
Attachment  # 1 - Item # 4



D
RA

FT
 M

ur
ru

m
bi

dg
ee

 C
ou

nc
il 

Co
m

m
un

ity
 S

tr
at

eg
ic

 P
la

n 
M

ur
ru

m
bi

dg
ee

 C
ou

nc
il 

va
lu

es
 c

re
at

iv
ity

 a
nd

 in
no

va
tio

n 
to

 re
lia

bl
y 

de
liv

er
 q

ua
lit

y 
se

rv
ic

es
 a

nd
 fa

ci
lit

ie
s t

o 
its

 c
om

m
un

iti
es

. I
t d

oe
s t

hi
s t

hr
ou

gh
 tr

ad
iti

on
al

 
pr

in
ci

pl
es

 a
nd

 fo
rw

ar
d 

th
in

ki
ng

 th
at

 p
ro

vi
de

 st
ro

ng
, p

os
iti

ve
 le

ad
er

sh
ip

 to
 n

ur
tu

re
 w

ho
 w

e 
ar

e,
 w

he
re

 w
e 

liv
e 

an
d 

w
ha

t w
e 

ha
ve

 b
ui

lt.
 O

ur
 c

om
m

un
iti

es
 a

re
 

w
el

co
m

in
g 

an
d 

en
er

ge
tic

 –
 fu

n 
an

d 
fr

ie
nd

ly
 p

la
ce

s t
ha

t a
pp

ea
l t

o 
al

l w
ith

 e
ve

ry
th

in
g 

yo
u 

ne
ed

. 

Key strategic directions – Statement of 
Vision and priorities
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Community Actions – how we 
will achieve our objectives – the 

process we intend to use 
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Community outcomes 
– what will show we 
have achieved the 
measurable  and 

quantifiable KPIs we 
report against 
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s a

nd
 sp

ac
es

  
• 

1.
2.

3 
U

ni
qu

e 
hi

st
or

ic
 st

or
ie

s f
ro

m
 a

cr
os

s t
he

 C
ou

nc
il 

ar
ea

 a
re

 c
el

eb
ra

te
d 

an
d 

pr
ot

ec
te

d 
 

  
 



 

 T
H

EM
E 

2:
 E

N
VI

RO
N

M
EN

T 
W

HE
RE

 W
E 

LI
VE

: C
om

m
un

ity
, R

ec
og

ni
sa

bl
e,

 S
im

pl
e,

 E
ve

ry
th

in
g 

yo
u 

ne
ed

, F
or

w
ar

d-
th

in
ki

ng
, n

ur
tu

rin
g,

 a
pp

ea
ls

 to
 a

ll 
W

e 
liv

e 
in

 a
 u

ni
qu

e 
na

tu
ra

l e
nv

iro
nm

en
t t

ha
t w

e 
va

lu
e 

hi
gh

ly
. W

e 
un

de
rta

ke
 a

 g
ua

rd
ia

ns
hi

p 
ro

le
 to

 e
ns

ur
e 

an
d 

en
ha

nc
e 

its
 lo

ng
 te

rm
 s

us
ta

in
ab

ilit
y 

th
ro

ug
h 

ap
pr

op
ria

te
 p

ra
ct

ice
s 

an
d 

m
an

ag
em

en
t..

 

Environment 
(Natural) 

objectives 
2.

1 
   

 A
s 

cu
st

od
ia

ns
 o

f o
ur

 n
at

ur
al

 e
nv

iro
nm

en
t, 

w
e 

w
ill

 w
or

k 
to

 p
re

se
rv

e 
it 

fo
r f

ut
ur

e 
ge

ne
ra

tio
ns

 in
 a

 w
ay

 th
at

 re
sp

ec
ts

 a
nd

 p
ro

te
ct

s 
ou

r 
na

tu
ra

l e
nv

iro
nm

en
t (

in
cl

ud
in

g 
flo

w
er

 a
nd

 fa
un

a)
, s

ho
w

ca
se

s a
nd

 sh
ar

es
 it

 w
ith

 o
th

er
s i

n 
a 

w
ay

 th
at

 se
ns

iti
ve

ly
 m

ag
es

 it
s a

ss
et

s 
sh

ow
ca

se
s a

nd
 sh

ar
es

 w
ith

 o
th

er
s b

ut
 in

 a
 w

ay
 th

at
 is

 se
ns

iti
ve

 to
 th

e 
im

pa
ct

s p
eo

pl
e 

ca
n 

ca
us

e 
2.

2 
   

 E
xp

lo
re

, e
m

br
ac

e 
an

d 
pr

om
ot

e 
w

ay
s t

o 
re

du
ce

 o
ur

 c
ar

bo
n 

fo
ot

pr
in

t i
nc

lu
di

ng
 a

lte
rn

at
e 

su
st

ai
na

bl
e 

en
er

gy
 so

ur
ce

s a
nd

 su
st

ai
na

bl
e 

pr
ac

tic
es

 
2.

3 
   

 R
es

po
ns

ib
ly

 m
ai

nt
ai

n 
a 

ba
la

nc
e 

be
tw

ee
n 

gr
ow

th
, d

ev
el

op
m

en
t a

nd
 e

nv
iro

nm
en

ta
l p

ro
te

ct
io

n 
2.

4 
   

 C
ol

le
ct

iv
el

y 
pr

ov
id

e 
sa

fe
, e

ffi
ci

en
t a

nd
 re

sp
on

sib
le

 w
as

te
 m

an
ag

em
en

t a
nd

 re
cy

cl
in

g 
se

rv
ic

es
 th

ro
ug

h 
a 

re
sp

on
si

bl
e 

w
as

te
 

m
an

ag
em

en
t s

tr
at

eg
y 

ai
m

ed
 a

t e
nc

ou
ra

gi
ng

 re
du

ci
ng

, r
eu

sin
g 

an
d 

re
cy

cl
in

g 
to

 m
ee

t a
 lo

ng
 te

rm
 g

oa
l o

f a
ch

ie
vi

ng
 z

er
o 

w
as

te
. 

2.
5 

   
 P

ro
te

ct
 w

at
er

w
ay

s a
nd

 c
at

ch
m

en
ts

 w
hi

ch
 a

re
 a

pp
re

ci
at

ed
 a

nd
 va

lu
ed

 a
nd

 se
cu

re
 h

ig
h 

qu
al

ity
 w

at
er

 su
pp

lie
s f

or
 th

e 
to

w
ns

 in
 th

e 
re

gi
on

. 
2.

6 
   

 P
ro

te
ct

 o
ur

 n
at

iv
e 

flo
ra

 a
nd

 fa
un

a 
  

Environment 
(Natural) Actions 

– how will be 
achieve our 
objectives - 

process 

• 
Ex

pa
nd

 o
ur

 n
et

w
or

k 
bu

sh
 la

nd
 w

al
ki

ng
 t

ra
ils

 t
o 

en
co

ur
ag

e 
ac

tiv
e 

ex
pe

rie
nc

es
 o

f 
ou

r 
riv

er
 s

id
e 

lo
ca

tio
n 

an
d 

pr
ot

ec
t 

th
e 

su
rr

ou
nd

in
g 

bu
sh

 
• 

M
an

ag
e 

w
ee

ds
 a

cr
os

s t
he

 sh
ire

 
• 

Ed
uc

at
e 

an
d 

in
fo

rm
 th

e 
co

m
m

un
ity

 o
n 

w
ee

d 
m

an
ag

em
en

t 
• 

Es
ta

bl
ish

 a
 li

st
 o

f n
at

iv
e 

pl
an

ts
 th

at
 a

re
 n

at
ur

al
 to

 o
r t

hr
iv

e 
in

 th
is 

re
gi

on
 a

nd
 p

ro
vi

de
 th

is 
in

fo
rm

at
io

n 
to

 p
eo

pl
e 

es
ta

bl
is

hi
ng

 
ga

rd
en

s 
• 

De
ve

lo
p 

a 
nu

rs
er

y 
th

at
 p

ro
pa

ga
te

s a
nd

 p
ro

m
ot

es
 n

at
iv

e 
pl

an
ts

 
• 

Pr
om

ot
e 

re
sp

on
sib

le
 w

at
er

 u
sa

ge
 p

ar
tic

ul
ar

ly
 in

 th
e 

to
w

n 
ar

ea
s 

• 
En

co
ur

ag
e 

co
m

m
un

ity
 g

ro
up

s t
o 

“a
do

pt
” 

ar
ea

s o
f b

us
h 

la
nd

 th
at

 n
ee

d 
re

st
or

at
io

n 
an

d 
re

ge
ne

ra
tio

n 
• 

Ex
pl

or
e 

op
po

rt
un

iti
es

 fo
r n

at
iv

e 
fis

h 
re

st
oc

ki
ng

 a
nd

 th
e e

lim
in

at
io

n 
of

 c
ar

p 
• 

Re
st

or
e 

an
d 

re
vi

ta
lis

e 
Ti

dd
al

ik
 

 

 



Environment 
(Natural) – 
outcomes – 
measurable 

KPIs 

• 
Re

cy
cl

in
g 

op
po

rt
un

iti
es

 e
xi

st
 fo

r t
he

 co
m

m
un

ity
 

• 
W

as
te

 m
an

ag
em

en
t s

tr
at

eg
ie

s a
re

 im
pl

em
en

te
d 

ac
ro

ss
 th

e 
sh

ire
 

• 
O

ur
 c

om
m

un
ity

 a
ct

iv
el

y 
pr

ot
ec

ts
 th

e 
na

tu
ra

l e
nv

iro
nm

en
t 

• 
Th

er
e 

is 
a 

de
cr

ea
se

d 
oc

cu
rr

en
ce

 in
 th

e 
sp

re
ad

 a
nd

 im
pa

ct
 o

f w
ee

ds
 th

ro
ug

ho
ut

 o
ur

 sh
ire

 
• 

In
no

va
tiv

e 
w

ay
s t

o 
pr

ot
ec

t o
ur

 en
vi

ro
nm

en
t h

av
e 

be
en

 im
pl

em
en

te
d 

• 
Re

du
ce

d 
im

pa
ct

 o
f p

es
ts

 o
n 

ou
r c

om
m

un
ity

 
• 

Hi
gh

 w
at

er
 q

ua
lit

y 
in

 a
ll 

of
 o

ur
 w

at
er

w
ay

s 
• 

Re
sp

on
sib

le
 c

om
m

un
ity

 u
se

 o
f o

ur
 n

at
ur

al
 w

et
la

nd
s a

nd
 w

at
er

w
ay

s 
• 

O
ur

 n
at

iv
e 

flo
ra

 a
nd

 fa
un

a 
is 

pr
ot

ec
te

d 
an

d 
flo

ur
ish

in
g 
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W
HA

T 
W

E 
HA

VE
 M

AD
E:

 In
no

va
tiv

e,
 C

om
m

un
ity

, B
ui

ld
in

g,
 Q

ua
lit

y,
 P

os
iti

ve
, C

re
at

iv
e,

 R
ec

og
ni

sa
bl

e,
 S

im
pl

e,
 E

ve
ry

th
in

g 
yo

u 
ne

ed
, F

or
w

ar
d-

th
in

ki
ng

, 
ap

pe
al

s 
to

 a
ll 

Ou
r C

om
m

un
ity

 is
 w

el
l s

er
vi

ce
d 

an
d 

co
nn

ec
te

d 
to

 w
el

l-p
la

nn
ed

 b
ui

lt,
 s

oc
ia

l a
nd

 c
om

m
un

ity
 in

fra
st

ru
ct

ur
e 

w
hi

ch
 is

 d
ev

el
op

ed
 a

nd
 m

ai
nt

ai
ne

d 
ac

co
rd

in
g 

to
 id

en
tif

ie
d 

co
m

m
un

ity
 n

ee
ds

 a
nd

 p
rio

rit
ie

s 
en

co
ur

ag
in

g 
co

m
m

un
ity

 c
on

ne
ct

iv
ity

 a
nd

 p
ar

tn
er

sh
ip

s 
th

ro
ug

h 
w

el
l s

er
vi

ce
d 

so
cia

l, 
he

al
th

, b
ui

lt 
an

d 
co

m
m

un
ity

 in
fra

st
ru

ct
ur

e 
in

clu
di

ng
 tr

an
sp

or
t, 

co
m

m
un

ica
tio

ns
 a

nd
 ro

ad
 in

fra
st

ru
ct

ur
e 

an
d 

su
st

ai
na

bl
e,

 p
la

nn
ed

 w
at

er
, e

ne
rg

y 
an

d 
w

as
te

 m
an

ag
em

en
t. 

Environment 
(Infrastructure) - 

Objectives 
3.

1 
   

   
W

e 
m

an
ag

e 
an

d 
m

ai
nt

ai
n 

ou
r i

nf
ra

st
ru

ct
ur

e 
re

sp
on

sib
ly

 in
cl

ud
in

g 
su

pp
or

tin
g 

an
d 

de
ve

lo
pi

ng
 n

ew
 c

om
m

un
ity

 fa
ci

lit
ie

s a
nd

 se
rv

ic
es

  
3.

2 
   

   
Th

e 
in

fr
as

tr
uc

tu
re

 w
e 

pr
ov

id
e 

is 
re

sp
on

siv
e 

to
 c

om
m

un
ity

 n
ee

ds
 su

pp
or

tin
g 

he
al

th
 m

ed
ic

al
 a

nd
 e

du
ca

tio
n 

fa
ci

lit
ie

s a
nd

 se
rv

ic
es

 
3.

3 
   

   
O

ur
 in

fr
as

tr
uc

tu
re

 p
ro

vi
de

s t
he

 c
om

m
un

ity
 w

ith
 th

e 
ab

ili
ty

 to
 b

e 
ac

tiv
e  

3.
4 

   
   

M
ax

im
ise

, m
ai

nt
ai

n 
an

d 
im

pr
ov

e 
ro

ad
, a

ir 
an

d 
tr

an
sp

or
t i

nf
ra

st
ru

ct
ur

e 
to

 tr
av

el
 w

ith
in

 o
ur

 sh
ire

 is
 sa

fe
 a

nd
 a

cc
es

sib
le

 th
ro

ug
h 

im
pr

ov
ed

 (p
ub

lic
) 

tr
an

sp
or

t l
in

ks
 a

cr
os

s t
he

 re
gi

on
 a

nd
 w

ith
 m

aj
or

 re
gi

on
al

 c
en

tr
es

 
3.

5 
   

   
O

ur
 in

fr
as

tr
uc

tu
re

 is
 d

es
ig

ne
d 

to
 m

ee
t n

ee
ds

 fo
r t

he
 fu

tu
re

 in
cl

ud
in

g 
su

pp
or

tin
g 

im
pr

ov
em

en
ts

 to
 o

ur
 c

om
m

un
ic

at
io

ns
 in

fr
as

tr
uc

tu
re

 e
ns

ur
in

g 
be

tt
er

 b
ro

ad
ba

nd
, m

ob
ile

 p
ho

ne
 a

nd
 d

at
a 

co
ve

ra
ge

 a
cc

es
s a

cr
os

s t
he

 re
gi

on
  

 

Environment (Infrastructure) 
Actions – how we will achieve 

our objectives 

• 
Re

co
ns

tr
uc

tio
n 

of
 th

e 
Da

rli
ng

to
n 

Po
in

t L
ev

ee
 

• 
M

ai
nt

ai
n 

ro
ad

s t
o 

ac
ce

pt
ab

le
 st

an
da

rd
s a

nd
 e

ns
ur

e 
th

at
 sc

ho
ol

 b
us

 ro
ut

es
 a

re
 a

lw
ay

s t
ra

ffi
ca

bl
e 

• 
Im

pr
ov

e 
th

e 
Da

rli
ng

to
n 

Po
in

t W
at

er
 su

pp
ly

—
co

ns
id

er
 w

at
er

 tr
ea

tm
en

t, 
so

m
et

hi
ng

 to
 im

pr
ov

e 
w

at
er

 pr
es

su
re

 a
nd

 re
pl

ac
em

en
t o

f p
ip

es
 

• 
Re

de
ve

lo
p 

th
e 

Da
rli

ng
to

n 
Po

in
t g

ol
f c

ou
rs

e 
• 

De
ve

lo
p 

riv
er

sid
e 

lo
ca

tio
ns

 fo
r t

he
 e

nj
oy

m
en

t o
f a

ll 
an

d 
to

 p
ro

m
ot

e 
to

ur
ism

 
• 

In
cr

ea
se

 th
e 

nu
m

be
r o

f w
al

ki
ng

 tr
ac

ks
 in

 b
ot

h 
to

w
ns

 a
nd

 th
ei

r s
ur

ro
un

ds
 

• 
Pr

ov
id

e 
m

ar
ke

d 
cy

cl
e 

pa
th

s o
n 

ro
ad

w
ay

s 
• 

En
co

ur
ag

e 
th

e 
de

ve
lo

pm
en

t o
f a

 m
an

-m
ad

e 
la

ke
 d

ev
el

op
m

en
t o

n 
th

e 
ou

ts
ki

rt
s o

f C
ol

ea
m

ba
lly

 
• 

Co
m

pl
et

e 
th

e 
m

ed
ia

n 
st

rip
 b

ea
ut

ifi
ca

tio
n 

in
 C

ol
ea

m
ba

lly
 

• 
Pr

ov
id

e 
sig

na
ge

 to
 sh

ow
 v

isi
to

rs
 w

he
re

 th
ey

 c
an

 p
ar

k 
th

ei
r c

ar
av

an
s a

nd
 R

Vs
 in

 a
ll 

to
w

ns
 

• 
Be

tt
er

 m
ai

nt
ai

n 
fo

ot
pa

th
s t

o 
m

in
im

ise
 ri

sk
s t

o 
th

e 
yo

un
g 

an
d 

el
de

rly
 

• 
He

at
 th

e 
po

ol
s t

o 
ex

te
nd

 th
e 

sw
im

m
in

g 
se

as
on

 
• 

Im
pr

ov
e 

lo
ca

l r
oa

d 
sig

na
ge

 to
 in

fo
rm

 to
ur

ist
s a

nd
 al

so
 si

gn
ag

e 
to

 w
ar

n 
ab

ou
t d

ip
s i

n 
ro

ad
s 

• 
M

ov
e 

th
e 

Da
rli

ng
to

n 
Po

in
t S

ew
ag

e 
Tr

ea
tm

en
t w

or
ks

 to
 th

e  
ou

ts
ki

rt
s o

f t
ow

n 
• 

Co
ns

id
er

 u
sin

g 
tr

ea
te

d 
w

at
er

 fr
om

 th
e 

Da
rli

ng
to

n 
Po

in
t  s

ew
ag

e 
tr

ea
tm

en
t w

or
ks

 fo
r b

ea
ut

ifi
ca

tio
n 

of
 th

e t
ow

n 
(fo

r e
xa

m
pl

e 
w

at
er

in
g 

th
e 

go
lf 

co
ur

se
) 

• 
Pr

ov
id

e 
sh

el
te

r a
t a

ll 
ce

m
et

er
ie

s 
• 

Pr
ov

id
e 

to
ile

t f
ac

ili
tie

s a
t C

ol
ea

m
ba

lly
 ce

m
et

er
y 

• 
De

ve
lo

p 
Sh

ire
 “

en
tr

y 
st

at
em

en
ts

” 
on

 th
e 

m
ai

n 
en

tr
ie

s t
o 

ou
r s

hi
re

 i.
e.

 S
tu

rt
 a

nd
 N

ew
el

l H
ig

hw
ay

s a
nd

 K
id

m
an

 W
ay

 
• 

Pr
ov

id
e 

di
sa

bl
ed

 a
cc

es
s t

o 
th

e 
sh

op
pi

ng
 p

re
ci

nc
ts

 
 

  



Environment 
(Infrastructure) - 

Outcomes 

• 
Co

ns
ist

en
t a

nd
 re

co
gn

iza
bl

e 
de

ve
lo

pm
en

t t
he

m
es

 th
ro

ug
ho

ut
 th

e 
sh

ire
 

• 
Pr

ot
ec

tio
n 

of
 h

ist
or

ic
 b

ui
ld

in
gs

 a
nd

 la
nd

m
ar

ks
 

• 
In

fr
as

tr
uc

tu
re

 th
at

 fa
ci

lit
at

es
 a

 c
om

m
un

ity
 th

at
 is

 ph
ys

ic
al

ly
 a

ct
iv

e 
• 

De
liv

er
 ro

ad
s t

ha
t e

ns
ur

e 
sa

fe
 a

nd
 e

nj
oy

ab
le

 v
eh

ic
ul

ar
 pa

ss
ag

e 
th

ro
ug

ho
ut

 th
e 

sh
ire

 
• 

Ef
fe

ct
iv

e 
tr

an
sp

or
t o

pt
io

ns
 a

nd
 su

pp
or

tin
g i

nf
ra

st
ru

ct
ur

e 
• 

De
ve

lo
pm

en
t i

nf
ra

st
ru

ct
ur

e 
th

at
 su

pp
or

ts
 g

ro
w

th
 w

ith
in

 ou
r c

om
m

un
ity

 
• 

La
nd

 u
se

 th
at

 su
pp

or
ts

 th
e 

de
ve

lo
pm

en
t o

f o
ur

 co
m

m
un

ity
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C
O

N
O

M
Y 

C
R

EA
TI

N
G

 O
PP

O
R

TU
N

IT
Y:

 In
no

va
tiv

e,
 C

om
m

un
ity

, B
ui

ld
in

g,
 Q

ua
lit

y,
 P

os
iti

ve
, A

ct
io

n-
or

ie
nt

ed
, E

ve
ry

th
in

g 
yo

u 
ne

ed
, F

or
w

ar
d-

th
in

ki
ng

, n
ur

tu
rin

g,
 

ap
pe

al
s 

to
 a

ll 

Cr
ea

tin
g 

ou
r o

w
n 

op
po

rtu
ni

tie
s,

 w
e 

w
or

k 
w

ith
 n

ew
 a

nd
 e

xi
st

in
g 

bu
sin

es
s 

an
d 

in
du

st
rie

s 
to

 p
ro

ac
tiv

el
y 

pr
ov

id
e 

re
gi

on
al

 e
co

no
m

ic 
op

po
rtu

ni
ty

, 
de

ve
lo

pm
en

t a
nd

 to
ur

ism
 c

re
at

in
g 

st
ab

ilit
y 

an
d 

fu
tu

re
 g

ro
w

th
  

Economy - 
Objectives 
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A strong council delivers 
results for its community, 

builds successful 
partnerships and has the 

leadership, culture, people 
and capabilities to make 

this happen

SUSTAIN 
BEYOND

2017

Strategic 
capacity

Strong 
organisational 

health

Strong 
performance Robust community 

relationships

Outstanding 
service 

provisionTRANSFORM

CHAR ACTERIST ICS OF  A

A NEW MODEL FOR SUCCESS

MURRUMBIDGEE 
COUNCILSTRONG COUNCIL

 • There is a clear vision for the future and a
pathway for achieving it

 • Governance frameworks enable councillors to
fulfill their strategic role

 • Council can leverage its improved scale to
partner with and influence State and Federal
Governments in delivering local priorities
and services

 • Effective community engagement mechanisms
are in place, and enable an ongoing community
conversation with meaningful participation

 • Council understands and considers the diversity
of community views

 • Community has confidence in council as a
trusted leader

 • Residents have easy access to services through
their preferred channel

 • Businesses and residents have a positive
experience of council service delivery

 • Residents have access to well-maintained
community infrastructure

 • Regulation implementation is predictable,
consistent and fair

 • Operations are efficient, and efficiencies are
reinvested to the benefit of the community

 • Council demonstrates strong
financial performance

 • Strong, diverse leadership and a culture that
values performance and adaptability

 • A skilled, motivated and accountable workforce

Longer term indicatorsEnduring characteristics
We know we are making progress by 
September 2017 through...

 • Net financial savings (NPV) of
$1.9 million over 10 years included in
Council’s financial forecasts

 • Net financial benefit (including New
Council Implementation Grant) of
$100,000 achieved by September
2017

 • Community satisfaction index score
of 75 out of 100 for Council’s overall
performance

 • 5 year costed capital renewal works
program adopted by June 2017

 • Increased proportion of staff who feel
the organisation has a positive future
and are committed to its success

 • More than 80% of major projects
delivered on time and to budget

 • More than 50% of Community Grants
Program funded projects delivered

 • Difference between community
ratings of the importance of, and
Council’s performance on, the
maintenance of unsealed roads
reduced to less than 25

 • Difference between community
ratings of the importance of, and
Council’s performance on, the
condition of local sealed roads
reduced to less than 20

 • Community satisfaction index score
of 70 or more out of 100 for Council’s
performance in providing value for
money for the community’s rates

 • An increased proportion of services
available online

 • More than 60% of staff feel positive
and are well informed about the
change process

Strategic 
capacity
The council is a strong partner in the 
system of government, with a strategic 
outlook, confidently representing 
and progressing matters of local and 
regional significance.

Outstanding service 
provision
Residents and businesses have an 
efficient, convenient and satisfying 
experience when using council 
services, information and infrastructure.

Strong  
performance
The council is a robust, flexible and 
capable organisation that delivers on 
the needs of the community.

Sound organisational 
health
Council staff, leadership and culture 
directly contribute to the council’s 
success and to positive, customer-
centric culture and delivery.

Robust community 
relationships
Residents and businesses have a voice 
in the vision for their community and 
there is meaningful, open dialogue 
between the council and community on 
solving local issues.
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Community Engagement Framework 

Introduction 

Effective community engagement not only provides Council with an opportunity to strengthen its 
relationship with the community, but provides for sound investment in better decision making by ensuring 
decisions are informed of community needs and aspirations. When done in a meaningful way, it 
contributes to building trust between the community and Council, and also raises the quality of, and 
strengthens representative democracy while building community capacity. 

What is community engagement 
Community engagement is a planned two-way process by which specific, identified groups of the 
community are given the opportunity to provide input that enhances decision making processes on 
issues that may impact on their well-being or interests. Murrumbidgee Council, in adopting this 
framework, will establish identified means as to how it will engage the community on a range of issues 
and in a number of different ways. In so doing, its intention is to work within the International Association 
for Public Participation (IAP2) Spectrum and has adapted this to the local community context. 

Community engagement strengthens the trust between the community and Council by providing a 
platform for the community to have their voices heard, their views considered and acknowledged, and 
they are informed of, and involved in, issues which may impact on their lives. 

Aim of framework 
This framework has been developed to assist Council in undertaking community engagement activities 
with its diverse community. The framework aims at developing a consistent approach to community 
engagement, providing guidance on when and how to undertake engagement activities and what steps 
and processes should be considered. Specifically, the aims of this framework are to: 

 Ensure community views are understood and considered when developing Council plans, 
strategies, policies and service delivery. 

 Ensure the community has the opportunity to participate in the conduct of Council through 
inclusive and equitable engagement practices. 

 Strengthen community connectedness by creating opportunities for the community to get 
involved with, and have their say on, matters which are important to them. 

 Improve the relationship and level of trust between the community and Council by ensuring the 
community is informed about and involved in Council activities. 

 Enhance the coordination, planning and promotion of Council’s community engagement 
activities. 

 Strengthen feedback and communication from Council so the community knows when and how 
their input has been considered to inform decisions. 

While the framework aims at developing a consistent approach to community engagement across Council, 

some engagement and consultation activities may be the result of statutory requirements that specify the 

manner in which Council is to give notice, consult or engage with the community. 

 

 

 

 



Murrumbidgee Council – Community Engagement Framework 

 

Page 4 of 32 

Principles and practice of Community Engagement 

 

Principles 
In accordance with the IAP2 Quality Assurance Guidelines and its adopted Core Values, Council’s 

approach to effective community engagement will be: 

1. Timely 

 Engagement with the community is planned during the project planning stages to 

maximise the level of influence the community is able to have. 

 The timing of community engagement activities avoids events such as school holidays and 

religious festivals. 

 Community engagement occurs preferably during the scoping and identification of 

issues. 

2. Sincere, respectful and meaningful 

 Genuine opportunities are created for the community to participate in issues of 

significance to the community. 

 The purpose of the engagement is clear and members of the community are informed on how 

their involvement will influence the decision-making process. 

3. Inclusive and accessible 

 All members of the community have a right to participate in the development of decisions that 

may impact on their lives. 

 Several methods of community engagement may be required to ensure engagement 

activities are responsive to community needs. 

 Consideration is given to engaging with community members of different cultures and 

faiths, abilities and family or working commitments. 

4. Responsive 

 Council will actively engage with, and listen, to the diverse range of needs and 

expectations of the community. 

 Council commits to considering community feedback in an open and transparent 

manner. 

5. Provision of information and feedback 

 Information about the project will be easily and freely available to enable participants to be 

fully informed when providing input into community engagement activities. 

 Information will be provided in ‘plain English’ and avoid using specialist terms, jargon or 

acronyms. Special consideration will be given to the differing literacy and education levels in 

the community, and translated materials provided when relevant. 

 Feedback is provided to participants at all key stages of the project. Community 

engagement activities are documented and minutes/ notes provided to those who 

participated within 20 business days. 

 Updates and final outcomes for community engagement projects are published on 

Council’s website and where appropriate Community Newsletter and other mediums. 
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6. Privacy and confidentiality 

 People’s privacy and confidentiality will be respected before, during and after community 

engagement activities have taken place. 

Participants’ personal information will remain confidential and will be managed in accordance with the 

Council’s Privacy Management Policy which adheres to the Privacy and Personal Information Protection Act 

1998 and the Health Records and Information Privacy Act 2002. 

Role of Council representatives 

Community engagement sessions aim at providing opportunities for the community to give input into decision 

making processes. Council staff, consultants and Councillors who attend or facilitate engagement sessions 

are there to provide background information, listen and assist the community in providing input. Council 

representatives and staff should refrain from being participants in the process or express either their 

professional or personal opinions, as this may hinder or skew the input provided by the community. Internal 

engagement activities should be provided where possible to allow staff input into processes. 

Organisational capacity building and training 
In order to assist in the implementation of this framework, learning and development opportunities on 

community engagement practices will be encouraged across the organisation. By promoting these 

opportunities, Council will continuously build the capacity of the organisation to deliver community 

engagement by providing staff with the appropriate skills and knowledge to plan for, manage and facilitate 

engagement activities. 
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How and when we will engage? 

When commencing a project, consideration will need to be given to determine the level of impact 
any decision may have on the community and stakeholders. The following guide will help determine 
the level of impact. Generally speaking, the higher the level of impact, the greater the level of 
community engagement. 

Level 3 Criteria (one or more) Possible examples 

There is a high level of impact or 
risk (perceived or real) on the 
community as a whole, or a 
section of the community. 

 

There is potential for any decision 
to create controversy and/or have 
varying levels of acceptance within 
the community. 

• Significant impact on attributes 
that are considered to be of high 
value to the community (e.g. 
lifestyle or physical environment) 

• Likely to have a high level of 
interest and/or be the 
source of controversy or 
conflict across 
Murrumbidgee Council or 
local area 

• High levels of complexity in the 
issue being considered 

• Likely to impact on vulnerable 
sections of the community 

• There is a loss or significant 
change to any service or facility 
provided by Council. 

• Long term Financial and 
Community Plans 

• Closure of Council service or 
facility 

• Review of Community Strategic 
Plans 

• Proposals from other tiers of 
government that significantly 
impact the community 

• Major change to HACC service 
• Significant natural event outside 

Council’s control 

Level 2 Criteria (one or more) Possible examples 

There is a medium level of impact 
or risk (perceived or real) on the 
community as a whole, or a 
section of the community. 

 

It is likely that the decision will be 
accepted by the majority of the 
community impacted, however the 
decision may be an inconvenience 
for some sections of the 
community. 

• There may be some impact on 
attributes that are considered to 
be of high value to the 
community or a section of the 
community (e.g. lifestyle or 
physical environment) 

• Some sections of the community 
concerned are likely to have a 
high level of interest 

• Potential for some controversy 
or conflict across 
Murrumbidgee Council or 
individual communities within 
the Council area 

• There is a medium to low level of 
complexity in the issue being 
considered 

• There is some loss or change to 
any service or facility provided 
by Council. 

• Redevelopment of a facilities 
such as sporting, 
recreational or leisure 
venues 

• Redevelopment of a local 
playground 
 

Level 1 Criteria (one or more) Current examples 

There is a low level of impact or 
risk (perceived or real) on the 
community as a whole, or a 
section of the community. 

 

It is likely that the decision will be 
widely accepted by the community 
and seen as having positive 
outcomes or being required. 

• No negative impact on attributes 
that are considered to be of high 
value to the community (e.g. 
lifestyle or physical environment) 

• Low level of interest across 
and/or low to no risk of 
controversy or conflict 
across Murrumbidgee 
Council or local areas. 

• Only a small change, or 
enhancement to any service or 
facility provided by Council. 

• Upgrade of local playground or 

park – such as new equipment 

or landscaping 
• Extension of operating hours for 

a service 
• Local street or streetscaping 

upgrades 
• Introduction or changes to a 

local program 
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When considering the level of impact, it is important to factor in existing knowledge about the community. 

It is also important to review existing information including Community Strategic Plans, Operational Plans 

and local media coverage to determine not only the impact but who may be potential stakeholders in the 

engagement process. This information will assist in determining the level of engagement Council will 

undertake in accordance with Councils endorsed Community Engagement Spectrum. This, when 

measured against the IAP2 Australasia "Community Engagement Model" 2014 below will help to 

determined roles and responsibilities within the engagement process. 

 

 

IAP2 Australasia "Community Engagement Model" 2014 



Murrumbidgee Council – Community Engagement Framework 

 

Page 9 of 32 

What engagement methods will we use? 
 
Determining the level of impact for each stakeholder group will allow Council to identify what levels 

of participation it should consider for each project. Not all stakeholders will require the same levels of 

engagement and engagement methods should be selected carefully based on the needs and 

demographics of each group. 

 

There are many reasons why people don’t get involved with Council engagement activities. 

Consideration should be given to the types of engagement activities being planned to ensure they are 

inclusive and maximise the potential for participation. 

 

Some of the main reasons people do not participate include: 

 Lack of information and awareness of the issues 

 Perception that their input will not make a difference 

 Lack of follow-up with issues raised in the past 

 Not knowing how their input has been used in the past 

 Intimidating or inappropriate engagement methods 

 Language or cultural barriers 

 Accessibility – venue, time, holidays, disability access etc. 

 Time of day – not all people are available to attend activities in the middle of the day due to 

work and/or family commitments 

Once the level of impact and the level of participation have been selected, Council will ensure it 

selects the appropriate methods and tools to engage the community.  

Although not an exhaustive list, the following matrix will assist staff in identifying what tools or 

methods could be used. Council staff can also refer to the Murrumbidgee Council Community 

Engagement Toolkit for details on options for engagement (Attachment D). 
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Engagement Matrix 

 

 

Level of participation & method/tool 
Level of impact 

Level 3 
(high) 

Level 2 
(medium) 

Level 
1 
(low
) 

INFORM  
  

Personal telephone contact    

In person meeting    

Written correspondence, mail out    

Fact sheets, brochure, community newsletter    

Notice or advertisement in paper    

Media release    

Information sessions/briefings    

Social media    

Email – community contacts    

Website – information/updates    

Banners/posters/signs    

CONSULT    

Telephone survey    

Written survey (paper based or online)    

Written submission    

Public exhibition    

Focus group sessions    

Public meetings    

Feedback form    

Social media    

Online discussion forum    

INVOLVE    

Meetings with key stakeholders    

Meetings with other target community groups, e.g. 
parents, youth, aged, disabled, various CaLD groups 

   

Workshop sessions    
Site tour/meeting    

Public Art session    
Community forum/debate    
Community reference groups    

Section 355 Committees    

COLLABORATE    

Community summit    

Expert reference groups    
Community reference groups    
Joint Advisory Committees    

EMPOWER    

Citizens Jury    

Ballot    

Legend  Strongly desirable  Desirable  May be appropriate 
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Establishing engagement timelines and budgets 
 

Timelines and budget for community engagement will vary from project to project and will be 

dependent on a number of factors, including the level of impact, level of public participation required 

and the community engagement tools and techniques chosen for each stakeholder group. 

Consideration will also need to be provided to any legislative requirements and timeframes which may 

impact on the project. A guide to planning for the engagement process is included with this document 

as Attachment A. (NB: Requires updating upon finalization of the Organisation Structure) 

Generally speaking, the higher the level of impact and more stakeholders Council has, the more time 

and resources will need to be allocated to community engagement. Therefore it is essential that a 

community engagement plan is developed before commencing the project and should be included in 

the overall plan and budget for the Council project. 

Early engagement is recommended where the project is dealing with complex issues, requires 

community education or capacity building or is of a contentious issue. 

Projects at this level will often need a period of informing the community about the issues at hand, 

before consulting, involving or collaborating. 

An important factor in determining timeframes will be key community events such as school holidays, 

religious festivals and other major events. Where possible these should be avoided in order to 

maximise the ability for people to participate. 

When considering budget and resource allocation, the type of engagement tools chosen will be a 

significant factor. Each tool requires different levels of practitioner skill, time and budget. For 

controversial projects, it may be necessary to use an independent facilitator to ensure a balanced and 

unbiased approach and provide a greater level of credibility and confidence with the community. This 

independent facilitator may be an external consultant, or another Council staff member who has the 

required skills and is not directly involved in the project or responsible for putting forward Council’s 

position on the topic being considered. 

Reporting back and evaluation 
 

Providing feedback and reporting to the community is essential to ensure ongoing engagement with the 

project and with future projects. 

When developing your engagement plan, identify at which points throughout the project you will be 

providing feedback or reporting on progress. 

To facilitate feedback, it is important that a record is kept of the key themes, ideals and suggestions to 

come from the engagement activity as well as establishing a means of communication with participants 

once the session is completed.  

This will require the person responsible for the activity to record the names and contact details of 

participants in accordance with Murrumbidgee Council’s Privacy Management Policy. To assist this 

process, an Attendance Record forms part of this document and is Attachment B. 
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To assist with providing feedback the following steps should be undertaken: 

 Offer to capture contact details of all stakeholders and community members who would like to be 

involved or participate in an engagement process. 

 Ensure that contact details are kept up to date throughout the project. 

 Detail how and when each stakeholder group will receive feedback during the project and after 

completion. 

 Ensure that feedback is accessible to all stakeholders. 

 Keep contacts informed of key project stages and send details of any relevant upcoming 

engagement activities or details of Council reports for comment. 

 Ensure the privacy and confidentiality of individuals are maintained at all times. 

When reporting on the final outcomes of the project: 

 Define how the final outcomes will be documented and circulated. 

 Provide feedback to participants on how their information was considered in the development of 

the final outcomes. 

 Where appropriate, ensure project outcomes are reported on Council’s website and through other 

mediums. 

 

To ensure that Council’s Community Engagement process continue to be effective and relevant for the 

local communities, it is important to evaluate each session. 

For all major projects, or those identified as having a Level 3 or Level 2 (where relevant) impact, a 

summary evaluation should be prepared on the community engagement undertaken. This summary 

should include information concerning the project, the community engagement process and the key 

outcomes. Once completed, this evaluation should be provided to Manex to inform future engagement 

activities of the Council. 

The summary evaluation should also be made accessible to the community, particularly those who 

participated in the community engagement activities, via Council’s website and other mediums as 

appropriate. An evaluation template has been developed for the use of Council staff involved in 

community engagement activities which directly involve the public at the Consult, Involve and 

Collaborate levels as is included as Attachment C. 

 

 
 

 

 

  

 



M
u
rr

u
m

b
id

g
e
e
 C

o
u
n
ci

l 
–
 C

o
m

m
u
n
it
y
 E

n
g
a
g
e
m

e
n
t 

F
ra

m
e
w

o
rk

 

 

P
ag

e 
1

3
 o

f 
32

 

A
tt

a
ch

m
e

n
t 

A
 -

 E
n

g
a

g
e

m
e

n
t 

P
la

n
 f

o
r 

X
Y

Z
 P

ro
je

ct
 

E
n

g
a

g
em

en
t 

P
la

n
 f

o
r 

E
X

A
M

P
L

E
 P

ro
je

ct
 

 

T
h

e
 b

e
lo

w
 t
a

b
le

 o
u
tl
in

e
s
 t
h

e
 k

e
y
 a

c
ti
v
it
ie

s
 w

h
ic

h
 w

ill
 b

e
 u

s
e
d

 d
u

ri
n
g

 t
h

e
 e

n
g

a
g

e
m

e
n
t 
p

ro
c
e
s
s
. 
T

h
e
 E

n
g

a
g

e
m

e
n
t 
P

la
n
 t
e
m

p
la

te
 c

a
n
 b

e
 l
o
c
a
te

d
 i
n
 t
h
e
 

T
e
m

p
la

te
s
 F

o
ld

e
r 

o
n
 t
h
e
 s

h
a
re

d
 d

ri
v
e
. 
F

o
r 

a
d
v
ic

e
 o

n
 w

h
a
t 
e
n
g
a
g

e
m

e
n
t 
a
c
tiv

it
ie

s
 c

o
u
ld

 b
e
 u

ti
liz

e
d
, 
p
le

a
s
e
 c

o
n
ta

c
t 
(S

T
A

F
F

 R
O

L
E

 T
O

 B
E

 A
D

D
E

D
 O

N
C

E
 

S
T

R
U

C
T

U
R

E
 I
S

 F
IN

A
L

IS
E

D
).

  

 

T
a
b

le
 1

. 
K

e
y
 E

n
g

a
g

e
m

e
n

t 
A

c
ti

v
it

ie
s

 

   

A
c
ti

v
it

y
 

 
S

c
h

e
d

u
le

d
 

fo
r 

  

O
b

je
c
ti

v
e

 

  

P
a
rt

ic
ip

a
n

ts
 

 
R

e
s

o
u

rc
e

s
 

R
e
q

u
ir

e
d

 

IA
P

2
 

S
p

e
c
tr

u
m

 

L
e
v

e
l 
o

f 

P
a
rt

ic
ip

a
ti

o
n

 

  

C
o

u
n

c
il

 R
e
s
p

o
n

s
ib

il
it

ie
s

 

C
o

m
m

u
n

ic
a
ti

o
n

s
 

R
e
q

u
ir

e
d

 

T
h

e
 r

o
w

 b
e

lo
w

 i
s
 a

n
 e

x
p

la
n

a
ti
o

n
 o

f 
h

o
w

 t
o

 c
o

m
p
le

te
 t

h
is

 E
n

g
a

g
e

m
e

n
t 

P
la

n
 

E
g

. 
J
o
in

t 

C
o
u

n
c
il 

W
o
rk

in
g

 G
ro

u
p

 

C
h
a

rr
e

tt
e
 

D
a
y
 &

 D
a
te

 
W

h
a
t 

a
re

 y
o

u
 w

a
n

ti
n
g

 t
o

 

a
c
h

ie
v
e

 t
h

ro
u

g
h

 t
h

is
 

p
ro

c
e
s
s
. 
W

h
a
t 

a
re

 t
h

e
 

o
u

tc
o

m
e
s
. 

W
h
o
 n

e
e

d
s
 

to
 b

e
 

in
c
lu

d
e
d
 

E
g

.:
 

E
x
is

ti
n

g
 

d
o

c
u
m

e
n
ts

 

S
u

m
m

a
ry

 o
f 

e
x
is

ti
n

g
 p

ri
o

ri
ti
e
s
 

D
ra

ft
 s

tr
a

te
g

ic
 

p
ri

o
ri

ti
e
s
  

E
q

u
ip

m
e

n
t 
s
u
c
h

 

a
s
, 

ro
o

m
, 

p
ro

je
c
to

r,
 

s
e

a
ti
n

g
 a

n
d
 

re
fr

e
s
h

m
e
n

ts
 

Is
 i
t:
 

In
fo

rm
 

C
o
n

s
u
lt
  

In
v
o

lv
e

 
C

o
lla

b
o

ra
te

 
E

m
p

o
w

e
r 

W
h
a
t 

a
re

 t
h
e

 s
te

p
s
 C

o
u

n
c
il 

n
e

e
d
s
 t

o
 t
a

k
e

 t
o

 e
n

s
u

re
 t
h

e
 

a
c
ti
v
it
y
 o

c
c
u
rs

 a
n

d
 i
s
 

s
u

c
c
e
s
s
fu

l.
 

H
o

w
 d

o
 w

e
 g

e
t 

th
e

 

s
ta

k
e

h
o
ld

e
rs

 i
n

 t
h

e
 r

o
o
m

?
 

E
g

. 
In

v
it
a

ti
o

n
 o

n
ly

, 
p

u
b

lic
 

a
d

v
e

rt
is

e
m

e
n

t,
 d

ir
e
c
t 

c
o

n
ta

c
t,

 s
e
lf
-r

e
g
is

tr
a

ti
o
n

 

v
ia

 w
e

b
s
it
e

, 
p

h
o

n
e

 i
n
 a

n
d

 

re
g

is
te

r 

T
h

e
 f

o
llo

w
in

g
 r

o
w

s
 a

re
 e

x
a

m
p

le
s
 o

f 
h

o
w

 t
h

e
 e

n
g

a
g
e

m
e

n
t 

p
la

n
 w

o
u

ld
 l
o
o

k
 o

n
c
e

 c
o

m
p
le

te
d

 



M
u
rr

u
m

b
id

g
e
e
 C

o
u
n
ci

l 
–
 C

o
m

m
u
n
it
y
 E

n
g
a
g
e
m

e
n
t 

F
ra

m
e
w

o
rk

 

 

P
ag

e 
1

4
 o

f 
32

 

C
o
m

m
u
n

it
y
 

S
u

rv
e

y
 

G
o

 l
iv

e
 b

y
 1

4
 

N
o
v
e

m
b

e
r 

L
iv

e
 f

o
r 

3
 

w
e

e
k
s
 

T
o

 g
e

t 
b

ro
a
d

 i
n
p

u
t 
o

n
 

th
e

 r
e

g
io

n
a

l 
S

C
P

, 

id
e

n
ti
fy

 k
e

y
 a

re
a

s
 o

f 

in
te

re
s
t 

a
n

d
 c

o
n

c
e

rn
, 

a
n

d
 t

o
 o

b
ta

in
 f
e

e
d

b
a

c
k
 

a
b

o
u

t 
th

e
 p

ro
p
o

s
e
d

 

s
tr

a
te

g
ic

 p
ri

o
ri
ti
e
s
 

S
e

lf
-r

e
fe

rr
e

d
 

p
u

b
lic

 

S
u

rv
e

y
 M

o
n

k
e

y
 

P
ro

v
id

e
 s

e
t 
lin

k
 

C
o
n

s
u
lt
 

P
ro

m
o

ti
o

n
 o

f 
s
u

rv
e

y
 t
h

ro
u

g
h

 

u
s
u

a
l 
C

o
u
n

c
il 

c
h

a
n

n
e

ls
 

L
in

k
/P

a
g

e
 o

n
 w

e
b

s
it
e

 

S
o

c
ia

l 
m

e
d

ia
 u

p
d
a

te
s
 

D
ir

e
c
t 
c
o
m

m
u
n

ic
a

ti
o

n
s
 v

ia
 

e
m

a
il 

w
it
h

 k
e

y
 s

ta
k
e

h
o
ld

e
rs

 t
o
 

p
ro

m
o
te

 p
a
rt

ic
ip

a
ti
o

n
 

M
e

d
ia

 R
e

le
a

s
e

/s
 (

if
 d

e
s
ir

e
d

) 

A
d

v
e

rt
is

in
g

 –
 t

ra
d
it
io

n
a

l 
/ 
s
o
c
ia

l 

m
e

d
ia

 

L
in

k
 p

re
s
e

n
t 
o

n
 C

o
u

n
c
il 

w
e

b
s
it
e

s
 w

h
e

n
 g

o
 li

v
e
 

P
ro

m
o

ti
o

n
a
l 
m

a
te

ri
a

ls
 a

n
d

 

fl
y
e

rs
/p

o
s
te

rs
 a

t 
k
e

y
 lo

c
a

ti
o

n
s
 

a
c
ro

s
s
 t
h

e
 r

e
g

io
n

 p
ro

m
o

ti
n

g
 

th
e

 s
u

rv
e

y
 

C
o
m

m
u
n

it
y
 

W
o
rk

s
h

o
p
s
 

2
1

 –
 2

9
 

N
o
v
e

m
b

e
r 

T
o

 i
d

e
n

ti
fy

 t
h
e

 

c
o

m
m

u
n
it
y
’s

 a
s
p
ir

a
ti
o

n
s
 

fo
r 

th
e
 r

e
g

io
n

 a
n

d
 

id
e

n
ti
fy

 a
n

y
 c

o
n

c
e

rn
s
 o

r 

p
ri

o
ri

ti
e
s
. 

T
o

 p
re

s
e

n
t 
th

e
 d

ra
ft
 

s
tr

a
te

g
ic

 p
ri
o

ri
ti
e

s
 a

n
d

 

o
b

ta
in

 f
e

e
d

b
a
c
k
. 

C
o
m

m
u
n

it
y
 

m
e

m
b

e
rs

 a
n
d

 

in
v
it
e

d
 

re
p

re
s
e

n
ta

ti
v
e

s
 

a
n

d
 k

e
y
 

s
ta

k
e

h
o
ld

e
rs

 

R
o
o

m
s
 f

o
r 

e
a
c
h

 

o
f 

th
e

 9
 v

e
n

u
e
s
 

a
n

d
 d

a
te

s
/t

im
e
s
, 

p
ro

je
c
to

r,
 

s
e

a
ti
n

g
, 
a

n
d

 

re
fr

e
s
h

m
e
n

ts
 

E
n

g
a

g
e
m

e
n
t 

re
s
o

u
rc

e
s
 a

n
d

 

m
a

te
ri
a

ls
 f

o
r 

a
c
ti
v
e

 

p
a

rt
ic

ip
a
ti
o
n

  

In
v
o

lv
e

/ 

C
o
lla

b
o

ra
te

 

P
ro

m
o

ti
o

n
 o

f 
th

e
 c

o
m

m
u

n
it
y
 

m
e

e
ti
n

g
s
 t

h
ro

u
g

h
 u

s
u

a
l 

C
o

u
n

c
il 

c
h

a
n
n

e
ls

 

L
in

k
/P

a
g

e
 o

n
 w

e
b

s
it
e

 

S
o

c
ia

l 
m

e
d

ia
 u

p
d

a
te

s
 

M
e

d
ia

 R
e

le
a

s
e

/s
 (

if
 d

e
s
ir
e

d
) 

A
d

v
e

rt
is

in
g

 –
 t

ra
d
it
io

n
a

l 
/ 
s
o
c
ia

l 

m
e

d
ia

 

In
fo

rm
a

ti
o

n
 o

n
 d

a
te

s
, 
ti
m

e
s
, 

a
n

d
 l
o

c
a
ti
o

n
s
 a

v
a
ila

b
le

 o
n

 

C
o

u
n

c
il 

w
e

b
s
it
e
s
 

P
ro

m
o

ti
o

n
a
l 
m

a
te

ri
a

ls
 a

n
d

 

fl
y
e

rs
/p

o
s
te

rs
 a

t 
k
e

y
 lo

c
a

ti
o

n
s
 

a
c
ro

s
s
 t
h

e
 r

e
g

io
n

 p
ro

m
o

ti
n

g
 

th
e

 w
o

rk
s
h

o
p
s
 

 



M
u
rr

u
m

b
id

g
e
e
 C

o
u
n
ci

l 
–
 C

o
m

m
u
n
it
y
 E

n
g
a
g
e
m

e
n
t 

F
ra

m
e
w

o
rk

 

 

P
ag

e 
1

5
 o

f 
32

 

A
tt

a
ch

m
e

n
t 

B
 –

 A
tt

e
n

d
a

n
ce

 R
e

co
rd

 

   
   

   
   

   
   

   
   

   
A

tt
en

d
an

ce
 r

ec
o

rd
 

 
 

N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 



M
u
rr

u
m

b
id

g
e
e
 C

o
u
n
ci

l 
–
 C

o
m

m
u
n
it
y
 E

n
g
a
g
e
m

e
n
t 

F
ra

m
e
w

o
rk

 

 

P
ag

e 
1

6
 o

f 
32

 

 
 

N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 
 

N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 
 

N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 

 
 

N
a
m

e
 

 

C
o
n
ta

ct
 P

h
o
n
e
 

 

E
m

a
il 

 

A
d
d
re

ss
 

 
  



Engagement Tools 

 

Page 17 of 32 
 

Attachment C – Engagement Evaluation Forms 

Activity 
evaluation (internal) 

 

Form to be completed by Murrumbidgee Council staff 

 Planned Actual 

Description of activity   

Objectives of activity   

Stakeholders Engaged   

Number of people reached   

Timing   

Budget and Staff   

(Include other measures if required)   

Overall, how well did this activity meet the intended objectives? (Rank on a scale of 1 to 5, with 

1 = Perfectly and 5 = Not well) 

1 2 3 4 5 

Comments 

 

 

 

 

 

 

Suggestions for the future 
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Activity 
evaluation (external) 

 

Form to be completed by Activity Participants 

Description of activity – what was 
the event? 

 

Where and when was it held? 
 

Objectives of activity – what did 
you expect to see come from the 
activity? 

 

Number of people – should others 
have been involved in this activity? 
If so, please list 

  No 
If no, please suggest alternatives: 

Was the timing of the event 
suitable/appropriate?  

 Yes  No 
If no, please suggest alternatives: 

Venue – were you comfortable in 
this environment? 

 Yes  

Overall, how well did this activity meet your expectations? (Rank on a scale of 1 to 5, with 

1 = Perfectly and 5 = Not well) 

1 2 3 4 5 

Comments 

 

 

 

 

 

Suggestions for the future 

 

 

 

 

 

 

 

  



Engagement Tools 

 

Page 19 of 32 
 

Attachment D – Engagement Tools 

Tool: Listing negotiable and non-negotiable items 
 

Non-negotiable Negotiable 

Legislative requirements  

Budget  

Community safety e.g. the need to 
restrict development in flood prone 
areas. 
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MURRUMBIDGEE COUNCIL 
Communication Strategy 

Communication Principles 

Communicating effectively is an important element of Council operations. Ensuring that the right 

messages get to those who need to hear it within a timely fashion is a key component of any 

Communications Strategy. As such, the following principles will apply to all Murrumbidgee Council 

communications: 

 Our communication is planned and pro-active 

 Our messages are clear, concise and easy to understand 

 We provide our community with an opportunity to express their views and have input into 

our strategies 

 Our internal communications are open and engender trust amongst employees 

 We maximise communication effectiveness by using the most appropriate communication 

channel 

 We evaluate the effectiveness of our internal and external communications on an ongoing 

basis 

Key Messages 
When Council communicates to the public it is to cover any one of three areas: 

 We are taking a role of leadership (and letting you know what we’re going to do about a 
certain situation) 

 Meeting our commitments (we said we would do this and now we’re reporting back to you) 

 We are inviting you, the community to participate in some way 

Community and Stakeholder involvement is essential to achieving the outcome of a better informed 
community, a staff which is actively involved in the change process and two-way communication 
which is enhanced and encouraged. 
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External  

 Our focus is providing residents with real value for money.  

 We will build community partnerships to deliver the best possible outcomes 

 What Murrumbidgee Council does today shapes our community’s long term future 

 We listen to our community – they have a real role to play in shaping their local government 

 We rely on our community to help us focus on what is important to ensure we do first things 

first. 

Internal 

 All Murrumbidgee Council employees are valued, respected and accountable for their 

performance.  

 We are committed to listening, learning and responding to staff 

 Council leaders are visible and accessible.  

 Conversations with staff are a priority  

 We encourage, acknowledge and celebrate success 

 We place a high value on trust in the organisation 

 

Key Stakeholders   

To assist in determining which method of communication is best implemented, it is 
important to take the following steps: 

 Identify all groups and individuals who may be affected by this change  
 Assess the level of impact this change will have on each group and individual  
 Develop/select a two-way communication process 
 A consultation process has been included  
 Determine the key messages that need to be delivered and how they will be delivered 

It is important to remember that not all methods of communication will effectively get the right 

message to the right people, which is why it is often preferable to utilise a number of mechanisms.  

Consultation with the Community 

The level of community consultation should correspond to the potential level of community impact or 

concern, and should be tailored to the nature, complexity and impact of the issue, plan or policy. 

Community consultation may range from 

1. Exchange of discreet information between individuals or stakeholders.  
2. Dissemination of information across the wider community 
3. Obtaining general community feedback and information 
4. Interrogating, engaging or partnering the community. 

 

These levels of consultation form a spectrum of community involvement from providing information 

through to actively involving the community in Murrumbidgee Council’s decision-making. 
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Consultation with Staff 

Consultation is the best means of getting staff on-board with the change. This will allow them the 
opportunity to understand the new vision of the Council and where it is going, and it will allow staff 
to have their say. 

To ensure consultation is effective, all staff that will be affected by the change will be provided with 
an explanation of the proposed change and provided with a copy of the issues paper (once it has 
been agreed to by Manex).  

Consultation can take place with an individual staff member, or group of staff and, where they so 
choose, representative(s). Depending on the circumstances of each case a range of methods of 
consultation may be pursued, such as: 

 Forming a Working Party to examine the proposed changes and make 
recommendations on them, especially where staff may not have been involved in the 
initial planning phase. Where a working party is formed, a timetable for its discussions 
will be provided 

 Personal meetings with possibly affected staff, and, where they so 
choose, their representatives 

 

Communication Planning 

Good communication is not an accident. There are seven universal truths which underpin good 

communication. These are the guiding principles against which our communications will be 

evaluated: 
1. Communication must, in general, be planned, 
2. Opportunistic media should focus on social media platforms eg. Facebook, Twitter, Instagram 

and utilise images, videos etc at local events. 
3. Messages should be clear and concise – which means short catchy posts with links back to 

Council’s website. 
4. Communication is a two-way responsibility – this allows for Council to not only get the 

message out but receive ongoing input from the community to provide feedback. 
5. There must be opportunity for feedback, 

6. Communication must be open and transparent, 
7. Channels of communication must be appropriate to the recipient(s) – to this end, Council 

will ask the community how it wishes to receive regular and ad hoc information. 

8. Communication needs to be monitored and evaluated. 
9. Over-communication is preferable to under-communication and repeat messages are 

acceptable. 
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Communications Plan Overview 

Purpose Reasoning Process & Responsibilities 

Media 
Relations/Publicity 
 

 Media engagement is 
planned wherever possible 

 Acknowledge the value of 
the media as a means of 
communicating with our key 
stakeholders 

 Strengthen our relationship 
with the media, dealing with 
them in an open, honest 
and pro-active manner 

 Deliver clear, consistent 
messages to our 
stakeholders 

 Ensure both Murrumbidgee 
Council and media 
representatives have a clear 
understanding of 
appropriate communication 
channels and procedures 

 Provide a briefing sheet 
with background and key 
points 

 

 Mayor and General Manager 
actively work on building strong, 
professional and effective 
relationship with media at all 
levels, including newspapers, 
television and radio - think first, 
“Would people want to know 
about this? Should people know 
about this?” 

 Media releases are distributed on 
a regular basis, highlighting 
achievements of council – 
Releases should be sent when the 
answer to the questions above is 
“yes” 

 Staff responsible for 
communication to pro-actively 
identify positive publicity 
opportunities and prompt work 
units and Manex 

 The General Manager and Mayor 
are well briefed to be Council 
spokespeople on issues 

 Media database covers all 
mediums and is continually 
updated 

Community 
Engagement 
 

 Ensure statutory obligations 
are met 

 Ensure those affected by 
Council decision have the 
opportunity to be involved 
in the decision making 
process 

 Ensure community is 
provided with the 
information it requires to 
participate in a meaningful 
way 

 Know the project 

 Map the stakeholders 

 Define the issues 

 Find the right type of 
engagement to fit the 
project/issue/event – ensure 
activity is time & venue 
appropriate for target audience. 

 Develop a community 
engagement plan 
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Communications Plan Overview 

Purpose Reasoning Process & Responsibilities 

Internal 
Communications 
 

 Ensure staff are well-
informed about the changes 
in their workplace 

 Encourage the use of clear, 
concise and easy to 
understand language 
throughout the organisation 

 Build understanding, 
commitment and loyalty 
among staff 

 A common sense of purpose 
is engendered through 
keeping people informed 

 New Council documents are 
written in clear, easy to 
understand language. Training is 
provided where appropriate 

 Ensure all staff are able to hear 
about their workplace in their 
workplace before they read it in 
the newspaper or on social media  

 Put communications and key 
messages on Manex agenda – this 
will ensure that decisions made at 
a Manex level are appropriately 
communicated to staff. 

 Work with Manex to actively 
identify successes and 
acknowledgements 

 Ensure key messages are 
communicated throughout the 
organisation 

 Expand Intranet for effective use 
as an internal communications 
tool 

 Deliver better communication 
results for outdoor staff. For 
example, attaching important 
internal emails to payslips, key 
messages information sheets to 
be read at weekly toolbox talks. 
Alternatively, develop and SMS 
system to advise all staff when 
critical communication has been 
issued and/or place printed 
information in work vehicles, staff 
pigeon-holes, notice boards, sign-
on points. 
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Communications Plan Overview 

Purpose Reasoning Process & Responsibilities 

Community 
Engagement 
 

 Ensure statutory obligations 
are met 

 Ensure those affected by 
Council decision have the 
opportunity to be involved in 
the decision making process 

 Ensure community is 
provided with the information 
it requires to participate in a 
meaningful way 

 Know the project 

 Map the stakeholders 

 Define the issues 

 Find the right type of engagement 
to fit the project/issue/event – 
ensure activity is time & venue 
appropriate for target audience. 

 Develop a community engagement 
plan 

Website 
 

 Ensure Council’s website 
reflects the organisation and 
provides regularly updated 
information 

 Ensure Council’s website has 
update contact details 
 

 Designate clear areas of 
responsibility regarding technical 
and visual aspects of website 
administration 

 Develop overall visual design of 
website homepage 

 Prepare website style guidelines 

 Incorporate linkages to Council’s 
social networking/engagement tools 

Social Media  Media engagement is 
planned wherever possible 

 Deliver clear, consistent 
messages to our 
stakeholders 

 Provides a forum for 
engaging the community in 
on relevant issues 

 Increase access to 
information external to 
Murrumbidgee Council. 

 
 

 Staff responsible for communication 
to pro-actively identify positive 
publicity opportunities and prompt 
work units and Manex 

 Links to media releases are 
distributed on a regular basis. 

 Promote positive outcomes for the 
community 
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Communications Plan Overview 

Purpose Reasoning Process & Responsibilities 

Advertising 
 

 Inform community about 
Council’s decisions, events and 
operations 

 Invite public engagement on 
relevant issues 

 Use advertising to broaden the 
appeal of Council’s brand 

 Ensure all advertising adheres 
to Council’s corporate branding 
standards 

 

 Ensure all advertising conforms to 
Council’s consistent style and 
standards 

 Encourage the use of clear, easy-
to-understand language where 
possible. Edit unwieldy language 
where appropriate 

 Seek advertising opportunities for 
Council that offer strategic value 

 Utilise online methods i.e., 
webpage, Facebook to promote 
Council activities 
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How Murrumbidgee Council will communicate 

Please note – Murrumbidgee Council’s delegated media spokespersons are 
the Mayor and General Manager 

Method- (what 
channel will Council 
use?) 

When will this 
be employed? 

Why will this method be 
used? 

Who will be the 
audience? 

Council meetings Monthly To provide consistent, 
approved content to the 
public 

Internal & External 

Annual Report Annually It is a statutory 
requirement and it is an 
effective method by which 
Council  summarises its 
activities for the year 

Internal & External 

Council/Community 
Strategic Plan 

4-yearly with 
annual review 

Statutory requirement Internal & External 

Website – also Home 
Page Feature and 
Home Page 
Introduction 

Ongoing This method is a 
contemporary and effective 
method of communication 
that will become more 
popular as the NBN is rolled 
out. 

Internal & External 

Surveys and 
evaluations 

As required Provides a means for 
anonymous contributions 

Internal & External 

Customer Service – 
counter enquiries and 
phone calls 

Daily An essential (mandatory) 
method by which Council 
interacts with its 
community and key 
stakeholders 

Internal & External 

Letters As required To be used for specific 
project based activities eg., 
roadworks, capital 
programs, events 

Internal & External 

E-mail direct to 
stakeholders 

As required To provide important and 
sometimes complex 
information on a regular 
basis 

Internal & External 
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Method- (what channel 
will Council use?) 

When will this 
be employed? 

Why will this method 
be used? 

Who will be the 
audience? 

Phone Ongoing When information is 
needed in a short space 
of time and a two way 
conversation will assist 
in progressing the 
matter 

Internal & 
External 

Public Exhibition of 
documents 

As required Statutory requirement Internal & 
External 

Customer Service Centre 
foyers for 
displays/posters/brochures 

As required For community events 
and non – serious 
matters 

Internal & 
External 

What’s On Ongoing  Internal & 
External 

Fact sheets for media, 
councillor and staff 
briefings developed into 
handouts for resident 
meetings 

As required To get across an 
important message and 
remove ambiguity 
“Council is in control of 
the content”  

Internal & 
External 

Statement of Vision and 
Priorities 

Adopted 27 April, 
2017 

To create a united 
direction for the Council 
and generate 
community cohesion 
through a shared vision 

Internal & 
External 

Using the signature panel 
on Council emails to 
promote a matter/event 

As required Cost effective and has 
the potential to reach a 
large audience 
 

Internal & 
External 
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EXTERNAL COMMUNICATION 

Method- (what channel 
will Council use?) 

When will this 
be employed? 

Why will this method be 
used? 

Who will be 
the audience? 

Direct contact between 
Council and 
residents/business etc 

As required It is an effective method of 
communication which can be 
adapted for the situation. 
Often this method provides 
written confirmation of agreed 
actions or commitments. 

External 

Rate notice and booklet Quarterly Statutory requirement  External 

Public 
meetings/forums/events 

As required This method allows effective 
face to face forums and active 
listening 

External 

Media releases  As required To reach a broader cross 
section  of the community 

External 

Responding to media 
requests 

As required To facilitate Council’s ability to 
state a position on a matter 
that the media are pursuing  

External 

Community newsletter Monthly Cost effective and reaches a 
large audience 

External 

Staff carrying out their 
jobs and being 
“observed” by the 
community 

Daily This method has the ability to 
create confidence in the 
community’s understanding of 
work our staff do and also to 
undermine the confidence 
that the community may have 
in staff 

External 

Mail outs As required To provide important and 
sometimes complex 
information on a regular basis 
eg., Levee Bank project 

External 

School newsletters As required For community events and 
non – serious matters 

External 

Advertisements As required Statutory requirement External 

Display area, posters, 
brochures 

As required For community events and 
non – serious matters 

External 

Debtor accounts – 
include message/flyer 

As required To  create public awareness of 
a change in policy or 
promotion of events 

External 

Community Information 
Register 

To be developed An opportunity to create a 
flow of information and allow 
input into Council planning 
and implementation processes 

External 

Direct letters from 
Council database 

As required Cost effective and reaches a 
large audience 

External 

State and Federal 
member communication 

As soon as 
possible 

To provide important and 
sometimes complex 
information on a regular basis 

External 
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INTERNAL COMMUNICATION 

Method- (what 
channel will 
Council use?) 

When will this be 
employed? 

Why will this method 
be used? 

Who will be the 
audience? 

Staff meetings TBC To provide important and 
sometimes complex 
information in an arena 
that allows for the free 
flow of information to and 
from the organisation 

Internal 

Toolbox Talks Weekly/6 weekly To provide important and 
sometimes complex 
information in an arena 
that allows for the free 
flow of information to and 
from the organisation 

Internal 

Department 
meetings 

TBC To provide important and 
sometimes complex 
information on a regular 
basis 

Internal 

Face-to-face with 
staff 

As required/ongoing To provide important and 
sometimes complex 
information on a regular 
basis 

Internal 

Regular ALL OF 
staff gatherings 

As required To provide important and 
sometimes complex 
information in an arena 
that allows for the free 
flow of information to and 
from the organisation 

Internal 

Consultative 
Committee 

Bi-monthly To provide important and 
sometimes complex 
information on a regular 
basis 

Internal 

Staff Bulletin Weekly/fortnightly To provide important and 
sometimes complex 
information on a regular 
basis 

Internal 

Direct messaging 
to staff 

As required To provide important and 
sometimes complex 
information on a regular 
basis 

Internal 
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Potential Risks 

 Opposition from residents of former Shires eg. Residual feelings in relation to merger. 

 Councillors/Staff not aware of requirements/permissions around media coverage and 

social media comments/posts. 

 Opposition/negative comments from residents due to lack of relevant and timely 

information. 

 Staff hear more rumour than fact and act as ill-informed transmitters throughout the 
community. 

 Council viewed as an “alternative” to traditional media advertising/promotion. 

Risk Management 

Potential Risk  Mitigation options 

Opposition from residents of 
former Shires eg. Residual feelings 
in relation to merger. 

Strong promotional activities with focus on key 

benefits and aspirational messaging. 

Creative and innovative methods for 

communication – not just reliant upon 

traditional media. 

Develop relevant and engaging fact sheets and 

promotional materials.  

Maintain strong media relations. 

Targeted information for key stakeholders and 

interested parties by Councils. 

Councillors/Staff not aware of 
requirements/permissions around 
media coverage and social media 
comments/posts. 

Council and Staff to be kept abreast of current issues. 

This information will form the basis of Councils’ stance 

on the matters. 

Education process undertaken to inform Councillors 

and Staff of media delegations within the 

organisation. 

Councillors and Staff to be informed of social media 

obligations. 

 

Opposition/negative comments 
from residents due to lack of 
relevant and timely information. 

Communication and engagement is planned early wherever 
possible. 
Relevant and engaging information is provided within 
Council’s communication mechanisms, ie web site, 
community newsletter, Facebook etc. 

Staff hear more rumour than fact 
and act as ill-informed 
transmitters throughout the 
community. 

Clearly and widely communicate key Council messages. 
Implement the Internal Communications Action Plan. 
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Council viewed as an “alternative” 
to traditional media 
advertising/promotion. 

Set clear guidelines for what Council “promotes” on its 
official communications platforms. 

 

 

Communication Evaluation 

 Prepare a monthly publicity report analysing the positive, negative and neutral 
media coverage of Council. Report to highlight the key issues as identified by the 
community. 

 Prepare monthly Social Media report to highlight top posts, visitor comments and 
engagement levels. 

 Media monitoring to be undertaken internally and utilizing the Department of 
Premier and Cabinet clipping files (while available). 

 Weekly/fortnightly review to be undertaken of Web Page content for accuracy and 
currency. 
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