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 Demystify Customer Requests Vs Works Management

 Provide overview of City Operations and Existing Service 
Standards

 Take a look at a few key City Operations Service Areas

 Seek your feedback on Customer Notifications

Purpose



Engineering & Horticulture



City Operations



1. Background and Context

2. Customer Requests and Works Management – Integration

3. Overview of core functions of City Operations

4. Deep Dive on some services of interest

5. How work priority is created and enabled

6. Internal Service Timescales, Monitoring and Reporting

7. Customer Notifications Feedback

Session Structure 



CX @ Mitcham – Session 1 RECAP



Background – City Ops Context



DEPOT 
‘Transformation’ 

Project



City of Mitcham Customer Requests

Eng & Hort:

27,000 (59%)

PLUS Internal Work Requests

Other:

19,000 (41%)

2022

Total



Eng & Hort Customer Requests



TechnologyOne ERP - OneCouncil



 Raise Customer Requests
 Request for Service
 Click ‘n’ Connect Interface
 ‘Basic’ Request Status Info
 Requests Categorised

 Work Orders (and Defects)
 Works Scheduling & Triage (Risk based)
 Field Mobility (realtime data)
 Works Monitoring
 Interfaces to:

 Project Management & CWP
 Assets (Operations & Strategic)
 Finance
 Payroll
 Spatial and Clash Detection

Works 
Management 

System

Request 
Management

ERP – Requests & Works Integration



CITY OPERATIONS RELATED REQUESTS

2 Notification/update stages









City 
Operations



City Operations (Services and Function’s)
Parks & Gardens (Mowing, turf mgt, planting)
 Sports field Maintenance
 Garden Bed Maintenance
 Verge management
 Parks maintenance
 Weed management
 Playground Management

Tree Management
 Removals
 Pruning
 Planting
 Risk Assessment
 Bushfire clearance
 Watering

Service and Response
 Rapid response
 Line Marking
 Graffiti removal
 Signs maintenance
 Scoping – risk assessment and work prioritisation

Civil works
 Footpath (New construction, defects/trip hazard)
 Kerb & Water Table (New kerbing, stormwater inlets, Side 

Entry Pit maintenance, Kerb repair)
 Potholes & road patching

Waste Services
 Domestic waste collection (5 vehicle x Monday-Friday 

collections)
 Street Sweeping (internal)
 Green Waste disposal – Lynton site

 Operations Support function (including 
customer mgt)

 Fleet Management
 Stores



How Work is 
actioned in 
City Operations



Work allocation process/operating model
 Reactive – risk based defect identification 
 Hybrid Service delivery model – Inhouse staff/outsourced contract managed



Work allocation process/operating model
 Proactive works – Programmed precinct based work allocation
 Hybrid Service delivery model – Inhouse staff/outsourced contract managed



Proactive Work Activity
Parks and Gardens Summary Frequency

Mowing 2, 3 ,4, 6 & 12 weekly

Verti Draining 6 monthly

Fertilising & Wetting Agent 6 monthly

Bushfire Slashing - 17 Sites Pre Fire Season

Flag Pole inspections - 7 Sites Annually 

High profile Playground Inspections - 14 sites weekly

Playground Inspections, Park Furniture & Barbeques - 67 sites 10 weekly 
Reserve Audits (all Playgrounds, Park Furniture, BBQs) Annually 

Skid Steer Operation Log removal, mulching

Tennis Court Cleaning Monthly

Push mowing Monthly

Rose Pruning Annually 

Irrigation - Audits, inspections Fortnightly

Irrigation - Water meter reads Monthly

Sports Playing Surfaces 12

Reserves 232 

Garden Beds 142

Number of Trees in COM 57,808
KM of COM owned 
Roads (including 
laneways) 414.5

SEP and Inlets 9,466



Jobs completed
All Tree Work 1911
Footpath Paving 571
Graffiti 843
Mechanical 
Patching 87
Potholes 285
Signage 133
Tree assessment 2425

Reactive work managment



Significant 
Services – A 
Deep Dive!



Internal works 
list Urgent High Medium Low Total 

18 392 462 15 887
Contract works 
list Urgent High Medium Low Total

2 27 46 2 77
Total outstanding works 964

Tree Management



Verge Management

Weed Management
Spraying programs in prioritised suburbs typically 
outside the Hills zone

Bushfire Management
Verge slashing (precents 12, 13 & 14) as follows:
 Nominal commencement date 1 November
 Nominal completion date 31 December.

Colonel Light Gardens
6 weekly programmed mowing of all verges and 
internal reserves



Waste Services

Domestic Waste 
Collection

Lynton site management
Street sweeping

Typical week
Collection of domestic waste bins
Monday – Friday service ‐ 5 vehicle rounds 

24,396 weekly bin lifts
28,882 km travelled per annum
12,000 tonnes per annum 



Street Sweeping
Key Service Considerations
• Hybrid model of delivery (based on significant review 

in 2015/16)
• Proactive precinct based work allocation
• Service standards vary depending on local conditions 

as well as inclusion in specific seasonal programs
• Sweepings are stored onsite which minimises cost



Street Sweeping



Current Constraints
• Volume of leaf litter is at 

unprecedented levels
• Industry does not have the 

capacity to adjust to current 
demand cycles

• Impact of reactive work requests 
(eg car parks)

• Internal resource allocation

Street Sweeping
What are we doing about 
it?

What else could be done?

New (renewal) machine on 
order

Deploy a second machine 

Improved ICT factored into 
new machine

Expand Seasonal Programs

Autumn leaf program 
commencement brought 
forward (Started yesterday)

Reduce internal footprint and 
expand contractor delivery

Service is being integrated 
into broader Waste 
Management service 
delivery



Service 
Standards



Service Standards & KPI monitoring



Operational SLs and monitoring 



Customer Notifications



?

?



Around the Room

Feedback on…

1) Start to provide SL expectation in Scoping Request close out?

2) Any Eng & Hort Topics you want to hear on next?




