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Aperitif 
In an effort to bring a refreshing twist to what is otherwise a considerably substantial topic, the Emerging Leaders 

have depicted processes of Local Government similar to the function of the heart of the home, the kitchen. 

With this in mind, the reader is forewarned of the smorgasbord of metaphors and turns of phrase contained within 

the following document, all lovingly seasoned with humour and, in some cases, a dash of irony. Please note that the 

interpretation of the following content is not intended to be literal; specifically, we do not suggest that organisations 

‘reduce’ State Government agencies or community groups, or ‘whisk’ community views and opinions. 

Rather, interpretations of this document are to be made in the spirit in which it was written; with creativity, a unique 

perspective and as a simple analogy symbolising a subject that is anything but simple. 

Finally, this document does not assert to be a definitive guide to the operation of Council, but rather suggests the 

most obvious, yet sometimes overlooked fact: success in Local Government is dependent upon an infinite range of 

variables, not all of which could ever be captured or detailed in a single document. Furthermore, the variables 

affecting this success are constantly transforming, as the needs and wants of residents, ratepayers and customers 

change and evolve.  

Therefore, in reporting on the topic statement ‘Community expectations of Local Government’, the Emerging Leaders 

of 2013 provide a sampling of their local and favourite produce, to be enjoyed at the diner’s leisure and by no means 

to be considered the full and complete menu (special orders available on request)… 

In April 2013, a collective of 26 Local Government Professionals representing 15 metropolitan, regional, peri-urban 

Councils and the Local Government Association embarked on the next phase of their professional careers, LGMA (SA) 

Emerging Leaders Program. 

The group was an eclectic mix and shared a common goal of leadership growth. 

Early in the program the topic for their leadership assessment was pitched; 

‘Communities expectations of Local Government’ 

With this topic in the forefront of their minds, the program saw them travel from Yorke Peninsula to Strathalbyn, with 

various destinations in between, listening to a range of industry and community professionals, who challenged them 

to examine and re-examine their thinking in search of a resolution to the topic. 

Through the process of brainstorming responses to the topic, as well as discussing the presentation of findings, it 

became apparent that further structure was required, in order to break down the topic to what are its fundamental 

components.  

Bon appetit! 
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The ideas and vision for the written component of the assessment began to resemble a cookbook, constructed of 

the following elements: 

1. The ingredients: How do we identify community expectations? 

2. The method: How do we respond to community expectations? 

3. Plating up: How do we measure if we have been successful or relevant to our communities? 

The following cookbook uses the questions above to break down the topic into bite size chunks that distinguish 

communities appetites and Councils alignment with this appetite, as well as tasting notes to ensure success. 

Through the process of seeking a resolution to the topic statement, specifically in terms of the key questions posed 

(the ingredients, the method and plating up) and the association with the kitchen as the heart of the home, the topic 

naturally evolved into one essential question: 

‘Councils – the heart of our communities?’ 

Within the framework of the three elements outlined above, the following document will examine how and why 

Councils are the heart of our communities’, with the aim of bringing the reader closer to an understanding of the 

greater topic. 
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Image 1: The Pennington Gardens Reserve has recently been upgraded and is located on the site of the former 
Pennington (Finsbury) Migrant Hostel. The art installation of cup and cutlery represents what was issued to the hostel 
residents. Charles Sturt Council 

 

Introduction  
Cooking Philosophy 
 

In April 2013, a collective of 26 Local Government Professionals representing 15 metropolitan, regional, peri-urban 

Councils and the Local Government Association embarked on the next phase of their professional careers, LGMA (SA) 

Emerging Leaders Program. 

The group was an eclectic mix and shared a common goal of leadership growth. Early in the program the topic for 

their leadership assessment was pitched; 
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Community Expectations of Local Government 
With this topic in the forefront of their minds, the program saw them travel from Yorke Peninsula to Strathalbyn, with 

various destinations in between, listening to a range of industry and community professionals, who challenged them 

to examine and re-examine their thinking in search of a resolution to the topic. 

Through the process of brainstorming responses to the topic, as well as discussing the presentation of findings, it 

became apparent that further structure was required, in order to break down the topic to what are its fundamental 

components.  

From here, the ideas and vision for the written component of the assessment began to resemble a cookbook, 

constructed of the following elements: 

1. The ingredients: How do we identify community expectations? 

2. The method: How do we respond to community expectations? 

3. Plating up: How do we measure if we have been successful or relevant to our communities? 

The following cookbook uses the questions above to break down the topic into bite size chunks that distinguish 

communities appetites and Councils alignment with this appetite, as well as tasting notes to ensure success. 

Through the process of seeking a resolution to the topic statement, specifically in terms of the key questions posed 

(the ingredients, the method and plating up) and the association with the kitchen as the heart of the home, the topic 

naturally evolved into one essential question: 

 

Councils – are they the 

heart of communities? 

 

Within the framework of the three elements outlined 

above, the following document will examine how and why 

Councils are the heart of our communities, with the aim of 

bringing the reader closer to an understanding of the 

greater topic. 

 

 

 

 

Image 2: Youth Advisory Committee Bowling – Wakefield Regional Council 2013 

 

 



 

 
 

8 

Image 3: Tree Planting. Wakefield Regional Council 2012 

If the heart of the home is the kitchen, then are Councils the heart of our 

communities? 
 

Nigella Lawson (2010) writes; 

[p]art hub, part haven, the kitchen is where, I’ve always found, people speak more freely than anywhere else. 

Maybe it’s because when you’re cooking, you can talk and listen without shining the light of your attention 

too closely on those who may need to talk or be listened to. 

For Jamie Oliver (Natural Health, 2013, pp. ?);  

[f]ood is one of life's greatest joys yet we've reached this really sad point where we're turning food into the 

enemy, and something to be afraid of. I believe that when you use good ingredients to make pasta dishes, 

salads, stews, burgers, grilled vegetables, fruit salads, and even outrageous cakes, they all have a place in our 

diets. 
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Image 4: Story telling tent. Alexandrina Council.  2012 
 

When analysing the question of council as the heart of our communities, it is essential that we clarify what 

‘communities’ are. 

The term ‘community’ has been defined as a ‘community of interest’ and a ‘community of place’. 

Communities are groups of people who share a common sense of belonging. A community may consist of 

people who live in the same place, or have common interests, be similar ages, or have shared cultures and 

lifestyles. 

A community of place refers to a group of people who have a sense of belonging or identification with a 

geographic area (Wilkinson 1991; Cheers et al. 2002). 

People in the community will be able to substantially define the boundaries of the community. A community of 

interest applies to people who engage in a purpose, task or function together, or who have some form of 

identity in common, although it may not be in the same locality(Black & Hughes 2001). 

As the fundamental purpose of the kitchen is the food that is created in this ‘hub’, so too are the services, facilities 

and programs delivered by local government organisations. These programs are fundamental to the successful 

management and prosperity of communities.  
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As noted in the philosophies above, community forums are like kitchens in that they are places where people are 

free to speak their mind and know they will be listened to (even if their thoughts and opinions may not always lead to 

direct action by Council).  

Therefore, just as food is essential to society, 

community forums and other forms of engagement 

are essential to Local Government. All forms of 

engagement have a place in our ‘diets’, providing the 

necessary ingredients to produce workable strategies, 

plan for the future and meet community expectations. 

The way Councils engage and consult with residents 

and support groups is vital to their future. The 

question is; how do Councils engage with its 

communities to meet their expectations? 

 

 

 

 

 
 

 

 

Image 5: Youth Advisory Council (YAC) on bike 
Wakefield Regional Council 2013 
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How do we 

identify 

communities 

expectations? 
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CEO Survey Results 
The perspectives of the head chefs, in this case the CEOs of Councils, are an integral component to measuring the 

success or relevance of Local Government organisations to their communities.  

At the commencement of this program, a survey was distributed to Local Government CEOs via the LGMA CEOs 

Network. This survey consisted of eight questions, designed to measure a range of variables, including the 

mechanisms used by Councils to identify community expectations, the perception of community expectations of Local 

Government compared to State and Federal Government, as well as the CEOs perceptions of how well their individual 

organisations respond to communities’ expectations.  

In total, 44 surveys were distributed and 25 responses received, for a response rate of 57%. A copy of the survey and 

results is contained in Appendix A. 

The responses from CEOs are captured in figures 1, 2 and 3.  

 

  
 

  
 

 

Figure 2: Are the expectations of your 
community reasonable, affordable and 
implementable? 

Figure 3: To what extent do you agree with 
the statement: ‘Councils – the heart of our 
communities’? 

Figure 1: How well do you think your 
Council meets community expectations? 
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Image 6: Burton Park Playspace. Salisbury Council 2010 
 

The overwhelming majority of CEOs felt their Councils met community expectations fairly well or very well. Very few 

CEOs believed their organisations met community expectations only somewhat and no respondents indicated that 

community expectations were not met at all. 

When asked whether the expectations of their communities were reasonable, affordable and implementable, the 

majority of CEOs responded fairly or somewhat. None of the CEOs responded extremely or not at all to this question, 

indicating that community expectations were within the capacities of their Councils to respond but still challenged 

their organisations.  

Finally, a majority of responding CEOs indicated agreement with the statement ‘Councils – the heart of our 

communities’. CEOs have identified their organisations as being the ‘hub’, ‘haven’ or kitchen within the greater 

household of their communities’ which is consistent with the Emerging Leaders’ participants. 
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Image 7: Salisbury Council  2005 

Community Perceptions Survey – Case Study 
 

City of Salisbury  

Since 2001, City of Salisbury has been conducting periodic surveys of the community to track their perceptions of the 

area in which they live and the performance of the organisation. Through these surveys, Council are able to identify 

opportunities for change and improvement. 

The survey used for this case example was conducted in October 2012 and consisted of 56 questions, ranging from 

duration of residence in the City, to service provision and customer satisfaction. A total of 600 respondents were 

surveyed.  

The data obtained through the survey was then examined by the Emerging Leaders during the Module 6 workshop 

for Media and Engagement. Specifically, the survey was analysed through a ‘How not to make headlines’ exercise, 

facilitated by Community Engagement Practitioner, Barbara Chappell.  
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Analysis of Results 

The results of the Salisbury survey indicated areas in which the Council were meeting the expectations of the 

community, therefore requiring effort to be made in these areas so as to maintain service delivery standards.  

Other areas of service delivery were perceived by community members to have declined or failed in meeting the 

communities’ expectations. Importantly however, a number of these areas (such as public safety risks due to crime or 

antisocial behaviour) were outside of Council’s authority or scope of services. 

The survey results indicated numerous areas in which Council’s services, facilities and programs were relevant and 

successful. Furthermore, the use of this survey on annual basis provides longitudinal data for Council to track trends 

in customer demand and satisfaction, therefore identifying their communities’ expectations and whether these 

expectations are being met. 

In summary, surveys such as the one conducted annually at City of Salisbury are important to ensure Councils touch 

base with the community and provide an opportunity for regular feedback and comment. These surveys must be 

constructed, delivered and reported in ways that enable maximum participation by the community, to ensure a range 

of views can be measured, not simply those who have a keen interest in Local Government operations or surveys 

generally.  

Of particular importance, is for surveys such as this one to ask questions that genuinely seek the communities views 

and opinions, rather than seeking statistics for a predetermined set of statements. These community surveys are an 

excellent opportunity not only to measure whether Councils are relevant and successful in responding to community 

expectations, but also in identifying expectations that are unforeseen or that may otherwise be unrealised. 

Food For Thought 

In constructing a report about community expectations of Local Government, it was essential that at some point the 

question was asked, what are the expectations? 

Using consultation through online and written surveys, the group explored community expectations and how this 

compares to CEOs understanding of how well Councils meet these expectations. 

In addition to a survey of the LGMA CEOs network, Emerging Leaders surveyed a number of their own contacts to 

seek an answer to this question. The main question being with an aim to find out what the general expectations of 

Local Council are, to what extent people agree with the statement ‘Councils-the heart of our communities’. 

Reported expectations common across all areas included those services already provided by Councils (such as roads, 

planning, development and waste). More common in regional areas is the importance of community infrastructure 

such as ovals, parks and halls and the reliance on Council to upkeep these facilities. People in regional areas also 

strongly outlined the expectation that Councils be advocates for the community and “to support, empower, facilitate 

and fund local community services and initiatives.” Council expectations therefore go well beyond the expectation of 

the three R’s (roads, rates and rubbish). Council are therefore commonly required as ‘enablers’ of community groups- 

to supply and transfer important resources and knowledge to community groups.  

Other common responses to the question include a number of services that are traditionally provided by State or 

Federal Government, not Local Government  
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These responses could indicate one of two possibilities; the first is that respondents are of the belief that the 

services, facilities and programs named are provided by Local Government (when in fact they are provided by State or 

Federal Government); the second is that respondents believe these services, facilities or programs should be provided 

by Local Government.  

Should the latter be the case, this would suggest that Councils are not meeting communities expectation in relation 

to these services and that further information or communication may be required to clarify why these expectations 

are not met. 

The second question echoed the sentiments of question one in that Council are an important mechanism to assist 

communities to achieve their goals, but people were divided in their opinions. Generally it was outlined that Councils 

are either not the heart of the communities, instead the people are, or that Councils should be but are perhaps falling 

short in selling the message or carrying out the duties. 

In summary, the Council play a key role in enabling the community, particularly through volunteers, to be key players 

in achieving key objectives and supporting community organisations. Together, Councils and people play a key role as 

the lifeblood of communities. 

Walkerville Library Survey – Case Study 

Public Libraries are the most frequented of all Council services, providing valuable resources to the community. 

Councils must keep aware of their community’s ever-changing expectations of their library service, and the library 

should endeavour to meet those expectations wherever possible. The Town of Walkerville’s demography has 

changed since the last survey in 2008 and so, to ensure the library meets demands and with the pending move to a 

new civic centre a mini survey was conducted. 

 

Survey process 

The survey was provided to Walkerville Library customers and also placed in customer service. The survey asked for 

impressions on new services, staff expertise & knowledge, adequacy of specific collections & services, and primary 

reasons & frequency for visiting the library, but most importantly, for the purpose of this cookbook, questioned 

library customers “To what extent do you agree with the statement - ‘Councils - the heart of our communities’?” 

 
 

  
 

 

 

  

To what extent do you agree with the 
statement ‘Councils-the heart of our 

communities’? 

# % 

Extremely 23 43 

Very 14 26 

Fairly 3 6 

Don’t agree 2 4 

Did not answer 11 21 

Extremely

Very

Fairly

Don’t agree 

Did not answer
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How do we 

respond to 

community 

expectations? 
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Image 8: Spray art participants Mitchell Hodgkinson, Sam Treloar and Spencer Martin at Darlington Primary School. 
Marion Council 2011 

 
 

Responding to Communities Expectations – The 

Key Ingredients 

 
Councils deliver services, facilities and programs through numerous avenues. Communities comment regarding these 

modes of delivery is captured through Elected Member representation, consultation for strategic planning, and 

projects, and as well as day-to-day operational systems. Elected Members and relevant agencies or stakeholders are 

critical utensils in the Local Government kitchen. 

 

The information and feedback received from communities enables Councils to align delivery with expectations.  

Ultimately however, the type, scope and quality of service delivery are bound by the budget determined by Council. 

The budget is equivalent to a well-planned menu; a range of options are available, including same staple favourites 

the price range is within the economic means of its customers, and considerations are made for all community 

groups. 
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Once the budget is determined, the implementation of forecast services, facilities and programs is achieved 

through works programs, physical resources and, most importantly, staff. These three elements are equally as 

important as the budget, as they are the saucepan, stove or frypan used by the chef. A well-serviced and 

operationally sound machine will result in consistently high standard of dishes, absence of these tools will result in 

half-baked and half-hearted efforts and will leave the chef to struggle with deliver y of the products to meet 

communities expectations. 

 

Legislation is also an essential aspect of the Local Government kitchen. Various pieces of legislation set the 

foundation for Local Government operations, establish the parameters for activities to be conducted and bestow 

upon officers powers and authorities to act for and on behalf of communities. 

 

Lastly, once the meal has been plated, it must be delivered to the customer. Volunteers and community groups are 

the waiters for the Local Government kitchen, as their connections to and involvement with communities contribute 

to the facilitation of service delivery and communication. 

Programming, Physical Resources and Staff 
Potager a French term used to describe a home kitchen garden that exists to provide a household with food.  Similar 

to Councils attempting to be a locavore with physical resources in its deliver y of its routine works programs.  

Once budgets have been set and approved, the subsequent delivery of works within Council must be conducted in a 

structured and orderly manner, to ensure efficiency and productivity. This structure and order is achieved through 

works programming, allocation of physical resources (such as plant equipment and fleet) and staff.  All tasks will be 

programmed throughout the financial year.  Included in this programming is the priority, timeframes and resource 

requirements of individual tasks.  

The demand for physical resources to complete projects may be beyond the capacity of Council’s ability to manage.  

Alternatives may include the replacement of resources or external delivery, via a contractor or supplier. 

Programming and physical resources are the machinery of Local Government, but this machinery is ineffective 

without an operator. Council staff is critical to ensuring the operational works, projects, services and programs, as 

prescribed through budget and capital works processes, are implemented in response to communities expectations.  

However, the presence of Council staff is not sufficient, it is essential that all staff must have the adequate skills, 

qualifications and experience to undertake the task required of them. Likewise, relevant workplace conditions, 

procedures, policies and personal protective equipment must be made available to ensure the task may be 

undertaken safely. 

Finally, Councils responses to communities  expectations, especially in the case of any construction or infrastructure 

maintenance, must consider: 

 inconvenience to the public 

 demand due to events 

 projects or programs (including other organisations) 

 and activities that may conflict with the scheduled works.  

Without these considerations Councils efforts in responding to expectations may be eclipsed by the disruption caused 

in implementing these works. 
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Budget 
Annually, Councils undertake lengthy budget processes to determine the maintenance works, projects, services and 

programs that are to be implemented during the following financial year. The process of setting budgets includes: 

 assessments of infrastructure and assets for necessary preservation or upgrades 

 evaluation of project and capital works proposals 

 judgements about the priority of all proposed activities.   

 

In addition, consideration must be given to the funding streams available to Council, some of which are provided on 

an annual basis (long-term), such as rates, and others that are considered on a project or major capital basis (short-

term), such as grant funding or joint venture capital funding. 

Rates 
As the primary source of revenue for Council, the budget processes must be accountable for any increase, decrease 

or stability in rates that arise from decisions for or against operational works or projects.  

 

The essential rates revenue is expended on operational works necessary for the ongoing operation of existing Council 

infrastructure and assets. Projects and programs, such as capital works programs may also be reliant upon rates 

revenue. 

 

External funding partnerships or joint ventures 
Major capital projects with external partners and funding groups; these require approval from council and submission 

for external funding. 

 

Similarly, joint venture capital projects arise out of circumstances where developers are delivering works in alignment 

with Council expectations for their area. Projects of this nature are large scale investments that deliver major assets 

for the community whilst providing a positive outcome for the developer. 

Grant and award funding 
Councils that demonstrate excellence in a specific area of service delivery or alignment with a strategic priority at 

State or Federal Government level may apply for funding through grant or award programs. 

 

In the majority of circumstances, project proposals and detailed scoping documents are required to secure grant 

funding. In addition, Councils must also demonstrate an efficient and appropriate application of funds during the 

agreed timeframe, or risk a situation in which reimbursement must be made to the granting body or agency. 

 

Grant and award funding are avenues through which Council can complement existing budget plans, by undertaking 

activities that directly impact their communities in a positive way. Similar to grants and awards issued to Council, 

community fund grants impact upon communities by facilitating services and programs that may otherwise be 

denied. 
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Community fund grants  
Community fund grants are available from both Council and external funding bodies. Those grants funded by Council 

are provided to community groups and organisations in recognition of an activity or program that adds value to 

community wellbeing. Ultimately, these grants empower communities to take action where Councils resources are 

limited or priorities are otherwise focussed. 

 

In cases where direct funding is beyond the capacity of Councils, support will be given to community groups or 

organisations seeking funding from a State or Federal Government level. This support adds weight to the application 

by the group or organisation, thereby enhancing their potential for success.  

Image 9: Mike Turtur Bikeway. City of Marion and City of Holdfast Bay 
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Legislation 

Legislation is an essential aspect of the Local Government kitchen. Various pieces of legislation provide: 

 a legal framework that provides the foundation for Local Government operations   

 the parameters for activities to be conducted  

 bestow officers powers and authorities to act for and on behalf of communities 

 The powers of Local Government – not only contained in the Local Government Act 1999 

 

There is a range of legislation that supports, guides and provides authority for council operations.  Examples of such 

legislation are: 

 Development Act 1993 

 State Records Act 1997 

 Freedom of Information Act 1991 

 Public Health Act 2011 

 Dog and Cat Management Act 1995 

 Fire and Emergency Services Act 2005 

 Environment Protection Act 1993 

 SA Public Health Act 20011 

 Food Act 2001 

 

When referring to “everything but the kitchen sink” in Local Government terms, the Local Government Act 1999 

along with related legislation, is all encompassing. In addition to the provisions mentioned above, the provisions 

contained within this legislation promote: 

 The system of Local Government whereby representatives are democratically elected by the community 

 The establishment of committees 

 The principal roles  and functions of Local Government and the roles of Elected Members 

 Accountability, not only financial but in other areas such as decision making, recruitment and procurement –

integrity and transparency 

 The participation of local communities in Local Government matters   

 Management of sustainable natural and built environments  - the management of Community Land 

 The creation and review of Strategic Management Plans 

 

Through the Local Government Act 1999 and other legislation, the community’s expectations of Councils are given 

structure and purpose. The legislation preserves the operations of Councils, consistent with historical and observed 

community expectations and demands. 
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Volunteers 
Volunteers, as individuals and groups, are essential to any Council’s response to community expectations. They 

provide a unique, personal perspective regarding the connection between Councils and the communities they serve. 

Volunteers provide support and assistance to numerous programs and services, where such support and assistance is 

beyond the financial and operational capacities of Councils. Furthermore, this support delivers a unique environment 

in which to gather community feedback, 

 through both informal and formal conversations 

 requests from residents and their friends and families connections with community groups, organisations and 

networks. 

The information gathered via volunteers and volunteer groups is reported to Council, through informal channels 

(such as dialogue with staff and Elected Members) and formal reporting mechanisms, such as Volunteer Managers or 

Coordinators, customer service requests, survey data and volunteer specific community engagements.   

This information offers valuable insight into the demands, needs and expectations of communities, which can assist in 

determining whether the services, facilities and programs delivered by Council are relevant or successful, as discussed 

in the next chapter. 
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How do we 

measure if we 

have been 

successful or 

relevant to our 

communities? 
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Measuring Up Community Expectations 

 
When assessing the success or relevance of Councils there are various forms of measurement that are currently used 

and made available to Local Government organisations. 

A suite of tools is available for assessing the impact of services, facilities and programs. These are usually surveys or 

tests with specific psychometric properties, designed to elicit specific information about the effects of a service or 

program in terms of community wellbeing, safety, health or sustainability.  

For the purposes of this report, three measurement tools have been identified; 

 Community Capacity Assessment 

 Community Wellbeing Monitor 

 Results Based Accountability methodology  

These have been explored further in the Tools for Measurement section as with cooking, a chef equips themselves 

with necessary kitchen equipment;   Councils also require a suite of tools that form a basic toolbox of items for 

specific preparations and recipes. 

Financial reporting may be used to measure the success or relevance of Councils to their communities. Whilst on the 

surface annual budget planning processes appear strictly financial, these processes provide valuable information 

about the assets, infrastructure and projects that are seen by Councils as highest priority. This information can assist 

in determining whether Council operations are in line with community expectations, or whether adjustments may be 

required, either to the priorities of Council or the expectations of its communities. 

Image 10:  Youth Advisory Committee Paintball Team. Wakefield Regional Council 2012 
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Where corporate and financial reporting provides information at a strategic level, reporting frameworks are 

embedded into the day-to-day operations of Councils, through customer request systems. These systems can be 

utilised to measure the regular activities of Council, as well as to determine where a specific need, demand or 

expectation is not being met. 

The perspectives of the head chefs, in this case the CEOs of Councils, are an integral component to measuring the 

success or relevance of Local Government organisations to their communities. A survey was distributed via the LGMA 

CEOs Network, to capture the head chefs’ views and opinions about the operation of their kitchens and these are 

explored further within the CEO survey results section. 

The opinions and viewpoints of diners, (the community members), are the final piece of the puzzle when measuring 

relevance and success of Local Government organisations. This report draws on the City of Salisbury annual 

community perception survey from October 2012. Although the variables measured by both the CEO Survey (detailed 

above) and the community perceptions survey differ, the results of each of these provide valuable information for 

comparing organisational and community views of success and relevance and include possibilities for the closer 

alignment as explained further in the Community Perception Case Study. 
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Tools for Measurement 

 
When determining if Councils are relevant or successful to their communities, a number of Local Government 

organisations utilise specific tools, such as the three examples detailed below. These tools are survey-based 

assessments, from which information can be obtained about how Councils services, facilities and programs impact 

upon the wellbeing and quality of life of their communities.   

Community Capacity Assessment 
The Community Capacity Assessment seeks the answer to one key question: what is the nature and quality of the 

relationship between the Local Government organisation and its local communities?  

Unlike traditional measures (such as customer satisfaction surveys), which may examine the frequency of use of a 

service or the quality of service delivery, the purpose of this tool is to assess the capacity of local communities to 

support the mission of a Council.  

The assessment focuses on five key areas of community capacity building, namely; 

 Leadership in the community 

 Community infrastructure 

 Support from institutions in the community 

 Resources in the community 

 Local economy  

The Community Capacity Assessment gives Councils an opportunity to learn about its communities, determine how 

much the local communities know about their Councils and ultimately use this information to foster an environment 

in which the organisation has a meaningful impact. 

Community Wellbeing Monitor 
In the same way that the Community Capacity Assessment creates environments in which Councils add value, the 

Community Wellbeing Monitor provides a comprehensive snapshot of the wellbeing of communities, to determine 

where and how Councils efforts may be most valuable. 

This assessment reports on four identified determinants of wellbeing: environmental, economic development, social 

development and health (refer to Figure 4). Within each of these determinants, specific variables are measured to 

determine the overall wellbeing of communities. 

Essentially, community wellbeing is enhanced and maintained when there is strength across the four determinants. 

Through these measurements, Councils can identify those areas in which services, programs or facilities may be 

improved, implemented or modified, to ensure that Councils are relevant in their efforts to improve wellbeing. 
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Figure 4: Community Wellbeing Monitor 2013 

 

Results Based Accountability 
The Results Based Accountability is another measure of wellbeing, but where the Community Wellbeing Monitor 

measures wellbeing according to four determinants, the Results Based Accountability asks three critical questions: 

 How much did Council do?   

 How well did Council do it?  

 Is anyone better off? 

In asking these critical questions the Results Based Accountability differentiates the result into two key areas; results 

for communities and results for programs. 

Results for communities are essentially ‘population accountabilities’, meaning the conditions of wellbeing for 

children, adults, families and communities. Results for programs, on the other hand, are ‘performance 

accountabilities’, which look specifically at the outcomes for a defined group of people participating in particularly 

programs. 

Through its dual approach for assessment, the Results Based Accountability can produce vital information for 

determining whether Councils services, facilities and programs are relevant or successful not only for those utilising 

these services, facilities and programs, but for communities in general.  
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http://www.onkaparingacity.com/monitor/environmental/biodiversity.html
http://www.onkaparingacity.com/monitor/environmental/coast.html
http://www.onkaparingacity.com/monitor/environmental/energy.html
http://www.onkaparingacity.com/monitor/environmental/energy.html
http://www.onkaparingacity.com/monitor/environmental/landuse.html
http://www.onkaparingacity.com/monitor/environmental/openspace.html
http://www.onkaparingacity.com/monitor/environmental/waste.html
http://www.onkaparingacity.com/monitor/environmental/water.html
http://www.onkaparingacity.com/monitor/ecodev/employment.html
http://www.onkaparingacity.com/monitor/ecodev/tourism.html
http://www.onkaparingacity.com/monitor/ecodev/tourism.html
http://www.onkaparingacity.com/monitor/ecodev/growth.html
http://www.onkaparingacity.com/monitor/socialdev/arts.html
http://www.onkaparingacity.com/monitor/socialdev/participation.html
http://www.onkaparingacity.com/monitor/socialdev/participation.html
http://www.onkaparingacity.com/monitor/socialdev/housing.html
http://www.onkaparingacity.com/monitor/socialdev/learning.html
http://www.onkaparingacity.com/monitor/socialdev/learning.html
http://www.onkaparingacity.com/monitor/socialdev/learning.html
http://www.onkaparingacity.com/monitor/socialdev/learning.html
http://www.onkaparingacity.com/monitor/socialdev/learning.html
http://www.onkaparingacity.com/monitor/socialdev/accessibility.html
http://www.onkaparingacity.com/monitor/socialdev/accessibility.html
http://www.onkaparingacity.com/monitor/health/addictive.html
http://www.onkaparingacity.com/monitor/health/addictive.html
http://www.onkaparingacity.com/monitor/health/diseases.html
http://www.onkaparingacity.com/monitor/health/diseases.html
http://www.onkaparingacity.com/monitor/health/safety.html
http://www.onkaparingacity.com/monitor/health/safety.html
http://www.onkaparingacity.com/monitor/health/food.html
http://www.onkaparingacity.com/monitor/health/weight.html
http://www.onkaparingacity.com/monitor/health/mental.html
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Image 11:  Hamley Riverside Project. Wakefield Regional Council 2013 

 

Corporate Reporting 
Under the Local Government Act 1999 (the Act), all Councils are required to produce a range of plans, which (as a 

suite of documents) detail the strategic direction for Council and its communities, the financial and operational 

implications and requirements of this direction, and any key assumptions or conditions that provide context for this 

direction. 

One such plan is a strategic management plan, which may be as broad as a ‘Community Plan’, outlining the strategic 

direction for the Council, its communities and its area over a 30 year period, or as detailed as the management of a 

particular issue, such as climate change. As stipulated in section 122 of the Act, strategic management plans must 

identify clear objectives, from which specific actions are derived for the achievement of these objectives. 

Furthermore, these plans are required to state the measures by which the performance of Council will be monitored 

and assessed. 

In accordance with section 131 of the Act, all Councils must prepare and publish an annual report by 30 November 

each year that details the operations of Council for the preceding financial year. For Councils, this report is crucial for 

informing the community about the services, facilities and programs implemented within the previous financial year. 

For the communities however, this report is important for validating that the services, facilities and programs 

implemented by Council are consistent with their expectations. 
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To enable more frequent reporting (i.e. more frequent than once per year through the annual report), many 

Councils utilise a range of corporate reporting documents that are published on a quarterly, monthly or weekly basis. 

These documents usually include information regarding Council operations, special projects or programs, 

achievements and successes. Most importantly these publications are made available to the general public and are 

yet another avenue for them to review their Council’s activities in relation to their expectations. 

Financial Reporting 
Just as budget plans are mechanisms through which Councils respond to communities expectations; these plans are 

yet another medium through which Councils measure the resources to be allocated within a financial year. The 

process of developing the annual budget has been described as a “Balancing Act – to align Council resources to 

community expectations” (Moon, 19 September 2013) as shown in Figure 5 below. In baking proper measurement 

and balance is critical; baking is a science and when you mix together ingredients you are creating an albeit edible 

chemistry. 

In attempting to find this alignment, Councils must consider the limitations of their resources, the age and condition 

of infrastructure and assets, the need to deliver quality services and the impact budgets will have upon communities, 

particularly in the form of rates. Furthermore, each of these considerations must be assessed in terms of the long 

term financial sustainability of Council. 

The process for developing an annual budget must therefore include careful deliberation, priority setting and regular 

communication with communities, to ensure they have an understanding of the long-term perspective for this 

process, the importance of community infrastructure and the need to say “no” when expectations are beyond the 

scope of resources available. 

 

 

 

 

 

 

 

 

 

 

 

Figure 5: Financial Sustainability – Balancing Act 2013 
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Day-to-day Business / Customer Requests 
For the majority of Councils, daily contact with customers and the community is captured through a customer request 

system. The requests generated by these systems may result in specific activities being undertaken (such as 

maintenance or other services), feedback being provided to a specific team or section within Council, or 

communication with the customer for the provision of advice, information or acknowledgement.  

Customer request systems ultimately provide a measure for Council activity and response timeframes. Furthermore, 

reports generated through these systems can provide information about customer satisfaction levels, as well as draw 

attention to specific problem areas or issues. The information Councils obtain through their customer service systems 

can be further collated, filtered and distilled to determine the expectations of its communities, identify programs or 

services that meet these expectations and highlight gaps between expectations and service provision. 
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Image 12:  Barefoot Bowls. Wakefield Regional Council. 2013 

 

Harnessing and Building Flavour 
 
Communication and engagement with local communities are valuable components of the process that can improve 

the product and plating up of Local Government services. Information gained as a result of engagement can be used 

to ensure the meal is rich in flavour and more responsive to the demands of consumers at the dinner table.  

The process can be likened to the paddock to plate concept of food value chains; aligning processes with the needs 

and values of consumers and communities drives changes in the food supply.  

Engagement provides an opportunity for Councils to strengthen relationships with their communities (i.e. the 

consumers) and other stakeholders along the process chain to help identify opportunities and devise potential 

solutions to challenges. Participating in value chain processes and collaborating in the governing process inspires 

consumer confidence, thereby helping Councils to deliver the best quality product. 

In Local Government, principles of democracy, social inclusion and responsible governance form the basis for 

engagement:  
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Community engagement is about involving the community in decision making processes, which is critical in the 

successful development of acceptable policies and decision in government, the private sector and the community. 

Hence, the Council cooks’ recipe book of choice is the Local Government Association Community Engagement 

Handbook (2008), based on the International Association for Public Participation model. The International Association 

for Public Participation Spectrum of Public Participation helps Local Government staff to consider the planning 

aspects of community engagement and provides proven recipes to identify and define the various levels of 

engagement, such as: 

 Clarifying the roles of decision makers 

 Acknowledging the elected body of Council as the final decision maker 

 Meeting with Elected Members to clarify their expectations and gain their commitment to the process 

 Clarifying the expectations of stakeholders and decision makers 

 Considering the appointment of a Community Engagement Coordinator for each project 

 

Recognising there is not one proven recipe for community engagement, this handbook pinpoints a few cooking 

methods that can help you achieve the best mix of success and an end product that leaves residents with a good taste 

in their mouths.  

Baking: Inform 

Informing communities through balanced and objective information is important to assist in understanding issues and 

outlining alternatives and/or solutions. Local Government organisations often inform communities through various 

forms including: 

 advertising 

 attendance at community events 

 fairs and meetings 

  education and awareness displays 

 fact sheets and newsletters 

 social media.  

Inform sits at the end of the spectrum as the least interactive form of engagement and is one-way communication, 

through the dissemination of facts, news and material, with little or no opportunity for response from or input by the 

community. 

Steaming: Consult 

Consulting through two way communications can assist in obtaining public feedback and ideas regarding the 

rationale, alternatives and/or proposals that have guided decision-making; this can be through: 

 discussion groups and workshops 

 electronic, verbal and written feedback, surveys,  

 one-on-one interviews  

 online forums. 

At the consult level, the communities are able to influence the decision making, but only insofar as their concerns and 

views are considered; however the decision-making power is beyond the community. 
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Simmering: Involve 

Involving the community in decision-making is a participatory process. Through this process, community members 

assist in the identification of key issues and ideas, as well as in the selection of potential solutions. Council involves its 

communities through: 

 advisory committees 

 workshops 

 community visioning exercises 

At the involve level, the level of influence on ideas and solutions of the community is increased and ensures the final 

decision is closer to meeting their expectations. However, the decision remains with the Elected Members. 

Sautéing: Collaborate 

Collaboration with the community in all aspects of the decision-making process is important for understanding the 

communities’ view points, developing alternative solutions and identifying preferred options. Examples of Council 

collaborating with the community include: 

 action research, 

 regional committees and resident panels  

 policy action teams. 

The collaboration level allows for a significant amount of input from community members. At this level, Council looks 

to the community for advice and innovation, to formulate solutions. 

Flambé: Empower  

At the most interactive level of the International Association for Public Participation Spectrum is the empowerment 

process. At this level, the final decision-making power lies in the hands of the public, however, in accordance with the 

Local Government Act 1999,this power is only available to communities’ once every four years, during Local 

Government elections. 

Empowering communities enhances the flavour of any recipe by fostering a sense of belonging and, achievement. 

Within Councils, forms of empowerment sit at operational levels, within the initiatives of community development or 

community capacity sections.  

At the end of the day, empowerment is an opportunity for community members to have their cake and eat it too! 
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Image 13:  City of Marion Community Foodie Volunteers 2012 

 

Recipes 
There is a brief summary of the tried and tested cooking methods used by many Local Governments to extract 

community expectations through incidental interaction. 

Following that, for the reader’s dining pleasure, there is a three course menu;  

Peri Peri Urban Chicken 

Regional Roast Beef 

Metropolitan Mudcake 
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Peri Peri Urban Chicken 
This entrée comes from the regions straddling the regional-metropolitan divide. Consistent with any good entrée, this 

dish will whet the reader’s appetite for the feast of community expectations that lies ahead. 

Ingredients 

- Number of  township meetings (average 6) 

- Community forums 

- Numerous keynote speakers 

- Bouquet disciplus de ludus (mixed students from local schools) 

- Local media liaison sessions 

- Online submissions 

Method  

 

 

 

 

 

 

 

 

 

 

 

Plate Up  

The performance of this dish is promising while still settling, with many more opportunities to develop a sound 

community expectations framework, including introducing a community satisfaction survey. 

Once adoption is resolved, remove the dish from the Council chamber and allow to cool. 

Once cooled, taste a small sample to ensure all ingredients have combined well for a consistent, yet pliable flavour 

that will aid council in its endeavour to serve their community with ample portions. 

Where necessary, season to taste and plate up for the occasion. 

Step 1 Place the community forums into a bowl and mix gently. 

Step 2 Add the township meetings along with the key note speakers together to agree 

on a set of aspirations that are specific to each Council. 

Once combined, add the township meeting-keynote speaker mix to the 

community forums in the mixing bowl. 

Where necessary, add local media liaison sessions, to taste. 

Step 3 Sprinkle the thoughts and suggestions of the mixed students from local schools 

into the mixture. 

All of this flavour is a great marinade for the final product, so be careful to cover 

all steps and continue mixing gently. 

Step 4 Sift the online submissions from the community into the mixture, ensuring any 

lumps are removed and addressed.  

Step 5 Taste a sample of the submission flavours, highlighting the positive and negative 

for an Elected Member group to decide on the highest priority expectations. 

Step 6  Seal the dish with a light toasting of legislation, by seeking adoption from Council 

under Section 122 of the Local Government Act 1999.  
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Regional Roast Beef 
A tried and tested favourite of the regional area, this main dish can be served to large gatherings of community 

members and groups or to a small, intimate party of local interest groups. 

Ingredients 

- Advertising (print)  

- Focus group sessions  

- Local Progress Associations seasoning (volunteer groups within individual communities) 

- Staff forums held across the organisation 

- Written community surveys 

- Elected Member engagement 

- A variety (approximately 10) State agencies and regional organisations active in the area, comments and 

technical advice pre-extracted 

- Neighbouring Councils (min of 2) 

Variations 

This recipe is adaptable to suit different dietary requirements and ingredients can be substituted to suit availability, 

budget and the cook. This is a traditional recipe handed down through the generations and may be changed to suit 

more modern taste, through the inclusion of social media and online forums or surveys. 

Method 

Step 1 Engage a consultant to assist in the extraction of key information from the 

ingredients listed above. 

Step 2 Prep the written surveys by placing advertisements in local and state newspapers, 

to encourage community participation and highlight strategic direction. 

Step 3 Host a number of smaller focus group sessions across the regional district, 

extracting relevant feedback and ideas. Set aside. 

NOTE: At this stage, it is important to work the face to face contacts with the 

community to ensure the information obtained is pure and indicative of their 

views on the future state of the Council area. 

Step 4 Reduce the comments and technical advice of a variety of state agencies and 

regional organisations active in the area, to produce the desired concentration.  

Infuse the above concentration with staff comments and feedback regarding local 

knowledge and prior experience of the regional area. 

Step 5 Add the Local Progress Association seasoning to the concentration of state, 

regional and internal feedback, as required.   

Step 6  In one large pot, combine the concentration of state, regional and local feedback 

with the community feedback from the focus group sessions and add the 

information obtained from postal surveys and Elected Members’ objectives. 
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Note: This dish will store well and, if correctly prepared and attended to, may be served over a three year period to 

the entire community. 

 

Plate Up  

This meal is best served by the head chef, who will be aptly prepared to answer any queries relating to the produce or 

specific ingredients (for those with particular tastes). 

 

Tasting notes 

When creating this dish, it is important to remember that the information extracted in the first few steps will greatly 

influence the overall taste and presentation.  

Recently, a version of this dish was created with a particular road infrastructure flavour. In hindsight, this particular 

flavour was not rated as important by community taste-testers.  

This dish is not recommended for the children’s menu.  Future variations of this recipe should consider flavours that 

appeal to young children. 

 

  

Step 7 Stir the mixture gently over a slow heat, until the common themes of community 

expectations come together. Discard the unnecessary bureaucracy and hidden 

agendas as these will only spoil the recipe. 

The common themes derived from the mixture are essential to the development 

of the Council Strategic Plan and must be layered and combined to ensure an 

even and consistent flavour. 

Step 8 Rest the strategic plan mixture for 6 weeks, allowing the flavours to develop. 

During this time, encourage regular tasting by Local Progress Associations, 

community, staff and Elected Members, to ensure flavours are in balance. 

Step 9 Combine all the feedback from taste testing and add garnish to the dish, which 

will set the direction for the next three years. 
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Metropolitan Mudcake 
No good meal is complete without dessert and this modern twist on a classic dish is bound to be a winner with all at 

the table. 

Ingredients 

- Vision document/consultation document to portray ideals trying to be attained 

- Community Engagement Strategy, with tools including (but not limited to): 

o Community forums 

o Surveys (postal and online) 

o Community events 

o Word of mouth: networking with local groups 

o Print media 

o Social media 

- 2 - day strategic planning workshop for Elected Members 

 

Method 

Step 1 The engagement strategy or framework, which will serve as the base of the 

mudcake, must be robust, firm and capable of supporting the weight of the 

ingredients.  

To deliver a robust and strong engagement strategy, ensure a comprehensive 

launch through media, staff, Elected Members and local community networks. 

Step 2 Drawing from the Community Engagement Strategy, combine a number of tools 

to identify the ideas, thoughts, issues and opinions of the community, for 

example: 

» street surveys 

» public workshops and meetings 

» tailored events and workshops for schools, businesses, special interest 

groups, the Kaurna community, volunteers 

» large numbers of postcards distributed to communities 

social media mechanisms (Facebook, twitter) 

Step 3 Sift the information received from the tools above, separating the common 

themes (community aspirations) for community review. 

Step 4 Repeat step 3 to ensure all aspirations are separated and reviewed. 

Step 5 Add information from the community, staff and Elected Members, to taste. 

Step 6 Once sifted, allow the community aspirations to settle and flavours to enhance. 

During this time, provide the community with an opportunity to re-evaluate their 

thoughts and opinions, ensuring all responses are documented. 

Step 7 Once settled and flavours are as desired, whisk the community aspirations until 
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Plate Up 

The success of this dish will be determined not by its initial impact, but rather by the long-term benefits (or 

otherwise) that it brings to the community.  

As the last course in the Local Government meal, this method and timing for implementing the objectives of this dish 

will be essential in determining whether the Council’s actions are in line with community expectations. 

When considering this dish, investigate alternative methods to better deliver on community expectations.  

  

they form a plan with objectives, outcomes and actions to be implemented. 

Step 8 Pour the plan over the engagement framework base, ensuring that the mixture is 

evenly spread and reaches all sectors of the community. 

Where desirable, garnish may be used to dress the mudcake according to a 

certain theme (dependent upon the Council area or audience). 
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Conclusion 
Wrap Up 
 

Communities expectations of Local Government 
 

At the commencement of the 2013 Emerging Leaders Program, this deceptively simple statement was pitched to the 

participants, seeking some form of response or resolution. 

Six months on it appears we have only scratched the surface of this considerably meaty issue. The only conclusion 

that can be drawn is that any response or resolution to this statement is dependent upon a wide range of factors, 

including the audience to whom it is stated, the geographical and socio-demographic characteristics of the region in 

which it is uttered, context of its utterance, the list continues… 

In the process of constructing this document some key services have been identified as representative of Local 

Government, beyond the stereotypical ‘roads, rates and rubbish’. Service such as sporting clubs, infrastructure and 

community programs have been recognised as iconic deliverables of Local Government organisations across South 

Australia, demonstrating an awareness amongst communities’ of the contributions made by their Councils. 

However, in identifying communities expectations of Local Government organisations, a further question was asked;  

Councils – the heart of our communities? 

It is evident from the services, facilities and programs recalled by the community that Councils operate at the centre 

of and in partnership with communities, but does this necessarily mean they are the heart? 

Throughout this report it has become increasingly apparent that each Council’s interactions with its local community 

members and groups are vital to the success and relevance of its programs. Furthermore, the extent to which a 

Council engages its community members and groups significantly affects the perception of that Council as a valued, 

connected and effective agency. 

Section 6 of the Local Government Act 1999dictates one of the principal roles of Councils is, ‘to act as a 

representative, informed and responsible decision-maker in the interests of its community’. Community engagement is 

critical to successfully performing the role of representative and decision-maker. Through community engagement, 

Local Government can improve the planning and delivery of services, by making them more responsive to the needs 

and aspirations of communities. 

Community engagement is about involving the community in decision-making processes. It is critical to the successful 

development and implementation of policies and procedures and decisions in government, non-government 

organisations, the private sector and the community (Heylen, 2007). 
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Just as a good meal brings people together and breaks down cultural and political barriers, so too can engagement, 

with the right pitch and method of delivery, bring people together to realise shared values and beliefs.  

Engagement processes assist Local Governments in identifying opportunities for the administrative body to work 

closely with communities and stakeholders, to highlight issues and develop a range of possible solutions. In this way, 

Councils connect and interact with their communities members and groups, sporting clubs, political interest circles 

and stakeholders; in the same way that the heart connects with the circulatory system to support a greater structure. 

Therefore, the take-away message is that Local Government, whilst it may be at the centre of its communities in 

terms of the services, facilities and programs it provides, it is only the heart of the community insofar as it is 

connected to its communities. Councils rely on the expectations of their communities to give their actions meaning, 

just as the heart relies on needs of the body and organs to continue providing an essential life force. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Image 14: Glandore Community Centre Volunteers, City of Marion 2011
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