
The Case for Change 
at Port Macquarie Hastings Council 



QUOTE?

Acknowledgement of Country
Yii Birrbay Barray

This is Birpai Country

Nyura yii-gu mara-la barray-gu, nyaa-gi, ngarra-gi

You have come here, to the country to see, listen and remember

Gathay Nyiirun Wakulda 

Let’s all go together as one

We acknowledge that we are on Birpai country and pay respects to all elders past, present 
and emerging. We acknowledge the ongoing connection to the Traditional Owners and 
Custodians of the lands and waters of the Port Macquarie Hastings Region.
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Change

QUOTE?

As a regional destination and a service hub, our community 
is transforming into a highly sought after, liveable and 
affordable alternative place for people and businesses 
seeking to escape the cities.

We are transforming
Our region is growing at a rapid pace and Port Macquarie Hastings 
Council is well positioned to lead the community to thrive and  
deliver excellent services. We are adapting and responding  
to our community’s growing needs.

Our future 
With a growing population, we must ensure 
that we have scalable infrastructure and 
services to accommodate the growth.  
And we’ve got to get ready to grow!  

“The greatest danger in 
times of turbulence is not 
the turbulence, it is to act 

with yesterdays logic.”
Peter Drucker
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Context “In order to serve it’s 
purpose, a vision has 

to be a shared vision.”
Warrren G Bennis

To improve our operations and better serve the community 
we have embarked on a transformational journey.  
We want to share this journey with you. 

A shared future
Since commencing in her role as Council’s Chief Executive Officer  
in February 2021, Dr Clare Allen has led a significant program  
of reform and change. As a commercial leader, with a heart for 
community, Clare has brought new energy to our organisation. 

We have examined our current state and have reviewed where  
we want to go and how we are going to get there.

Our vision 
Our vision is to be the most liveable,  
sustainable and innovative place in Australia
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The ABEF provides a framework through which we can 
assess how we function as a whole, drive improvement, 
and inform our focus on leadership, engagement, 
customers, strategies, plans and knowledge management.

Additionally, we have actively sought feedback via external 
reviews undertaken by KPMG and other experts into 
our governance, strategy and operations whilst actively 
seeking feedback and input from our community, staff 
and partners. The March 2021 natural flood disaster further 
magnified the backlog of critical maintenance and repair 
of our assets. 

Framing our work

Process 
Management,  
Improvement  
& Innovation

Strategy & 
Planning

Results & 
Sustainable 

Performance

Leadership

Customers & 
Stakeholders

People

Data, Information & Knowledge

Adopted by Council in March 2021, the Australian Business 
Excellence Framework (ABEF) is one of the key tools that we  
are using to inform our strategy, our planning, our leadership  
and our work with our customers and stakeholders.

Australian Business Excellence FrameworkWe are utilising the ABEF framework to 
ensure our organisation is both sustainable 
and adaptable to meet the changing needs 
of our key stakeholders and community 
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The change process

Embedding Transformation

To deliver the community’s vision we need to change how we 
work and think. To clearly articulate this and guide our journey, 
we have adopted a mission for our transformation.

Our mission 
To provide excellent services and infrastructure  
for our community

Where are we now?
Where do we need to be?

Realigning our business to 
create a platform for excellence 

Delivering excellence  
in all that we do

Discovery

1 2 3

The journey
“The most difficult part 

of any endeavour is 
taking the first step.”

Robyn Davidson
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Priorities
We identified some of the key  
priorities to focus on first:

• strengthen our governance  
and risk management 

• bolster our strategic planning to better 
harness the opportunities for growth 

• develop a well defined technology 
strategy to address antiquated systems

• improve our leadership capability

• address significant dilapidation  
of built assets

• cultivate a culture that requires  
us to deliver what we say we will

clear  
strategic 

vision

improved  
community 
outcomes

data-driven  
decision 
making

accountable 
empowered 
workforce

Key drivers
There are four key drivers of our change and improvement:

Phase 1

Discovery
Early in the discovery phase we acknowledged that we simply 
cannot do everything all at once. We still have a business to 
run servicing our community and delivering projects. 

Discovery

1
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Community
Infrastructure

Community,
Planning & 

Environment

Community
Utilities

Business & 
Performance

Office  
of the CEO

Serving the community  
through good governance, strategy  

and operations centred around  
business excellence

Planning and delivering 
community infrastructure that  
meets the current and future  

needs of a thriving region

Working with community  
to plan for and manage our  

growth in a way that protects  
our environment and lifestyle

Future-proofing our community  
with innovative and compliant utilities  

that protect the environment, will meet  
our needs and support our growth 

Providing excellence  
in corporate services and driving a sustainable 
organisation which focuses on our customers, 

employees and high performance

Structure
By retaining four key directorates and 
formalising the Office of the CEO, we are 
accelerating our capacity to improve our 
operations, manage our risks, and elevate 
our capability to deliver our services  
and meet community expectation.

Phase 2

Embedding
In order to respond to the priority focus areas 
identified during the discovery phase, there is a 
need to realign the functions of our organisation.

Embedding

2
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Office of the CEO
Serving the community through good 
governance, strategy and operations  
centred around business excellence 

Dr Clare Allen and her Executive Team have determined  
that it is essential to get “back to basics” in some areas  
and place a clear focus on the areas of greatest need.

The Office of the CEO has now been formalised to support 
and strengthen critical priority focus areas and lead the 
organisation through transformational change. An Internal 
Ombudsman and an Executive Manager Transformation 
have recently been appointed. Governance, Risk, Customer 
Experience, Communication & Corporate Affairs now  
report to the CEO.

“After careful review and widespread 
consultation, our business needs  

some major transformation.

To improve we need to consolidate 
and embed into our organisation, 

robust governance, invest in our 
infrastructure and plan for the  

next seven generations. 

This will require a clear focus on  
critical business improvements.” 

Dr Clare Allen 

Embedding

2
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Rationale: It’s essential we address the 
improvement required across our core 
asset classes of transport and stormwater

Focus: Acceleration of asset condition 
assessments, growth reviews, renewal 
and rehabilitation plans, while building  
on proven delivery methodologies

Functions: 

• Emergency management 

• Planning and asset management  
– transport and stormwater

• Traffic management

• Organisational project delivery

• Maintenance and operations  
of transport, stormwater, parks  
and open spaces

• Fleet and workshops

Community Infrastructure
Planning and delivering community infrastructure that 
meets the current and future needs of a thriving region

Creating success by 
leveraging the synergies 
across common groups, 
providing clearer 
confirmation of service 
levels to drive accelerated 
outcomes within these 
core services

Embedding

2

10  PMHC Case for Change



Rationale: All of the planning, 
community and environment functions 
aligned into the one area of Council

Focus: A more holistic approach 
to managing the built and natural 
environment that promotes 
comprehensive engagement with  
our community in line with our  
strategic direction

Functions: 

• Strategy

• Development services

• Natural resource management

• Economic development

• Cultural development

• Community services

• Engagement and education

• Libraries

• Recreation planning  
and property services

• Compliance and regulatory services 

• Sustainability services

Community, Planning and Environment
Working with community to plan for and manage our  
growth in a way that protects our environment and lifestyle

Creating success by 
removing overlap and 
confusion, clarifying 
roles and responsibilities 
whilst adequately 
resourcing strategic 
planning to identify how 
community expectations 
and needs can be better 
represented through  
our strategic direction

Embedding

2
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Rationale: Essential to address immediate 
risks relating to the delivery, maintenance 
and financial sustainability of key 
community infrastructure

Focus: By aligning the compliance 
requirements with our service priorities  
and core community needs, this division 
will initially focus on future planning, 
business development, dilapidation 
replacements and asset management 
in systems that  have been pushed to 
current capacity by our sustained growth

Utilities Planning and Design Group 
will drive the change of future programs 
and asset management requirements 
through the following core functions:

• Water, sewer and recycled water – 
future network and renewals planning

• Waste planning and development

• Business development of services

Community Utilities
Future-proofing our community with innovative  
and compliant utilities that protect the environment,  
will meet our needs and support our growth 

Creating success by 
redistributing workloads 
to allow greater focus on 
improved business processes 
and alignment with strategic 
direction to ensure service 
levels meet community  
need and expectations

• AUSPEC review and standard drawings

• Works program development

• Smart technology development 

• Development standards

• Asset management

• Financial planning – usage charges, 
fees, tariffs, long term expenditure

• Reporting – best practice guidelines  

Utilities Operations Group will be 
responsible for the daily management 
of the water, sewer and waste services 
through the following areas and functions:

• Water and sewage treatment plants, 
and recycled water plants

• Waste depots and transfer stations

• Operations – distribution and  
collection, renewals, facility 
management for all utilities

• Engineering Trades Services

Embedding

2
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Rationale: Allows for a greater focus on  
the significant improvement required 
across our corporate services in terms  
of systems, processes, reporting and data

Focus: Providing excellent service 
delivery and high organisational  
and employee performance

Functions: 

• People, Safety & Performance 
(includes People & Culture;  
Work Health & Safety)

• Financial Services (includes  
long term financial planning)

• Procurement (includes  
Contracts and Stores)

• Business Development

• Corporate Reporting

• Digital Technology

• Commercial Business Units  
(includes the Glasshouse, Airport, 
Laboratory and land development)

Business and Performance
Providing excellence in corporate services and driving a 
sustainable organisation which focuses on our customers, 
employees and high performance

Creating success by 
humanising our services, 
creating efficiencies in 
everything we do, using 
data to make good 
business decisions to 
lead to a sustainable 
future, and deriving 
greater efficiencies  
and revenue streams

Embedding

2
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Phase 3

Transformation Transformation

3

Whilst we have just started this transformation journey,  
we are excited by how much we can achieve and we will 
continue to discover more while we further embed the  
changes to achieve our mission and vision.

What this change means
For our community 
We now have a clear vision and a roadmap for reform. With a co-design 
approach to consultation, we will continue to focus on our governance, 
strategy and operations, placing our customers at the centre of 
everything we do. 

For our people and organisation 
Our realigned organisation enables us to better focus and strengthen 
our knowledge and efforts. Our transformation will continue to make 
both significant and incremental changes to increase savings to our 
bottom line, drive our performance and create a great place to work.

Our motivation 
We are enthusiastic about serving  
our community, so that our  
region is a great place to live

“You have to 
maintain a culture of 

transformation and stay 
true to your values.”

Jeff Weiner 
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Destination
Continuous improvement and critical analysis of our business 
is essential in providing the services that our community 
expects. We believe the case for change is evident.  
We are committed to excellence in all that we do. 

The benefits
Whilst we are only at the start of this journey, we are making great progress. 

Here’s just a glimpse of the benefits you can expect to see:

Delivery of public value and performance

Meaningful measures of customer satisfaction

Innovation and business excellence

Integrated leading edge technologies

Increased efficiencies and clear accountabilities

Contemporary work practice and administration

Strengthened trust and a highly engaged workforce

We look forward to bringing this to you. 

Transformation

3

November 2021

“To be successful, you have to 
relentlessly pursue your goal  
and have a clear purpose.”
Dr Clare Allen



Port Macquarie Hastings Council
pmhc.nsw.gov.au
council@pmhc.nsw.gov.au
PO Box 84 Port Macquarie NSW 2444
Tel 6581 8111

Socials @pmhcouncil

Contact


