

1 (D EEEEET R R AT

Mar
16,289
14,872
13,334
17,180

34,616
24,000
20,654
24,291

Apr
0
13,772
11,491
13,389

4,535
20,009
19,604
21,404

Apr

2,467
1,674

May
0
14,179
12,061
16,781

4,632
19,491
19,149
22,445

ITEM NO: CSC24/6

May

o O o o

MONTH (LGA)

5,609
14,080
12,241
16,852

12,368
20,251
20,069
22,756

o O o o

40,000

35,000

30,000

25,000

20,000

15,000

10,000

5,000
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

2024

CORPORATE SERVICES COMMITTEE

C

DUBBO
GIONAL
OUNCIL

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

VISITORS & CUSTOMERS — TOURISM & CULTURAL

REPORT PRINT DATE: 26/02/2024

ITEM NO: CSC24/6

DUBBO VISITOR INFORMATION CENTRE - VISITORS PER MONTH

12,000
10,000
8,000
6,000

Visitors

4,000
2,000

0
=2019/202
=2020/202
2021/202
=2022/202
=2023/202

2,500
2,000
1,500

Visitors

1,000
500
0

=2019/202
E2020/202

2021/202
E2022/202
=2023/202

0 6,947
1 4,807
2 3,697
3 7,856
4 4,292

Jul
0 1,392
1 946
2 571
3 696
4 640

3,536
1,148
7,506
4,502

WELLINGTON VISITOR INFORMATION CENTRE -

Aug
1,211
841
146
558
567

QLT

Sep

1,598
1,224

763
728

ULy

Oct
6,975
7,382
1,365
6,930
4,733

JILTTTTTTTAAE

Nov
5,530
5,472
3,188
5,779
4,316

Dec
5,786
6,019
4,304
7,476
3,623

unununnnnm

Jan
5,128
5,512

10,244
7,247
3,764

LT

VISITORS PER MONTH

JLILTTTITTIATHL]

Oct
945
1,928
218
655
707

Nov
290
1,459
691
426
533

LIl

Dec
482
926
767
492
504

Uil

U

LIy

Jan
482
1,005
607
553
639

LTI

Feb
6,188
3,978
3,800
4,746

Feb
710
828
473
312

M

Mar
4,212
5,382
6,700
6,210

L]

Mar
644
1,258
847
589

Apr
0
6,731
8,660
7,191

Ap!
0
1,376
956
668

May
0
5,799
7,896
6,634

May
0
1,116
691
599

N

Jun
3,206
4,891
6,554
6,317

- Jun
524
795
569
556
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

2024

‘ A DUBBO
REGIONAL

COUNCIL

Attendance tickets

=2019/2020
E2020/2021

2021/2022
=2022/2023
=2023/2024

12,000
10,000
8,000
6,000
4,000
2,000

Paid admission

0

=2019/2020
E2020/2021

2021/2022
=2022/2023
=2023/2024

8,000
7,000
6,000
5,000
4,000
3,000
2,000
1,000

0

Paid admission

=2019/2020
=2020/2021

2021/2022
=2022/2023
=2023/2024

FACILITY AND SERVICE
PERFORMANCE DASHBOARD

REPORT PRINT DATE: 26/02/2024

ITEM NO: CSC24/6

DUBBO REGIONAL THEATRE AND CONVENTION CENTRE -
ATTENDANCE/TICKETS PER MONTH

6,722
824
6,705
11,345
5,923

OLD DUBBO GAOL - PAID

Jul

5,646
9,088
2,482
6,910
5,308

WELLINGTON CAVES

Jul
4,307
2,144
2,444
4,697
3,351

Jul Aug

8,392
629
3,718
7,097
6,563

Aug

2,068
3,075
233
3,223
3,252

LTy

1,651
1,499
256
1,706
2,145

Aug

6,169
2,040
3,462
5,779
5,612

4,128
6,204
0
6,753
4,463

2,662
1,869
0
3,924
2,478

CORPORATE SERVICES COMMITTEE

Oct
3,784
1,162
523
2,516
5,627

8,618
9,694
176
4,977
4,802

3,851
2,409
0
2,954
3,141

Nov
7,231
3,122
2,878
4,994
5,075

Nov
1,562
3,811
1,742
2,147
2,569

i

il
B Dec
6,393
3,785
4,581

3,380
4,576

408
1,015
3
616

1,181
3,992

Apr
0
1,369
3,702
4,929

ADMISSION PER MONTH

Dec

2,213
4,882
3,413
3,278
3,330

Jan
2,588
7,332
4,908
4,529
3,742

T

Feb
1,092
1,650
1,579
1,370

ar

M
1,131
2,861
2,619
2,241

Apr
0
9,333
0
5,934

- PAID ADMISSION PER MONTH

Nov
1,718
1,559
935
609
1,099

Eezl
1,993
3,108
2,356

1,171
2,085

Jan
3,362
5,663
3,506
1,785
3,324

Feb
949
1,552
1,016
552

im

Mar
967
2,070
1,488
674

May Jun
33 99
936 5,074

6,297 14,386

3,914 11,638

May Jun
0 3,018

3,836 4,038
0 0

2,173 2,977

May Jun
0 0
2,531 3,303
1,818 2,202
1,838 1,968
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2024

C

%

=2019/2020
=2020/2021

2021/2022
=2022/2023
=2023/2024

DUBBO
GIONAL
OUNCIL

WELLINGTON CAVES CARAVAN PARK - OCCUPANCY % PER

LTy

Jul

14
19
8
17
16

FACILITY AND SERVICE

PERFORMANCE DASHBOARD

Aug

13
12
4
16
15

Sep
18
24

0
27
29

LTI

MONTH
NO!I h De!I
12 8
23 19
10 20
11 18
12 14

Jan

Feb
12
12

16

ITEM NO: CSC24/6

REPORT PRINT DATE: 26/02/2024

May Jun

0 12
17 14
14 11
26 15

WESTERN PLAINS CULTURAL CENTRE - VISITORS PER MONTH

16,000
14,000
12,000
10,000
8,000
6,000
4,000
2,000
0

Visitors

Jul

u

=2019/2020 0

E2020/202

2021/2022
=2022/2023
=2023/2024

1 6,152
4,885
12,195
14,318

Sep
0
5,653
0
9,750
11,924

Aug
0

6,119
3,201
11,033
13,244

CORPORATE SERVICES COMMITTEE

Oct
0
8,596
1,248
11,019
13,458

Nov Dec
0 0
7,431 7,100
4,499 5,157
9,930 8,605
10,728 8,804

Jan
5,994
6,181
3,042
8,294
9,097

Feb
7,837
5,476
5,368
8,254

LTy

Mar
5,103
7,608
6,251

13,131

Apr
0
6,902
7,137
12,153

Uy

May Jun

0 3,805
8,981 7,866
6,558 8,543
12,038 14,475
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2024

-

C

Calls Handled

DUBBO
GIONAL
OUNCIL

6000

5000

4000

3000

2000

1000

=== 2019/2020
=== 2020/2021

2021/2022
==2022/2023
== 2023/2024

—19/20 -
e 20/21 -
—21/22 -

22/23 -
—23/24 -

Abandoned
Abandoned
Abandoned
Abandoned
Abandoned

CUSTOMER EXPERIENCE

CHARTER DASHBOARD

ITEM NO: CSC24/6

REPORT PRINT DATE: 05/02/2024

NUMBER OF CALLS HANDLED PER MONTH

CORPORATE SERVICES COMMITTEE

i

4825
4483
4444
4001
3758
5.3%
3.4%
2.4%
B7%
6.1%

5619
4843
4369
4848
4070
5.5%
5.3%
27%
1.7%
4.1%

3159
3414
3255
2824
2668
3.5%
3.3%
6.1%
7.0%
2.9%

4291
4428
3394
3159

2.2%
4.5%
T.8%
5.1%

4226
4463
4080
3968

19%
6.8%
71%
6.2%

il

4398
4239
3514
3488

2.8%
4.1%
6.5%
4.4%
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2024

‘ A DUBBO
REGIONAL

COUNCIL

0:02:36

0:02:18

0:02:01

0:01:44

0:01:26

0:01:09

0:00:52

0:00:35

0:00:17

0:00:00

E2019/2020

=2020/2021

2021/2022

=2022/2023
=2023/2024

CUSTOMER EXPERIENCE
CHARTER DASHBOARD

AVERAGE WAIT TIME IN QUEUE

Dec
0:00:21
0:00:21
0:00:37
0:00:53
0:00:37

CORPORATE SERVICES COMMITTEE

=E
Jan
0:00:23
0:00:28
0:00:47
0:01:26
0:01:08

REPORT PRINT DATE: 05/02/2024

May
0:00:11
0:00:25
0:00:52
0:00:43

Jun
0:00:14
0:00:27
0:01:17
0:00:25

ITEM NO: CSC24/6
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APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY ITEM NO: CSC24/6
2024

ousso | CUSTOMER EXPERIENCE
LA G

ECIONAL | CHARTER DASHBOARD

REPORT PRINT DATE: 05/02/2024

AVERAGE WAIT TIME IN COUNTER QUEUE

0:04:19

0:03:36

0:02:53

0:02:10

0:01:26

0:00:43

0:00:00

Aug Sep
2021/2022 0:01:56 0:01:23 0:00:00 0:03:51 0:02:29 0:02:04 0:02:56 0:02:02 0:03:06 0:03:16 0:02:36 0:03:11
E2022/2023 0:03:08 0:02:28 0:02:52 0:03:08 0:02:23 0:03:31 0:03:58 0:03:43 0:03:33 0:03:12 0:03:17 0:02:51
E2023/2024 0:03:33 0:03:00 0:03:15 0:03:36 0:02:30 0:03:02 0:03:54

NUMBER OF COUNTER TRANSACTIONS PER MONTH

1,800
1,600
1,400
1,200
1,000
800
600
400

200

July Oct

2021/2022 1,089 480

®2022/2023 906 1,494 908 905
=2023/2024 957 1,524 1,009 1,014

829 1,396

798
978 1,526 1,117 695
921

CORPORATE SERVICES COMMITTEE Page 31




APPENDIX NO: 1 - DASHBOARD SNAPSHOTS - DECEMBER 2023 AND JANUARY

2024

‘ A DUBBO
REGIONAL

COUNCIL

CUSTOMER EXPERIENCE
CHARTER DASHBOARD

REPORT PRINT DATE: 05/02/2024

ITEM NO: CSC24/6

CUSTOMER SERVICE REQUEST TOTAL PER
MONTH BY CATEGORY

= Councillor = Counter

4,000

I
i

3,500

(i

3,000

I

2,500
2,000
1,500
1,000

500

LR EE = =

wan g S SN s N e s A O
Webchat 2 4 5 8 8 8 7 5 9 13 11 13 26 25 15 7
EDRC&ME 391 384 292 354 394 295 457 381 417 380 422 449 400 379 354 436
& Snapsend 0 0 0 0 0 0 0 18 24 8 25 18 15 22 23 17
= Mail 1 1 3 4 9 2 20 7 8 2 2 0 0 2 1 0
Phone 2,433 2,577 2,485 3,091 2,900 1,590 2,191 2,292 2,459 2,067 2,411 2,272 2,177 2,518 2,427 2,394
Internal 16 25 14 16 11 9 23 21 42 17 38 14 22 13 45 48
Email 68 78 8 103 70 73 51 101 83 35 84 125 61 61 72 60
= Counter 158 233 211 161 186 180 217 222 328 249 222 284 279 285 249 260
= Councillor 0 1 4 4 2 5 1 1 1 2 1 4 3 0 0 0

CORPORATE SERVICES COMMITTEE

Email

L]

Internal

M

Im

Phone

A

= Mail

m

M
M

LI

i
I

= Snapsend = DRC&ME

Webchat

M

Nov-

1,825
70
75

358

i

Dec-
23

342
15

1,327
30
57

231
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