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1. Executive Summary 
 

The Organisational Services department achieved many successes in 2020/21. 
 
• Safety of our employees continues to be a focus of each of our programs, with no days of lost time due to 

injury.   
 

• In March 2021, an external workplace health and safety audit was conducted by the Local Government 
WorkCare scheme. The audit identified no non-conformances and a score of 84.4% which exceeds the pass 
mark of 70% and places Mackay amongst the top Councils in Queensland.  
 

• It is pleasing to note a reduction in insurance claims for the 2020/21 year.  177 insurance claims were 
received this year which is 28 claims less than 2019/20.  The number of motor vehicle claims also decreased 
significantly with 28 motor vehicle claims processed in 2020/21 - 48 claims less than the previous year.  
 

• The Customer Service team were kept busy throughout the year with 90,011 calls being received in 2020/21.  
Apart from this 41,235 customer requests were raised, and 500,173 payments were processed. 
 

• Attendances at the Mackay Aquatic and Recreation Complex continued to increase throughout 2020/21 with 
74,140 people attending the aquatic facility during the year and 18,072 people attending the athletic facility. 

 
• The Financial Services team successfully delivered the 2021/2022 Budget which was adopted by Council on 

23 June 2021. 
 

• The annual Doing Business with Council public information session was held on 12 October 2020.  This 
session provided local businesses with information on workplace health and safety, chain of responsibility 
requirements, responding to MRC tenders, upcoming projects and service/supply opportunities.  
 

• The health and wellbeing of our employees continues to be a priority with a successful influenza vaccination 
program being delivered to employees. 
 

• Information Services completed a number of new initiatives in 2020/21 including an updated Customer Portal 
to provide a more modern user interface for the general public and enhanced security technology. 

 
 
Kylie Lamb 
Director Organisational Services 
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2. Governance and Safety 
2.1 Safety 

Employee health and safety is one of our leading corporate values and is fundamental to the way we do business. 

We have continued to implement our three-year Safety Strategy and Safety Action plan to improve our safety 
performance and undertook a review to ensure effective activities in response to safety issues: such as heavy 
vehicle chain of responsibility, chemical safety, fire and emergency preparedness and ensuring a workplace that 
is fit for work. 

An analysis of recordable injuries at MRC identified that musculoskeletal injury continues to be most common at 
MRC, with manual tasks being the most common cause. Other factors include the work environment, and the 
plant and equipment being used.  This enabled initiatives to be implemented to work towards improved safety 
outcomes. These include enhanced pre-employment medical processes, a continued focus on manual tasks 
during new employee inductions, improved identification of hazardous manual tasks, and the trialling of 
approaches using external experts to identify person who may be in poor musculoskeletal health  and the provision 
of assistance and encouragement. 

Every new employee at Council undertakes an extensive induction, including corporate and site-specific 
workplace inductions. During the year we facilitated 2,017 WHS inductions for contractors, volunteers and work 
experience students. 

Internal and external training was provided across a broad range of topics, including manual tasks, confined 
spaces; work at heights; vehicle load restraint, working near overhead powerlines; traffic control; first aid; 
emergency response; bullying and harassment; and fitness for work. 

We continued to work closely with the safety teams from other local governments in our region – the Regional 
Safety Exchange – sharing knowledge and experiences so that we can all continue to improve our safety 
performance. MRC also participates in local safety networking forums hosted by the Resource Industry Network 
and WHS Queensland. 

During the year a significant upgrade to InControl – our safety incident and risk reporting system – was undertaken 
to improve user experience and data management. 

The cross-program working group to review and implement improvements to the safety aspects of contractor 
management developed a suite of new procedures and guidelines – which was progressed to implementation in 
the first quarter of 2021. This included the formalising on-site spot checks to ensure our contractors are 
implementing appropriate safe work practices. 

Throughout the year Organisational Services met or exceeded targets set for the following pro-active safety 
activities: safety interactions, monthly action plans, site safety inspections. Our performance in closing out 
corrective actions (actions raised following an incident, site safety inspection, hazard report, or as an action from 
a WHS meeting) whilst not met – did improve throughout the year. These actions reflect work by MRC to enhance 
our safety performance. 

In March 2021, an external WHS audit was conducted as part of our workers’ compensation obligations within the 
Local Government WorkCare scheme. The audit identified no non-conformances and a score of 84.4% which 
exceeds the pass mark of 70% and places Mackay amongst the top Councils in Queensland. JLT who insure over 
500 councils across Australia conducted the audit and described Mackay as an ‘industry leader’ when it comes 
to safety. 

2.2 Performance and Risk 

Corporate Performance Planning and Reporting 

2020-2021 is the third year of implementation for MRC’s Corporate Performance Planning and Reporting 
Framework.  Early outcomes of the implementation of this framework saw the realisation of linkages with the 
annual budget process and also the Enterprise Risk Management Framework.  This year, we were able to add to 
this by integrating the workforce planning and business planning processes. 

Aligning the framework with other corporate activities has provided improved support for the business areas 
across MRC in planning the delivery of business priorities and achieving outcomes required by the Corporate 
Plan. 
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Due to the success of the approach to the annual planning cycle in 2019-2020, the same approach was adopted 
for 2020-2021. 

Activities required by MRC’s Corporate Performance Planning and Reporting Framework continue to be 
undertaken in a collaborative manner across the business facilitated by the Governance and Safety program.  The 
framework provides opportunity for the business to critically review its service objectives and identify priorities 
ensuring the objectives of the Corporate Plan are met. 

Having reached the third year since implementation of the framework, an external review was commissioned and 
opportunity to refresh and modernise the Corporate Performance Planning and Reporting Framework was 
identified.  The implementation of identified improvements which is being undertaken with the support of external 
expertise will continue into 2021-2022. 

Enterprise Risk Management 

MRC’s Enterprise Risk Management Framework continues to have visibility across the organisation, in particular 
with the Executive Leadership Team and the Audit Committee. 

The regular monitoring of strategic risks, emerging risks and the progress of risk mitigation actions has had a 
positive impact on the risk profile of Council.  This was particularly evident throughout the COVID-19 pandemic 
where the risk profile was carefully monitored and reported on. 

Ownership of the framework remains with the Governance and Safety Program who dedicate resources to work 
with the business throughout the year, aiding and facilitating a risk aware culture.  Performance against 
requirements of the Enterprise Risk Management Framework is monitored through a quarterly reporting regime.  

Quarterly reports provide insight into Council’s strategic risks and the way in which they are managed, giving 
visibility to both the Executive Leadership Team and also the Audit Committee.   This approach has been 
complemented by detailed analysis and workshopping of high-level risks with the Audit Committee.  

Having reached the fifth year since implementation of the framework, an external review was commissioned and 
opportunity to refresh and modernise the Enterprise Risk Management Framework was identified.  The outcomes 
of exploring this opportunity will be progressed with the support of consultants in 2021-2022. 

Long Term Financial Forecast Program Development Project 

Following the formalisation of this initiative in 2019-2020 and confirmation of scope and deliverables during 2020, 
there has been progress in achieving various milestones. 

The project is to be delivered in three phases, the first being the focus in 2020-2021.  This first phase looks at 
processes that support the way in which the Capital Works Program is developed and how it informs MRC’s Long 
Term Financial Forecast.   

A collaboration between the pre-existing Long Term Financial Forecast Working Group and the business has 
been integral in being able to progress the first phase of the project. 

Notable achievements have been the development and implementation of formalised decision making processes 
and supporting assessment criteria used to inform the review and prioritisation of proposed inputs to the Capital 
Works Program. 

2.3 Corporate Governance 

2020/21 Activities  Comments 

Right to Information  • MRC received 13 Right to Information Applications 
o 768 pages were considered.  
o 404 pages were released in full. 
o 302 pages were released in part. 
o 43 pages were refused access. 
o 2 applications were listed on the Disclosure Log. 

Policy Reviews • 37 Council Policies and 8 Administrative Policies were reviewed and approved. 



Organisational Services 
2020-2021 Annual Review  

 

5 

 

Complaint 
Management 

• 389 Administrative Action Complaints were received in 2020/21 which is less 
than the total of 428 for 2019/20. 

• 276 PIN reviews were received. This has increased by 39 from 2019/20. 
• The customer service standard for complaints completed within timeframes 

was 96% which is above the 90% standard.  

Fraud & Corruption 
Prevention Plan 

• 23 of the 25 Actions were completed from the Fraud & Corruption Action Plan.  
• The two outstanding actions had commenced and were on track for completion 

with revised completion dates.   

Insurance • 177 insurance claims were received which is 28 claims less than 2019/20. 
• 28 motor vehicle claims were processed which is 48 claims less than 2019/20. 

Legislative 
Compliance Audits 

• 3 legislative compliance audits were completed in 2020/21: 

o Burial Assistance Act/Policy and Subordinate Local Law 
o Waste and Reduction Recycling Act 
o Building Act 

2.4 Internal Audit 

The 2020/21 Internal Audit Plan provided independent assurance and recommendations for improvements to 
systems, processes, work practices, compliance and business effectiveness.  

Internal Audit reviews were undertaken in the areas of:  

 
Reviews that are due to be completed and presented to the Audit Committee in August 2021 include;  

• Asset Management Framework 
• Waste Collection Contract  

• Public Event Management 
• Emergency/Disaster Management  

3. Shared Services 
 

 

Park Fees and 
Infringements

Infrastructure Assets –
Condition assessment, 

operations and 
maintenance

Major Projects Commuter/Private Use 
MRC Vehicles

90,011 calls received in 2020/21

41,235 customer requests 
raised in 2020/21

500,173 payments processed
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Top 5 Customer Requests Types 

 

3.1 Key Activities 

Our Accounts Payable team have largely said goodbye to paper heavy processes through implementing electronic 
processes that have resulted in organisation wide efficiencies and supports Council’s commitment to 
sustainability.  

The Rates and Revenue team embraced the use of technology to remind residents of account due dates, this 
initiative has resulted in significantly less use of formal collection processes.  

Customer Service have again seen a gradual increase in the use of online services with a significant increase in 
the use of email to correspond with Council.  

4. Property Services 
4.1 Aquatic/Athletic Facilities  

 

6,499 Phone 
Message 

3,592 Replace 
Wheelie Bin

3,080 Change of 
Mailing Address

1,670 Repair 
Wheelie Bin

1,654 Planning 
Advice Enquiries

74,140 MARC AQUATIC 
ATTENDANCES

18,072 MARC ATHLETIC 
ATTENDANCES

34,724 PIONEER POOL 
ATTENDANCES

218,549 BLUE WATER 
LAGOON ATTENDANCES

21,542 SARINA POOL 
ATTENDANCES

17,875 MEMORIAL POOL 
ATTENDANCES

16,856 MIRANI POOL 
ATTENDANCES
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• In January, St. Peters Western Swimming Club (Brisbane) utilised the MARC for pre-season training.  The 

feedback from swimmers and coaching staff was positive and it was a rare opportunity to expose members 
of local swimming clubs to athletes of this calibre.  

4.2 Building Maintenance 

Building Maintenance Requests (BMR) 

 

 

* Miscellaneous (including furniture, cleaning, 
support/assistance, consumables, signage, security, light 
up the building, pest/vermin, and non-specified items) 

* Repairs (including fixtures & fittings, doors/locks/hardware, 
fencing, walls/floor/ceiling, painting, windows, structural 
damage, floor coverings, vandalism) 

 

 

4.3 Land and Tenure (2020/21) 

Leases 

Lease renewals  38 New lease enquires 41 

New leases 19 Lease inspections 22 

Lease matters still being negotiated 25 General lease matters 93 

Lease surrenders 7 
Lease compliance – 
General 
Insurance 

40 
196 

2,892
Actioned BMR's 

in 2020/21

1,084
*Miscellaneous

555
*Repairs

440
Electrical

425
Plumbing

226
Air Conditioning

162
Safety & 

Legislation
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The Dome 

New Tenancies 1 Leases surrenders 2 

Lease renewals commenced 2 Lease enquiries 8 

 
Land Matters 

General land enquiries 26 
Land maintenance matters 19 

Fencing 20 

Land & Road Use Matters 
Land 
Road 

 
41 
28 

Encroachments 
Finalised 
Investigated 

 
2 

10 

 

5. Financial Services 
 
o 2019/2020 external audit was finalised with no qualifying statements. 

o 2020/2021 interim audit undertaken with no issues identified. 

o The 2021/2022 Budget was adopted by Council 23 June 2021 

 
 

6. Plant and Procurement 

 

20
20

/2
1

$138,511,256

Local spend 
in Mackay 

region

20
20

/2
1

$724,020

Regional 
spend 

(WROC area)

20
20

/2
1

$63,882,359

External 
spend
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o The annual Doing Business with Council public information session was held on 12 October 2020.  This 
session provided information on Workplace Health and Safety, Chain of Responsibility requirements, 
responding to MRC tenders, upcoming projects and service/supply opportunities. A total of 107 people 
attended the session which was held at the MECC.   

  
 

o 2020/2021 financial year provided several challenges in relation to the receipt of goods, of all descriptions, 
due to the world’s economic climate, resulting in supply shock. While the receipt of plant and equipment saw 
many delays, Council took delivery of a significant portion of the plant replacement program.  This included 
some more unique items such as smooth drum rollers, line marking truck, sweeper truck, portable vehicle 
scales and a sewer jet trailer.  

   

   
 

7. People and Culture 
7.1 Key Activities 
 

Volunteers  2020-2021 continue to focus on implementation of the Volunteer Management 
Strategy including the development of the Volunteer Management Procedure.   

 On 5 November 2020, MRC celebrated International Volunteer Managers 
Day, an opportunity to recognise the dedicated group of individuals who are 
responsible for the coordination, support, training, administration and 
recruitment of the world's volunteers - skilled professionals who are adept at 
taking singular passion and turning it into effective action.  The theme was 
What’s Next? focusing on what volunteering may look like in the COVID era.  
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 National Volunteer Week was celebrated in May 2021 and the theme this year 
was Recognise. Reconnect. Reimagine. National Volunteer Week (NVW) is 
an annual celebration to acknowledge the generous contribution of our 
nation’s volunteers. Volunteers were profiled and featured on Council social 
media channels.   

 With support from Corporate Communications, a digital campaign recognising 
Council volunteers was run during National Volunteer Week. The campaign 
introduced some of our volunteers and the work they do, and included posts 
on Facebook, LinkedIn, Instagram as well as a radio advertisement. The posts 
included profiles and videos and featured volunteers from Artspace, Friends 
of the Library, Home Library Service, Friends of the MECC, Sarina Sugar 
Shed, Pioneer Valley Museum.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 COVID-19 impacted Council volunteering, and operations were suspended. 
Council volunteer programs have returned, and volunteering is occurring in 
line with appropriate guidelines.  

Workforce Planning  The Workforce Planning Process for the 2021/22 was commenced in late 2020 
and completed in February 2021. The workforce planning cycle is aligned with 
the business and operational planning cycles to assist Managers in the 
development of strategic workforce plans.  

 Workforce Planning allows Mackay Regional Council to prepare for significant, 
long term workforce changes in critical areas including demographics, 
composition, diversity and culture.  

 Benefits of Strategic Workforce Planning include the development of internal 
capabilities and the identification of critical skills gaps that influence effective 
recruitment, talent management and succession planning strategies.  
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Workforce Design  The past year has seen activity in the area of workforce design, as MRC works 
towards aligning the workforce structure to the organisation’s plans and 
objectives, with the aim of improving efficiency, effectiveness and service 
delivery.   

 The People and Culture team have been focused on improving the processes 
associated with workforce design to ensure consistency of position profiles 
and descriptions across MRC and alignment with best industry practice.  Over 
the past 12 months, the team have developed a range of workforce design 
documents and tools that aim to support job evaluation and job analysis 
outcomes.  

 This work is critical as effective workforce design helps MRC have the right 
people, with the right skills, at the right time, and helps council prepare for 
future change. 

Health and Wellbeing  MRC, once again, delivered a very successful influenza vaccination program 
for employees which was completed in coordination with eligible employees 
receiving their COVID-19 vaccinations through their GP or Queensland 
Health. 

 The health and wellbeing messaging throughout the year has been a mix of 
COVID-19 based information with a shift in emphasis towards individual 
psychological health especially for those directly impacted by COVID-19 
infections in their extended families or the inability to travel to important family, 
personal, or professional activities. 

Diversity and 
Inclusion 

 MRC participated in the Australian Workplace Equality Index (AWEI) survey 
which supports several of the MRC diversity, inclusion, and belonging 
initiatives. 

 The AWEI stands as the definitive national benchmark on LGBTI workplace 
inclusion and comprises the largest and only national employee survey 
designed to gauge the overall impact of inclusion initiatives on organisational 
culture as well as identifying and nonidentifying employees. The index drives 
best practice in Australia and sets a comparative benchmark for Australian 
employers across all sectors. For this reason alone, the index has to be 
rigorous and comprehensive. The work compiled annually by employers 
submitting for the Index is a testament to the importance of LGBTI inclusion 
with their current diversity and inclusion initiatives. 

Leadership 
Development  

 The Elev8 Operational Leader program, for Managers, was delivered with a 
mix of Managers providing positive and constructive feedback. The program 
will now be run over several cohorts commencing July 2021. 

 The MRC-RIN Mentoring Program has again been successfully delivered 
across the Mackay region. The program is now routinely over-subscribed by 
mentee applications which is brilliant for Mackay industries. 

Workforce Capability 
& Talent 

 Significant effort has been delivered in supporting workforce changes in the 
Development Services department which will produce improvements in 
service delivery effectiveness and efficiency when implementation is 
completed. 

Organisational 
Culture 

 The Values and Behaviours review commenced in April 2021 and is expected 
to be completed by the end of November 2021. The focus is a refresh of the 
current Values and Behaviours statements. 

 The Employee Engagement survey was conducted in March-April 2021 with 
72% [817] of employees participating which is an excellent result. Overall 
engagement was 46% which is below the Australia-New Zealand local 
government benchmark of 55%. 
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 Things we did well: safety and wellbeing, customer focus, and risk 
management 

 Things we need to work on: leadership, talent and staffing, and recognition 
and performance management 

PROJECT: Mackay 
Regional Skills 
Investment Strategy 

 This Queensland Government funded project was completed in late 2020 and 
delivered a range of successful mini projects that enabled different industries 
to be able to access varying levels of government supported training. 

 Equally importantly, the project built inter-industry and inter-agency networks 
that are now being utilised to develop further projects in support of industry-
specific projects outside of the typical Mackay region industries. 

PROJECT: Water 
Industry Worker 
Regional Pilot 

 The PILOT project is shifting into a business-as-usual program and remains 
supported by other Queensland Councils and Queensland Water. 

 The program has been widely recognised for its success and that of individual 
participants as detailed below: 

Dates and Location Award Recipient   Outcome Awarding 
Body 

November 2020 - 
Sunshine Coast 

Qld Organisational 
Excellence Award 

Regional Water Industry 
Worker Pilot  Winner AWA 

September 2020 - 
Brisbane 

Premier industry 
Collaboration  

Water Industry Worker 
Program  Finalist DESBT 

November 2020 - 
Brisbane Innovation category Worker Pilot Program  Finalist IPWEA 

May 2021 - Adelaide 
OzWater ’21 - 
Organisational Excellence 
Award 

Regional Water Industry 
Worker Pilot  Finalist AWA 

May 2021 - Brisbane Qld Awards for Excellence 
Collaboration  

Water Industry Worker 
Program  Finalist LGMA 

August 2020  Qld Operator of the Year Mark Vairy Winner AWA 

August 2020  Qld All Rounder of the 
Year Brett Donald Winner AWA 

 

8. Information Services  
8.1 Operations 

Cyber Security Advancement 

2020/21 marked notable improvements in Council’s cyber security resilience with the implementation of improved 
password management toolsets, introduction of impersonation protection, anti-phishing, anti-spoofing, geo-
blocking, MFA and high-risk assessment mitigating thousands of attacks daily.  
 
With over 25 security assessments conducted on new and existing applications one in particular aiding in evading 
a major breach from PasswordState.  
 
The implementation of a Vulnerability Assessment System aiding in the review of application and server 
vulnerability assessment for improved resilience. 
 

https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.bleepingcomputer.com%2Fnews%2Fsecurity%2Fpasswordstate-password-manager-hacked-in-supply-chain-attack%2F&data=04%7C01%7CStuart.Hildred%40mackay.qld.gov.au%7C87488036e4514523edb108d9603f02be%7C46ba00b8657543e89c82ebe2bf0026d0%7C1%7C0%7C637646646009626128%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=rTivbdlc5TBDjtJqQGgPzOACUS8FzBKOhv%2FsCoAgaoo%3D&reserved=0
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Regular Cyber Security Updates distributed to the organisation monthly to further build upon our education 
platform with focus on contextual setting. 
 

 

8.2 Strategic Initiatives 

New and Improved Online Services 

• Enhancements to Pathway enabled builders to request specialist types of building related searches and the 
creation of new certificate types to allow the public to request drainage and storm water plans. 

• Replacement of PD Online with eApp Tracker improving the interface to a more modern user experience 
including mapping to quickly identify applications by location. 

• Plant give away click-and-collect solution providing the public with the ability to select plants online for 
collection. 

 

• Animal register allowing the public to see available animal for adoption from Council facilities. 
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• Council’s Customer Portal updated to a more modern user interface and enhanced security technology. 

 

• Ci/CiAnywhere move to the Cloud 
 
o The migration of one of Council’s primary applications Ci/CiAnywhere successfully moved from on-

premise infrastructure to the cloud achieved the alleviation of over 35 TerraByte of storage from 
council’s infrastructure and more than 20 servers decommissioned. 
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