
AUSTRALIA
LINKED ORGANISATION OF LOCAL AUTHORITIES

            THE MAV TECHNOLOGY AWARDS FOR EXCELLENCE  

2019

  The Finalists
The MAV Technology 

Awards for Excellence are 
assessed by independent 

judges and recognise 
outstanding innovation, 

 effort and outcomes; 
support for council 

business objectives;  and 
influencing or assisting 

other councils to 
improve service delivery 

for the people of our 
municipalities.



AUSTRALIA
LINKED ORGANISATION OF LOCAL AUTHORITIES

Our Vision: Bringing Smartphone-like Simplicity to Secondary Data and Apps
What We Do: Eliminate mass data fragmentation by consolidating all secondary data and apps
More than 80 percent of enterprise data is scattered across different locations, trapped in 
infrastructure silos, and buried unseen in long forgotten storage systems, making it almost 
impossible for IT to control – still less exploit for business advantage. Cohesity eliminates this 
mass data fragmentation problem with a web-scale, software-defined platform designed 
to manage all secondary workloads such as backups and archiving, as well as file & object 
storage, test/dev and analytics, from a single easy to use GUI rather than dozens of siloed 
legacy components.

Onel works with businesses who are looking to optimise their technology investment and 
capabilities. Our team comprises of experts who are at the forefront of their field and possess 
strong business acumen. Our consultants have over 20 years of experience in the industry and 
have worked on some of the largest projects across Australia. We have a team that clients can 
trust will provide the right advice to deliver business focussed solutions.
We pride ourselves on ensuring the right technology is in place to enable our client’s business 
to work effectively today and into the future. We will work with you to understand your current 
business requirements, the complexities you face, and plans for the future to determine the 
best solution and technology partner for your circumstances.  https://onel.com.au/

Event Sponsors
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Award Categories
STRATEGY & PLANNING ACHIEVEMENT OF THE YEAR

COLLABORATION OR PARTNERSHIP OF THE YEAR

SMART CITY ACHIEVEMENT OF THE YEAR

CUSTOMER EXPERIENCE ACHIEVEMENT OF THE YEAR

THE VICTORIAN AWARD FOR EXCELLENCE

THE AUSTRALIAN AWARD FOR EXCELLENCE

The Awards for Excellence Dinner
YOUR HOSTS

David Bartlett, Former Premier of Tasmania, & Conference Chair
David Bartlett is seven years into his third career.  His first career in the IT sector as an industry 
development specialist and CIO ended when he was elected to the Tasmanian Parliament.  
He spent ten years as a Member of Parliament, Minister for Education, Minister for Science & 
Technology and Premier.  Seven years after leaving politics David now advises governments 
and large corporates on digital transformation, is Chairman of Fronde International, 
Chairman and Director of a number of Australian high growth tech startups and President 
of a professional basketball club.   He is passionate about leading positive transformational 
change in communities through technology.

Casey Bennetto, Performer & songwriter
Casey Bennetto is a songwriter, singer and performer best known for writing and performing 
in KEATING! the musical for which he won several Melbourne International Comedy Festival 
Awards, Green Room Awards and Helpmann Awards. 
He has scored numerous television series including The Katering Show, Lowdown, Welcome 
to Littleton and Get Krack!n. Other compositions include the cheery Christmas killer-robot 
pantomime The Terminativity, and Prison Songs (co-written with Shellie Morris). 
Casey has made regular appearances on ABC774: as a guest announcer and co-host with Jon 
Faine on the Conversation Hour. He co-hosts Superfluity on 3RRR with Scott Edgar and Christos 
Tsiolkas. He has also made a number of appearances on ABC TV’s popular Spicks And Specks, In 
Gordon Street Tonight and Adam Hills Tonight and the ABC’s Sunday Arts show.
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The Victorian Finalists
STRATEGY & PLANNING ACHIEVEMENT OF THE YEAR:
City of Melbourne - GovCore – a local government experiment by City of Melbourne and 
Code of Australia Fellowship
Northern Grampians Shire Council - LeaniNG Forward
City of Ballarat - Data Gold in Ballarat
Glen Eira City Council - Glen Eira Transforming Together – GETT
Without well-defined goals and a high-level plan to achieve them, it can be easy to be 
deliver unneeded output, rather than desired outcomes. Strategy and planning shapes  
and guides what the project is, who it serves, what it does, and why it does it. It also 
clarifies the actions needed to make progress, and includes clear measures to determine  
if it is successful.

COLLABORATION OR PARTNERSHIP OF THE YEAR:
City of Ballarat - Data Gold in Ballarat
Glen Eira City Council - Digitising High Priority Transactions
City of Greater Geelong - The Little L Project: Brought to Life by Virtual Reality and 3D 
printing
City of Melbourne & City of Whittlesea - Could 311 work in Victoria?  
Proof of Concept of Graffiti Reporting Service
City of Boroondara - Add Life to Your Years - health and wellbeing information for over 55s
Working together to achieve better, faster, simpler and more cost effective outcomes for 
our communities. Collaboration or partnerships between council business areas; between 
councils; or between councils and external service providers, other levels of government, 
research organisations or community groups are all eligible.

SMART CITY ACHIEVEMENT OF THE YEAR:
Southern Grampians Shire Council - connectGH – Connecting Southern Grampians Shire
Wyndham City Council - Smart Parking using Computer Vision
City of Ballarat - Right to the night
City of Casey - Smart Devices for Landfill Management
Using information communication technologies and data to be more efficient, solve 
challenges, and provide new opportunities. Smart communities advocate for the 
integration of technology and data infrastructure, promote digital technologies to increase 
the capability of existing infrastructure and services, and champion citizen involvement 
and citizen-focused service delivery.
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CUSTOMER EXPERIENCE ACHIEVEMENT OF THE YEAR:
City of Boroondara - Add Life to Your Years - health and wellbeing information for over 55s
City of Boroondara - Statutory Planning - Paperless Office
Glen Eira City Council - Footpath trading permits
City of Kingston - Let’s build a chatbot!
Customer Experience has a number of variations and abbreviations. CX, UX, UI, customer 
centric, people at the centre – they all mean pretty much the same thing – Are we 
delivering something that people want and can use? A good digital customer experience 
requires a totally new approach to service delivery. It demands new business processes 
and cultural change within council. None of this is easy.

The Australian Finalists
THE MAV TECHNOLOGY AUSTRALIAN AWARD FOR EXCELLENCE:
New South Wales – City of Sydney: Digital on the Inside: Council and Committee Systems 
South Australia – City of Adelaide: Ten Gigabit Adelaide (10GA) 
Queensland – Logan City Council: City Futures Strategy
Victoria – [TBA - Winner of the Victorian Award for Excellence]

The International Finalists
THE LOLA INTERNATIONAL AWARD FOR EXCELLENCE:
Australia – [TBA - Winner of the Australian Award for Excellence]
Belgium – 
Canada – 
Netherlands – 
New Zealand – 
Sweden – 
United Kingdom – 
USA – 
Winner will be announced in May at the 2019 LOLA International Conference in Sweden.
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City of Melbourne
GOVCORE – A LOCAL GOVERNMENT EXPERIMENT BY CITY OF MELBOURNE 
AND CODE OF AUSTRALIA FELLOWSHIP 

The GovCore vision is to develop a common platform that every government agency can 
use for building and innovating digital government services and storing government data. 
GovCore will be an information management system which can be used to run a council. 
It will be an open source platform built on robust scalable big data technology, designed 
to maximise innovation in customer experience, data management and business process 
automation.
The C4A fellowship was an initial POC aimed at proving that the technical ambitions of 
GovCore could be realised. CoM can use learnings from the POC to further develop the 
platform and reach out to other collaborators (both government private sector and the 
open source community) to continue the project. 
In a 6 week sprint, an Architectural Concept and Principle discussion paper about the 
GovCore platform  was developed. A collaboration with a local council within Amsterdam, 
Haarlem, explored how their ‘sister’ project, NLXsolves a related problem of exchanging 
data between agencies. The NLX project is a more mature and developed project and our 
collaboration was instructive and useful learnings were gleaned from Haarlem. 
The solutions currently available to the local government sector are built on pre-digital 
technology, intrinsically rigid and difficult to change or are designed for the private sector 
and twisted to fit council needs, often at a high price. GovCore aims to be built specifically 
for government. It will be open source – it can run on an entirely free software platform, 
with code to be freely available online. An open source platform means the work and 
learnings of one agency can be leveraged by another. Traditional vendor lock in is avoided, 
high software and maintenance costs are reduced. Traditional platforms are difficult 
to implement and difficult to change once implemented - thus hindering innovation. 
GovCore will foster development and innovation, as there is a large pool of developers 
who can contribute openly - sharing ideas and improvements and maximising economy of 
scale in development talent.
GovCore is for councils, by councils. The underlying principle is to disrupt the current 
status quo, to allow all councils access to an information management system which 
meets the needs of councils, in a cost effective and practical way. 

Daniela Mazzone, Simon Weller (City of Melbourne) & Alvaro Maz, Jonathan Castillo 
Bello, Victor Nava and Kyreena Hay (Code for Australia)  
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Northern Grampians Shire Council
LEANING FORWARD 

The aim of the project was to develop and implement a process improvement program. 
Our goal was to develop a set of standard processes, procedures, methods, principles and 
values to span the organisation, which all staff could easily take on board and execute 
to achieve process improvement as well as to easily locate and understand existing 
processes.
Firstly we needed to procure a process mapping tool to capture a baseline of our 
processes. Evaluation of a number of products on the market place was undertaken 
against a set of predefined criteria. We then set about developing a continuous 
improvement framework incorporating promapp, developing standard processes 
supporting facilitated workshops, and engaging stakeholders to document their processes 
in a best practice format.
The critical success factor was achieving a change in organisational culture and mindset 
to align with the framework and its objectives. Engaging staff was our highest priority. We 
achieved this through an extensive communications campaign that included slides and 
videos on TVs around the building, incentives, merchandising, weekly status updates and 
staff presentations.
There has been a notable change in culture with the introduction of the LeaniNG Forward 
framework. Numerous conversations have been overhead referencing promapp in many 
contexts including training, knowledge transfer, and as a requirement for improvement 
analysis. We are now witnessing staff in various business areas using promapp to train 
new staff. Staff are commenting that they need to hit promapp goals in order to receive 
their LeaniNG Forward branded water bottle or coffee mug!
The LeaniNG Forward framework and experiences have been shared with many other 
councils through the Promapp Regional User Group meetings, and the status of the 
project and experiences shared at the Regional Neighbours meetings held quarterly, 
which includes Ballarat, Mount Alexander, Geelong, Central Goldfield. Ballarat Shire 
council have paid a site visit to Northern Grampians Shire Council to further understand 
our journey and are currently considering a similar path.

Anthony Kumnick (Business and Data Analyst), Stretch Smith (Manager Business 
Transformation), Vaughan Williams (Project Executive Sponsor, Director Corporate 
Services), Northern Grampians Shire Council
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City of Ballarat
DATA GOLD IN BALLARAT 

A United Nations Educational Scientific and Cultural Organisation’s (UNESCO) approach 
to managing change, called the Recommendation on Historic Urban Landscapes (HUL), 
recognises the challenges and complexities that many historic cities face in balancing 
urban conservation and development with the complex and interrelated elements that 
make living and constantly changing communities distinct. The City of Ballarat was the 
first city to join the international pilot program to implement the HUL approach. 
All cities face similar practice challenges, such as short-term political cycles, budget 
constraints, siloed disciplines and minimal time to work in participatory ways with local 
citizens and stakeholders. 
The work being undertaken in Ballarat creatively addresses these issues, particularly using 
digital technology, open data, comprehensive mapping and new understandings of the 
city. We started by bringing together new comprehensive and engaging information and 
data that people want to use. We developed two key ‘open data’ platforms in conjunction 
with Centre for eResearch and Digital Innovation (CeRDI) Federation University Australia:
1. HULBallarat – a collaborative community focussed platform to bring all sorts of 
information together and help people engage with their city in new ways.
2. Visualising Ballarat – a new ‘engine room’ that is building a knowledge base of the 
DNA of Ballarat and becoming an integral decision support tool for delivering the HUL 
approach. 
The sites have brought together community activities, research and data from 
government, academics and other sources and include a mapping interface that brings 
together historic and new data about Ballarat, new digital tools such as ‘TimeCapsule 
Ballarat’ (developed by local ‘hackers’ via a ‘HUL’ award at GovHack Ballarat); ‘Songways 
Music Mapping’ – a City of Ballarat public art project; and, 3D virtual tours of the city; 
connections to research, projects and community activities on Ballarat.
Through the international pilot, Ballarat is capturing research methodology and sharing 
lessons with other cities in Australia and around the world.

Susan Fayad, Catherine McLay, Matthew Swards, and Roslyn Rymer (City of Ballarat); 
Centre for eResearch and Digital Innovation 
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Glen Eira City Council
GLEN EIRA TRANSFORMING TOGETHER – GETT 

Glen Eira Transforming Together (GETT) is an extended transformation program that 
focuses on adopting new ways of working, responding to customer needs, transforming 
service delivery and developing insightful performance reporting.  
Local government survey results revealed Glen Eira City Council (GECC) to have a 
conservative paper-based system of operation, and showed that the community was 
dissatisfied at the frustration of outmoded processes. A change in leadership saw the 
opportunity to redesign with GETT. Thanks to key visionaries, the initial transformation 
model was extended to include a multi-pronged approach spanning digital, service 
delivery, processes and a conscious implementation of a continuous improvement culture 
embedded into the organisation. 
The GETT program represents GECC’s commitment to the continuous improvement of 
our services, assets, processes and work environment. It embodies our core values of 
collaboration, respect, service excellence, integrity, and innovation as opposed to the 
traditional approach of having an isolated Innovation and Continuous Improvement team.
We have accomplished a great deal in a relatively short time frame and have achieved 
more goals than we intended. This is mainly because we didn’t delay making changes 
while we waited for the big plan; we started quickly and expanded our thinking as we 
discovered more information using agile methodologies.
As transformation becomes business as usual, the model for innovation and continuous 
improvement is embodied in corporate culture and organisational strategy. This project 
builds the foundation from which we will continue to enhance our organisational 
performance and delivery. 
The GETT program is aligned with the Australian Government Digital Transformation 
Strategy and follows core principles and themes to deliver outcomes. GETT focuses on 
the ability to maintain a collaborative approach that allows us to share methodologies, 
technologies, insights and lessons learned under this theme. Our teams are encouraged to 
include cross-council collaboration for insight and shared knowledge in all project scoping.  
We are happy to share our service maps, journey maps, customer insights project 
business cases. Project results and lessons learned are available for other councils to 
reference to initiate similar transformation programs. 

Rebecca McKenzie, Shweta Babbar, GECC Executive team, GECC Innovation and 
Continuous Improvement team and Council staff - project based
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Glen Eira City Council
DIGITISING HIGH PRIORITY TRANSACTIONS 

A priority was made to digitise our top transactions with the community to create more 
efficiency in Council by reducing time consuming manual processes, as well as generate 
increased community satisfaction by streamlining transactions and making them more 
accessible. Our goal was to improve service delivery by providing customers with the 
option to complete high priority transactions online with a consistent experience. This 
translated into digitising our top 14 transactions — customer requests, applications, 
registrations, certificates — within a year.
Our approach was unique from the view-point that all 14 transactions were reviewed 
using a range of tools and methodologies. GECC had a clear vision for this project; 
we didn’t want to translate our complex paper-based processes into complex digital 
transactions. Our approach was to delve deep into the entire process from both customer 
and staff experiences.  
We used root cause analysis and project-mapping to document the ‘as is’ state allowing 
us to identify ways to improve processes before beginning. We simplified the future state 
using lean methodology. This strategy removes the ‘one size fits all’ approach and looks 
at understanding the intricacies of users’ experience and addresses the diverse range of 
services and associated issues that Council offers. We could then effectively automate and 
move our transactions online using our existing technology. 
This project has delivered our intended goals and much more. In the last 12 months, we 
have received more than 54,260 transactions online, 65% of all these can be attributed 
to the additional 48 transactions. Digitising more than 35,000 transactions saw a 
financial benefit of $546,068 to Council. There have been additional cost benefits to 
the community with the reduction of processing time, enabling the equivalent of 13.5 
EFTs to be reallocated in the organisation to focus on community activities and projects. 
Moreover, the planning department have recently moved to a completely digital work 
force which will see a cost saving $120,000 per year from the removal of hard copy 
scanning costs for their planning application lodgement moving digital. 
Now our community can engage with us faster and easier than ever before, giving them a 
greater choice about how and when they transact with us providing digital offerings  
24 hours a day, seven days a week. 

Shweta Babbar, Patrick Dillon, John Staines, Chrissy Athanasopoulos, Nick Gaff, Belinda 
Foley, Kiran Nagra, Innovation and Continuous Improvement team 
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City of Greater Geelong
THE LITTLE L PROJECT:  
BROUGHT TO LIFE BY VIRTUAL REALITY AND 3D PRINTING 

Geelong has always been a city of inventors and makers, from the original Ute to the 
invention of mechanical refrigeration. Recently, Geelong has been internationally 
recognised as a UNESCO City of Design. The City prides itself in hosting and collaborating 
in innovative and creative projects. The project’s central aim was to present local heritage 
to Geelong’s communities using the most recent in Virtual Reality and 3D Printing 
technologies. The innovative part of the Little L experience was to mix the physical and 
virtual worlds in the same experience. The project used Mixed Reality, which brings 
together both virtual reality and 3D technologies, to create a dynamic and innovative 
museum experience. The Little L Project was one of the world’s first exhibitions to use it.
The Museum partnered with Deakin University to imagine and implement innovative 
technologies that had never been publicly demonstrated before. The Museum’s role 
was to ensure that the experience would be user friendly and accessible to very 
diverse communities and users - including visitors with special needs or Culturally And 
Linguistically Different (CALD). We also partnered with paleontologists from PrimeSci! to 
ensure that the content presented was scientifically correct.
Engineers working on emerging technologies in the Design Research Group and CADET VR 
Lab at the School of Engineering at Deakin University would conceive and deliver a Mixed 
reality prototype (Virtual reality and 3d technology) to present a small dinosaur that used 
to live in the area. Visitors were able to learn about the dinosaur and could then colour 
it, being fully immersed in a virtual environment and using a virtual airbrush. The visitors 
could also pat the dinosaur, thanks to a 3d reproduction at scale.
This transdisciplinary project achieved national and international community interest. 
More than 10,000 visitors interacted with the experience at the Museum. The project 
received media coverage in Australian newspapers, as well as newspapers as far away as 
Slovenia. There was also an enormous social media coverage for the project in India. It 
received an highly commended award from Museum Australia – Victoria and was featured 
as a case study in the City’s successful application to become a UNESCO City of Design.
Little L Project was a small scale pilot exhibition that brought renewed interest to local 
heritage. It also built capacities within the National Wool Museum and strengthened the 
relationship with Deakin University. A larger project is now in planning.

Marie Allaman – National Wool Museum, Deakin School of Engineering, PrimeSci!
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City of Melbourne & City of Whittlesea
COULD 311 WORK IN VICTORIA?  
PROOF OF CONCEPT OF GRAFFITI REPORTING SERVICE 

311 is a non-emergency phone number established in many US cities for citizens to 
find information about services, make complaints, or report problems around their 
city. 311 has evolved as technology has, to offering digital mobile, online and social 
reporting channels. City of Melbourne (CoM) and City of Whittlesea (CoW) entered into a 
collaborative proof of concept (POC) to test several hypotheses, using the CoM developed 
Digital Services Platform (DSP). The POC aimed to prove that multiple councils can 
function on one platform, consequently building a quasi-311 central reporting channel.
The project aimed to provide a trial environment of the CoM graffiti services platform to 
allow Whittlesea to utilise Melbourne’s graffiti services workflow, testing the functionality 
of Salesforce technologies, without the need of in-house development and investment. 
The trial allowed Melbourne to test the external functionality of the platform and its 
applicability to other councils. Running the project on a small scale allowed both councils 
to test the feasibility of a potential 311 service. 
The POC was a success with the graffiti service built able to be used by COW in a live 
environment. The POC indicated that there was opportunity to standardize and aggregate 
the channels that Councils offer to Customers to request service. This supports user 
centric research that COM has undertaken indicating customers want easier ways to 
communicate with government across the many different aspects of their lives.
The DSP has been designed by CoM to be configured into an industry platform for local 
government to transform customer service delivery. It is a platform which has been 
custom developed by council, for council. The project demonstrated that CoM can offer 
stand-alone service offerings from the DSP to other councils. Wider application of the 
platform will see councils benefit from the DSP by providing their visitors, businesses and 
citizens with a user friendly reporting tool. The service offerings all have the same look 
and feel, giving customers a consistent experience across council. Councils can access 
services on a subscription basis, with no or little customisation required for roll-out.
A consolidated local government service offering would have a number of benefits: 
standardisation of the “look and feel” for customer experience, standardisation of systems 
across councils and with the customer preference for mobile apps, less load on call 
centres, reducing costs while being more versatile for citizens.

Technology Services/Information Services teams from City of Melbourne and City of 
Whittlesea, led by Daniela Mazzone & Hans Wolf
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City of Boroondara
ADD LIFE TO YOUR YEARS  
- HEALTH AND WELLBEING INFORMATION FOR OVER 55s 

As an age-friendly city (recognised by the World Health Organisation in 2012), the City 
of Boroondara prioritises its large and growing population of older residents. One of 
Council’s main objectives is to promote ‘active ageing’ in order to help older people live 
healthy, happy lives in their own homes for as long as possible. This project aimed to 
create a simple and accessible way for residents over the age of 55, and their families, 
to access accurate information on active ageing, that is easy to navigate, reliable and 
engaging. An extensive discovery period featured co-design methodology across several 
engagement sessions with residents, internal stakeholders and industry practitioners. 
The project delivered three major components: A new ‘Over 55s’ section on the City of 
Boroondara website; an extensive and ongoing ‘Add Life to Your Years’ cross-channel 
communications strategy; and community outreach activities. 
We achieved a 129% increase in users and a 179% increase in page views. Over a third 
of visitors are using the activities search. The site currently lists over 600 activities and 
events with over 80 provider organisations now registered.
Post release user testing revealed the overall content as useful, attractive and easy to 
navigate and the search tool easy to understand and use, with the search results valued 
by users. Informal feedback gathered at engagement events at social housing, libraries, 
Neighbourhood Houses and seniors groups also reflects a positive response to the 
usefulness of the site by both residents and community groups promoting their programs. 
Councils can play a valuable role as central repositories of highly localised, non-
commercial, community groups and activities that support our overarching mission of 
nurturing healthy, connected communities. This content model could be replicated by 
other Councils. Ideally solutions would be built to enable integration between Council 
directories. This would allow residents to access information and activities near them, 
even if they happen to be on the other side of a municipal boundary.
Over time we want to integrate additional service and information sources from all tiers 
of government to better support the needs of local residents. We are also aiming to scale 
this concept across different life stages. 
Jo Argent, Lana Barnett, Romany Amarasingham, Nick Lund, George Bakker,  
Brett Ironmonger, Gerardine O’Sullivan
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Southern Grampians Shire Council
CONNECTGH – CONNECTING THE SOUTHERN GRAMPIANS SHIRE 

The lack of connectivity options across our community is a major barrier for Council and 
community to take advantage of digital transformation opportunities. Census data shows 
that less than 65% of households within SGSC have an internet connection. SGSC was also 
in the slowest 30% of average ADSL speeds in regional Victoria.
This project aimed to provide free access to the internet for SGSC community members 
and tourists to increase connectivity options for our community; Activate spaces within 
the community; entice tourists to stay and play longer and hopefully spend more;  provide 
internet access for the disadvantaged in our community; Future possible engagement 
medium for Council to leverage; ability for Council to leverage and connect remote 
council buildings in the surrounding townships so that remote staff can access corporate 
applications and content via email or the Intranet.
Wideband was engaged to provide a total of 12 NBN connections to power the solution 
across the shire, 3 connections in Hamilton and 1 in each surrounding township. The 
take-up of the connectGH solution has been fantastic, in January 2019 we had over 1700 
sessions and over 900 unique users in Hamilton alone and close to the same figures 
distributed across all the nine surrounding townships. With the 30 meter communications 
tower and also a NBN footprint in each township we have been able to leverage these 
networks to connect other SGSC facilities with network connectivity and access to 
corporate applications which they have never had previously. Facilities like the sale yards, 
pound, landfill and each outdoor pool location are now ‘connected’.
The solution was well within budget which allowed us to further scale the solution to 
other areas within Hamilton, connecting the main sporting oval in town, three locations 
around Lake Hamilton, HILAC our aquatic center and connectGH is also available 
throughout all council buildings in Hamilton.  
There is no reason why other smaller or larger councils can’t follow SGSCs lead and 
install and manage their own public WiFi network. The solution may not have all the bells 
and whistles of blue chip vendor solution but it will provide the outcome at a fraction 
of the cost and once setup and configured properly requires minimal resource for the 
ongoing management. In a rural area like SGSC where connectivity options for our 
community have been limited in the past the connectGH solution has been embraced 
by the community, we can tell this from the usage statistics we are seeing and the 
overwhelmingly positive feedback we have received.  

James Kruger, Russell Bennett, Barry Lawrence  
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Wyndham City Council
SMART PARKING USING COMPUTER VISION 

Wyndham City Council is challenged with continual population growth and therefore 
required a strategy to provide for the growing current and forecast parking requirements 
of the Werribee City Centre. The purpose of the Smart Parking project was to investigate a 
range of smart parking solutions and implement a scalable solution to provide Wyndham 
City with data that would help inform and shape the city’s CBD parking strategy.   
The solution chosen uses intelligent cameras and video analytics to detect parking 
occupancy. This innovative approach has significant advantages over ground sensor-
based solutions. Ten cameras can achieve the same output as 199 ground sensors 
greatly reducing cost of installation. Ground-based technology often require ongoing 
maintenance. As the smart parking network grows, these costs become significant.
A key benefit of using artificial intelligence is the solution has the capability to not just 
inform parking availability but the likelihood of finding a park using time to destination 
and other vehicles looking for parking spaces. Other important capabilities include 
detecting motorbikes (undetectable using ground sensors) and cars stopped in bus bays.   
Installation of the smart parking technology was completed October 2018 and was one 
of the first uses of computer vision and machine learning across government in Australia. 
The Smart Parking solution provides a real-time dashboard output, enabling evidence-
based decision making and replaces analogue planning processes.  
The smart parking solution has proven to be successful, scalable and lower cost to the 
traditional over/in ground sensors. The solution is highly suited to outdoor parking spaces. 
During 2019, the smart parking network will be expanded across the CBD to more than 
3000 car parks and supported by digital signage and payment mobile apps.
The use of computer vision for Smart Parking is superior to in-ground sensor technology. 
It’s cheaper, easier to scale and has broader capabilities. Most suburban councils have 
similar off and on street outdoor parking requirements and issues, consequently our 
innovative solution addresses a common business problem, not just unique to Wyndham.  
The system provides information such as traffic flow, pedestrian safety, illegal use of 
disabled/public transport areas amongst many other use cases. 
This project benefits from system scale, generates improved public value, borne from 
strong partnerships with Tier 1 vendors. In addition, it is hugely innovative which is 
advantageous for branding and reputation of the local government sector.

The Smart City Office team, led by Adam Mowlam 
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City of Ballarat
RIGHT TO THE NIGHT 

Just over four out of 10 Ballarat residents agreed that they felt safe walking alone in their 
local area after dark, which is significantly less than the Victorian average. The Right 
to the Night project uses an online geospatial platform for women and girls to share 
their experiences with designers and developers responsible for strategic investment in 
community public infrastructure and public realm assets. 
A partnership approach has seen strengthened relationships between sectors including:  
higher education; health promotion; women’s services; multicultural advocacy; and crime 
prevention. Analysis of consultation data has allowed the identification of consistent 
themes which are now being applied to improve community safety across other localities 
both within the municipality and further afield. 
All data has been released as Open Data and a GovHack 2018 Challenge was set to engage 
the community in the discussion. Geospatial data, narratives and face-to-face engagement 
information will be integrated into Council’s existing infrastructure mapping to identify 
areas causing feelings of insecurity for women and girls in the city centre. Local business 
owners, particularly those involved in the late-night entertainment industry have been 
involved in the project and are hoping to gather information about changes that they can 
make to ensure their patrons are as safe as possible.  
Using the existing connections of partners, along with a multi-level communications 
strategy, the project has been successful in generating significant discussion across 
Ballarat, ensuring that the data collected and subsequent actions undertaken will be 
relevant and inclusive for the whole community.
Several Councils have visited the City of Ballarat to understand learnings from the project. 
The biggest takeaway about this smart city project is that it is people first, and technology 
second. There are numerous technology vendors, many existing in Councils, that have the 
basic functionality used in Right to the Night. The most important part of the project is 
the community, the partners, communications, data resulting from the project and how 
that data is used to inform process and planning across the Council.

Amanda Collins, Matthew Swards, Michael Walker, Caroline Amirtharajah, Breanna 
Doody City of Ballarat, Federation University, Victoria Police, Centre for Multicultural 
Youth, Ballarat Community Health, Women’s Health Grampians, Australian Catholic 
University 
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City of Casey
SMART DEVICES FOR LANDFILL MANAGEMENT 

Effective management of closed landfill sites require timely and accurate data to ensure 
that the site is not impacting the surrounding environment. Rehabilitation of a closed 
landfill requires extraction of landfill gas and leachate, which are both products of the 
waste decomposition process. If these are not removed, it will migrate to surrounding 
areas posing unacceptable risks to the environment and human health. Availability of 
timely and accurate data is critical in managing risks from landfills and for attending to 
infrastructure malfunctions. 
The purpose of this project was to enable Council to receive critical information without 
delay by sourcing a smart device that can send frequent data without causing a costing 
blowout. Requirements included the ability to record pump cycle performance more 
regularly than weekly and use this data to assist with the pump maintenance program, 
without the need for additional resourcing; measure water levels with logging capacity 
and ability to transfer data remotely and cost effectively; measure leachate levels in 
storage tanks; monitor gas and air systems pressure; and record leachate transfer volumes 
hourly, instead of weekly. 
Installing smart devices at some of the monitoring points not only provides timely data, 
it also reduces labor costs for taking readings. Data is supplied on an hourly basis. A basic 
trend and alarm setup dashboard is available by the external company to view each of the 
assets performance. Instead of waiting over a week to know if a pump wasn’t performing, 
or the air system was down, alarm triggers were sent on the hour to alert Council that 
maintenance or a fault repair was required.
The smart devices can be powered by solar or 240v. Each of the units can be modified to 
house most types of pressure or gas sensors, fitted with voltage counters to be connected 
to flow meters. Councils Gas and leachate collection systems can easily implement the 
same or similar systems to supply data to themselves or for contractors to utilize to best 
maintain the equipment. The system over time will allow us to focus our resources to the 
areas of concern rather than applying the same focus across all the assets.
This project wouldn’t have worked without the vision to challenge the industry and 
without the assistance of Minnovation taking on the challenge to understand an industry 
that they were not involved in. Patience and the willingness to change and adapt design 
and programming to achieve the desired outcome was the key.

Paul McGrath  
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City of Boroondara
STATUTORY PLANNING - PAPERLESS OFFICE 

This project aimed to transform the Planning and Building Counter from paper based 
to digital and create collaborative digital meeting spaces at the counter to enable our 
Customers to bring digital documents to the meetings and to receive feedback/notes 
electronically. 
Council did a complete review of the customer experience and the end to end processes. 
We undertook an approach that placed the Customer at the centre of everything we do, 
asking how can we as a Council collaborate better with our Customers and how do we 
improve the customer experience we are providing in a modern world?
The focus was about the Customer, considering how does the Customer get the 
information to us? How do we interact with the Customer during the meetings? How 
do we then send all information to our Customers electronically?  How can we improve 
their experience? This moves away from past thinkings and understandings that it was 
not about us and how we have always done things. It was all about the Customer and 
providing a great customer experience.
The project components included a new counter space with digital 43” screens; a digital 
kiosk (32” screen); collaborative digital meeting spaces with interactive tables and screens 
(65” touch screens on the wall and 55” interactive touch screen collaborative tables); 
implementation of Interactive software called Cruiser for Counter, Kiosk and Meeting 
Rooms; implementation of digital assessment software called Bluebeam.
Follow up surveys were conducted with the Customers to rate their satisfaction with the 
new counter and how we can improve and make things even better. Accurate and clear 
information - planning and building information is now visually demonstrated. 
Should other Council’s purchase the Bluebeam Software in future all ResCode assessment 
templates have been developed, tested and used successfully by our team. These 
templates will be considered ‘out of the box’ for other Councils and their implementation 
will be quicker.
Integration between Bluebeam software and Cruiser software has been created and will 
benefit any future Council purchasing either product.  
Now applicants are interested in the two softwares that are being used at the Counter to 
deliver a digital experience for their customers.

Daniela Kostovic, Simon Mitchell, Dean Jenkins, Jennifer Vincent, John Hays
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Glen Eira City Council
FOOTPATH TRADING PERMITS 

Glen Eira Transforming Together (GETT) program brings together strategic success 
elements — Customer First, Digital by Default, Our People and Assets & Places. Several 
projects were identified to be delivered across these four themes and there was an 
agreement to develop a Customer First Framework with the goal to deliver excellent 
customer experience by ensuring that dealing with Council is quick, easy and consistent. 
Through our commitment to deliver an exceptional customer experience we progressed 
our customer journey mapping project to include Starting a Business.
The aim of the project was to design for a new customer experience by:
• allowing our customers to apply online
• reducing the processing time of applications
• simplifying the fee calculation
• providing clear and concise footpath activities guidelines
• providing footpath activities guidelines in Chinese, Greek and Russian
• setting up a Business Concierge Officer to assist with difficult applications
To make this a great customer experience we needed to review the process Enabling 
the customer to apply for an application online and reduce the time for an approved 
Footpath; create workflows; automate permits; and review and simplify the fee structure.
Since launching the new footpath trading permit process on the 7 January 2019, the 
average permit approval time is now down to an 11 days average of processing time, 
down from a 126-calendar day average.
Council has created a number Customer Journey Maps, using the same methodology, 
processes and tools gained from working with KPMG on the Building a property journey. 
We now have a sound knowledge and expertise in this area and willing to share our skill 
sets with other councils.
For those Council’s using Pathway, GECC are willing to share how we have moved our 
footpath trading permits online using ePathway and we are always open for site visits and 
knowledge exchanges.

Paul Wood, Ron Torres, Kate Chapman, Keith Franklyn, Shweta Babbar, Alex Francis-Yu, 
Kiran Nagra, Bruce Allen, Chrissy Athanasopoulos, Nick Gaff
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City of Kingston
LET’S BUILD A CHATBOT! 

Council undertook a deliberative engagement process, with our community, to 
understand what their expectations were of us. This process highlighted a gap in service 
availability outside of normal business hours. This expectation is reflective of the changing 
demographics in the municipality and follows on from the move to 24/7 serviceability in 
the private sector.
The aim of this project was to investigate the use of a Chatbot as a 24/7 concierge to 
the community via our website. This technology needed to be set up in such a way that 
made it easy to manage, create content and refine, without the need for expensive 
development work to be completed by vendors. The Chatbot was also set up to handle 
emergency requests outside of normal hours by referring them to the emergency 
afterhours number for a quick response. The system was designed to have the ability to 
run multiple Chatbots on different websites all from the same application, so we have the 
option to expand this option for customers through our other services that we support or 
provide assistance to our community.
The Chatbot needed to work hand in hand with the live chat client that we use in the 
Customer Care contact centre so that chatbot conversations could be passed a live agent 
if needed. This technology has good reporting and metrics, so we can track performance 
as well as volumes and other effectiveness measures. We also had a requirement that the 
technology would be adaptable and scalable to potentially add in direct connection to 
additional services via our existing systems in the future.
By the end of December 587 customers had talked to the bot, it answered 812 questions 
with an overall accuracy rate of 77%. By the end of January 945 customers had talked to 
the bot, it answered 1099 questions with an overall accuracy rate of 78%. An additional 
80 questions have been developed and implemented, from what customers ask the bot, 
to take the list to 130 that are referenced to answer questions. The level of proactive 
intervention by contact centre staff on live chat has reduced over time as the bot has 
become more accurate in its answers. The Chatbot has been thanked over 200 times for 
its assistance! 
Councils across the country would be asked very similar questions, maybe with slightly 
different answers depending on each council or area. This technology could be packaged 
and deployed effectively across all councils to support customers 24/7 via their websites 
and even social media channels like Facebook messenger.

Brandon Davis, Matthew Neumann, Tony Ljaskevic, Mark Chatterton 
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South Australia – City of Adelaide
TEN GIGABIT ADELAIDE (10GA)  
Ten Gigabit Adelaide (10GA) is a revolutionary high-speed, high-performance fibre optic 
data network that enables businesses and organisations to access a range of cloud-based 
services at phenomenal 10Gbps data speeds. The transformational network unleashes 
a wide range of new possibilities for businesses and the community, because it is not 
inhibited by the restrictions and congestion often experienced with traditional internet 
services. 10GA is about moving business transactions away from the internet and onto 
private links wherever possible. The result is reliable connections that are critical in 
advanced manufacturing, defence, medical imaging and creative industries. 10GA is 
designed to provide a globally significant competitive advantage to businesses operating 
in the City of Adelaide. The National Director of Colliers recently observed: 
“Since 10 Gigabit Adelaide was launched, there has been a considerable increase in activity 
within the Commercial property sector, with 6 buildings having sold (combined $620m in value), 
2 more under contract ($205m), and an additional one in due diligence.  This record activity 
has come on the back of significant tenant demand moving or expanding into the City on the 
back of increased economic activity in the defence, medical, education and tourism sectors. The 
amenity provided in the City together with the 10 Gigabit Adelaide service has helped attract 
significant tenants such as BAE, Beach Energy, Technicolour and BHP.”
December 2016 – Council releases EOI for a 10GA. March 2018 - First customers 
realise savings of 90% and a 4 times increase in connectivity speeds. August 2018 - 
TPG commence physical construction of the Fibre Optic network throughout the city. 
September 2018 - 100 businesses consuming services on the 10GA network. Another 
500 businesses pre-committed to taking up services once their building connections are 
completed. January 2019 – Nearly 230 business connected to the 10GA network and 
TPG have finalised full rollout/deployment plans to increase network build speed and 
subsequent deployment. 
The unique and nation leading business model of 10GA provides an ongoing benefit to 
Council and its community. As councils around Australia face cost restrictions due to 
rate capping and the ongoing burden of ever more responsibilities from other tiers of 
government, this model provides an addition revenue stream that can be used to deliver 
greater community benefit and/or services. The approach and model used by the City of 
Adelaide can now be adopted by other cities and regions facing similar issues.

David Carroll, Kim Hunt, Naomi Marsh, Carol Wilson, Matt Grant, Leandro Lopez Digon, 
Whitty Lee and Sonjoy Ghosh  
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Queensland – Logan City Council
CITY FUTURES STRATEGY  
In 2016, Logan City Council developed a bold new vision for the City of Logan to become 
an innovative, dynamic city of the future to focus and drive new wave of economic 
growth. The City of Logan is home to 320,000 people across 70 suburbs, with an economy 
traditionally underpinned by manufacturing and retail. The aim of the City Future 
Strategy was to set a strategic direction for innovation and smart city initiatives reliant 
on community and stakeholder input. The strategy gave stakeholders’ role clarity and 
set a clear expectation that innovation in the City of Logan is a collaborative endeavour. 
The strategy clearly articulates that all stakeholders have a part to play in meeting the 
aspirations for the City of Logan to be an innovative, dynamic city of the future and a 
home to civic innovation. It is a call to action for Council staff, community, partners and 
other stakeholders, including investors.
The project scope included developing a smart city strategy based on best practice, and 
the outcomes of deep community and stakeholder consultation including: an Unpacking 
Innovation Event, online community survey, online business survey, online council staff 
survey, face-to-face workshops with community, innovators, Councillors, and Council staff. 
Across the engagement processes, the City of Logan engaged with close to 1000 people. 
Key issues, concerns, ideas and priorities were reflected in the strategy.
The City of Logan now has a strategic direction for innovation and smart city initiatives, 
underpinned by a detailed implementation plan allocating roles and responsibilities to 
relevant Council branches. Council has established smart city governance to coordinate 
effort and action across departments, maintaining accountability, momentum and 
effectiveness. The City Futures Strategy includes a range of performance measures, 
aligned with key smart city objectives and outcomes. These metrics were developed 
based on review of the Australian Government’s Cities Performance Framework, and 
other smart city performance frameworks. 
The process undertaken to develop the strategy was arguably as beneficial as the end-
product itself. The extensive engagement provided immense value to the strategy 
development. It also resulted in additional benefits of generating excitement and buy-in, 
providing a shared understanding of innovation and the path ahead, and allowing for the 
identification of partnerships and other opportunities. The metrics and key performance 
indicators are also transferable and ensure accountability in the strategy, including ability 
to track progress and to benchmark against other cities.

Ricardo Martello and many others across Council and the community, with support 
from Delos Delta  
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New South Wales – City of Sydney
DIGITAL ON THE INSIDE: COUNCIL AND COMMITTEE SYSTEMS  
Council reports and meeting papers represent the authoritative decisions of the Council.  
The processes to author, review, approve and submit reports, briefings and responses to 
questions on notice and collate had existed for decades. The City of Sydney has a system 
of four Council sub-committees and three specialist adjunct committees. Preparing and 
publishing papers for meetings was labour intensive, mostly non value-add administrative 
and formatting processes which were prone to document version control errors. 
The aims of the project were to: Replace the aged, bespoke and difficult to support 
system; streamline and improve processes; improve access to and visibility of documents 
to upwards of 400 regular participants; improve the consistency of report formats; 
meet accessibility requirements; be able to respond quickly to changes to structure or 
meeting formats; establish a secure and searchable repository for documents; automate 
publication of public facing documents; reduce paper consumption.
The project ran for approximately two calendar years from inception to completion. 
Implementation activities included extensive process redesign, product configuration and 
testing, training of 400+ authors, approvers and publishers, cut-over of 7 entities including 
sub-committees and Council. An extensive network of report system champions has been 
established and a training video was also developed for ongoing training and refresher 
requirements. All of the planned outcomes were achieved.
This project speaks to a common ambition for enabling internal processes with necessary 
tools and capabilities for the digital age. At City of Sydney we call this objective “Digital on 
the Inside”. Through new standards, workflow, training and ongoing tools, there is better 
transparency, efficiency, governance, collaboration and timeliness in the development of 
papers, running meetings and producing minutes. The product  is an open architecture 
and also integrates with leading “in meeting” management systems.
We believe that through this project the product has been developed extensively to 
meet Australian Council and Committee governance and decision making procedures and 
controls, so other Councils seeking a solution in this process area would benefit from the 
configuration now available in the product. In addition the company has the expertise and 
understanding for better supporting Australian operations.   
Sample templates and project management artefacts could be used as a starter-pack for 
project initiation, estimation and planning.
Leander Klohs, Jackie Boaden, Erin Cashman, Michelle McAuliffe, Camilla Woodbridge 
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Adam Beck
Executive Director at Smart Cities Council Australia New Zealand

Adam is the founding Executive Director of Smart Cities Council Australia 
New Zealand, an organisation that is part of the world’s largest network 
of smart cities practitioners and policy makers who’s goal is to make cities 
more liveable, workable, and sustainable. They advocate for the adoption 
of technology, data-driven decision making and intelligent design as 
an accelerator to sustainability outcomes in cities.Adam was Director of 
Innovation at EcoDistricts, a start-up non profit based in Portland Oregon, 
who’s mission is to build a marketplace for district and neighborhood-scale 
sustainable development. He launched the Centre for Urban Innovation 
in 2015 and prior to that spent three years with the Green Building 
Council of Australia developing the Green Star – Communities rating tool 
in collaboration with government and industry.  Adam was a sociology 
lecturer at the University of Queensland for four years and held senior roles 
with global consulting firms Arup and GHD for over a decade. He sits on the 
Steering Committee for the US-based STAR Community Rating System, and 
is on the editorial board of cities publication, Foreground.
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Susan Sly
Director, Lueur Pty Ltd.  
The iAwards 2013 National & Victorian CIO of the Year.

Susan Sly has extensive experience working with senior business executives 
and technology teams to align technology strategies and service delivery 
to organisational drivers and objectives. She is the Director of Lueur Pty 
Ltd and a graduate of the Australian Institute of Company Directors, with a 
strong focus on strategy, governance and innovation.

Her experience includes over five years as the Chief Information Officer 
(CIO) for a government agency, during which she was recognised as the 
Victorian and National iAwards CIO of the Year in 2013. Her previous roles 
in the private, government & military sectors have encompassed IT service 
delivery, human resources, public relations and operational fieldwork. She is 
a strong strategic leader with proven commercial acumen who knows how 
to turn around and grow a business.

An advocate for diversity and its business benefits, Susan mentors emerging 
leaders across government and the ICT sector in addition to supporting IT 
industry diversity initiatives. She is a regular presenter at industry events, 
focussing particularly on governance, leadership and the management 
challenges of leveraging ICT capability.
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Lorraine Tighe
Smart Cities and Innovation Consultant

As a human-centered technologist Lorraine Tighe is passionate about finding 
innovative solutions to improve our cities and communities. She moved 
into the Smart City space in 2012 to assist City of Melbourne’s CIO build 
Melbourne’s smart city foundations. This included co-founding and growing 
CityLab, an innovation space to prototype and test new ideas with the 
community; and leading a winning application for a $550,000 IBM Smarter 
Cities Challenge grant, engaging 20 public agencies in three weeks.

Lorraine is highly experienced  and accomplished in transformational 
strategy, program management, stakeholder engagement, emerging tech 
and civic innovation.


