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About the City of Greater Geelong 

• 1,247 km2 of suburban, coastal and country areas

• Population over 252,217 (expected to grow to 

393,216 by 2041)

• 18,000 businesses employing over 160,000

• Strengths in health, education and research, 

advanced manufacturing, defence, ICT, tourism and 

food agriculture

• $7b of trade annually through Geelong Port 



Our Vision 

By 2047, Greater Geelong 

will be internationally 

recognised as a clever and 

creative city-region that is 

forward looking, 

enterprising and adaptive 

and cares for its people 

and environment.

Council’s strategic priorities

Healthy, caring and 

inclusive community 

Sustainable growth 

and environment
Strong local 

economy

High performing Council and Organisation

Customer first  Process second
Our people are 

our greatest 

asset 

We manage the 

City’s money 

wisely 

Organisation Strategy 

Our strategy and vision



Customers are adapting 

to new technologies, and 
expect us to as well

Operating 

in silos

Lack of fairness, 

support and 
respect

Organisational 

barriers to getting 
things done

Unclear 

expectations, lack 
of permission

Overlooking poor 

performance and 
behaviour

Fear of addressing 

issues
Interactions stretch across 

multiple channels and 
people, over days, weeks 

and even months

Instructions and 

processes are often 
unclear or inconsistent

In 2019 our employees gave us 

feedback on what needs to 

improve…

…as did our customers.

Dealing with the City 

can be long and 
painful



Challenges and opportunities - external

Community 

expectations 

around decision-

making and 

service

Social equity and 

our at-risk 

communities

Political reforms 

significantly 

impacting our 

work

Increasing global 

focus on 

sustainability and 

climate change

One of the nation’s 

fastest growing 

regional 

municipalities 

(2.64% annually)



Challenges and opportunities - internal

History, culture 

and organisational 

trust

Gap in technology 

requirements 

created by lack of 

investment

Increasing cost 

pressures

Facing a period of 

significant change

Balancing 

maintenance and 

renewal while 

delivering needed 

new assets

Lack of 

information and 

data in decision-

making



2019

Over 900 

employees shared 

their feedback

Our Customer 

Experience 

research begins

Our cultural aspirations

The tools and resources to 

help us succeed

Redesigning how we work 

together to achieve our goals

“We need to create 

a more supportive 

culture.”

“We need better tools, 

technology and customer 

experience processes.”

“We need to remove the 

everyday barriers to deliver 

outcomes for our 

community.”

Feedback driving everything we do



Our organisational focus

• Make people the centre of our business

• Respect and encourage each other

• Embrace new ideas and better ways to work

• Create a healthy and safe environment for all



How do you align your organisation to 
truly achieve your organisation strategy?





Organisation Design is “the process of shaping and aligning 

all the components of an enterprise toward the achievement 

of an agreed mission.”

Stanford, N., Guide to Organisation Design: Creating high performing and adaptable enterprises (2007). Profile Books, London



Introduction to Organisation Design



100 Years of organisational design



Challenging Trends



Generation Silent Gen Baby Boomer Gen X
Gen Y 

Millennials
Gen Z alphas

Age 70+ 50 – 70 35 – 50 20 – 35 6 – 20

% with a non-
school 

qualification
59.2% 2008 / 66.7% 2018 (20 – 64 years)*

% with a Degree 
or above

10 20 25 31.4*
75* 

(if employed)

Job tenure & 
impact on 

employment
Job for life

3.3 years*
gig economy

Traits
Respect, rules, 

authority
Education and 

hard work
Self reliance & 

autonomy
Optimistic & 

confident
Entitled

*ABS Education and Work, Australia May 2018

Generational expectations are changing



Organisation Design is a holistic process to transform the City …

From here in 2020

To there in 2024

Starting with developing the 

Operating Model

a blueprint to support the strategy

17



18

Organisation Design is 
NOT Boxology



Looking at the whole system

People

Systems / 
Technology

Processes

Organisational 

Culture

Systems 

(Policies and 
Processes)

Individual 

Needs and 
Values

Mission and 

Strategy

Structure

Tasks and 

Individual 
Skills 

External 

Environment

Leadership

Management 

Practices

Work Unit 

Climate

Motivation

Individual and 

Organisational 
Performance

Organisational

Transformational 

Factors

(Long Term 

Levers)

Work Group

Transactional 

Factors

(Operational 

Levers)

Individual

Personal 

Factors

(Short Term 

Levers)The Burke Litwin Organisational Performance and 

Change Model is the model we used to assess the 

City (adapted from Burke, W. W., and Litwin, G. H., 

(1992 p 528)



Target Operating Models: Bain & Company

Vision & 

Strategy

Delivering to our 

customers / 

community

Structure Accountabilities

Decision making Ways of working

Capabilities

people, process, technology

• Implement roadmap

•Deliver capability-
building plan

•Role model and 

reinforce key 
behaviours

• Implement 
performance 

management and 
feedback loops

•Mitigate risks

•Define ambition, 

purpose and values

•Decide where to 

play and how to win

•Determine specific 
strategy elements to 
optimise:

- Business definition
- Sources of growth

- Drivers of value
- Priority customer 

needs

- Critical capabilities
- Key decisions

- Cost / profitability 
targets
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Operating Model

Source: Adapted from Bain & Company

The bridge 

connecting our 

vision and 

strategy to what 

we do



What is a Target Operating Model?

Vision and Strategy

Delivering to our 

customers / 

community

Model 1

Model 2

Delivering to our 

customers / 

communityVision and Strategy

Example: The two bridges look different; however, they both achieve the same goal



What is Future Ways of Working?

1. Design a Target 

Operating Model

2. Detailed planning 

and design

3. Implementation



Phase 1 and 2 key steps

PHASE 3: IMPLEMENTATION
Working with our people to drive 
realisation

▪ Financial & non-financial benefits
▪ Strategic benefits
▪ Process and performance 

improvements
▪ Brand & reputation

Sign Off

Sign Off

©️ People Tactics Pty Ltd

1. Strategy, 

Vision, Values 
& Behaviours

2. Branding, 

USP & 
Services

3. Design 

Principles

4. Organisat’l

Outcomes

6. Operating 

Model

5. Capability 

Requirements

7. Key 

Processes

8. Detailed 

Structure

9. Workforce 

Planning

10. 

Implementation 
Planning

PHASE 1: TARGET OPERATING MODEL

Leadership & employee representative feedback 

gathered to design a proposed Target Operating 

Model

PHASE 2: DETAILED DESIGN & IMPLEMENTATION 

PLANNING 

Broader employee engagement to shape detailed 

design & implementation planning



March 2021 Operating Model

Customers

Residents 

Businesses

Visitors

Employees

Our 

Community

P&C
TCEE; HSW; PSS; OD/SWP; Change & Internal Comms; Policy and 

Workplace Relations; Business Partnering

CEO’s office 

Council

C&CS
Property, Procurement and Assets; Business Improvement; Financial 

Services, DIT; Program Integration and Development; Customer 

Service

State & Federal 
Government

(oversight, 

guidance, 
service funding, 

advocacy)

Areas of duplication (examples)
• Asset and Facility Mgmt. 

Maintenance and Planning

• Customer Service

• PMO Offices

Partners
(Growth)

(e.g., G21;  

Deakin; Tourism 
etc.)

Partners (Service Delivery)
(e.g., Library, Health, Arts etc.)
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Where we are seeking to deliver improvement



Horizon 1 Transforming for the Future

Horizon 2 Adapting to Agility

Horizon 3 Future Proofing

Our three horizons

2021 - 2022

2028+

2023 - 2024

Integrated & 

consistent 

Continuous 

improvement

Digital 

upgrade
Improved 

experience

Clear accountability & 

decision-making

Customer 

focused

Collaboration

Data insights

Agile & cross 

functional 

teams

Org-wide  

accountability

Consistent 

processes

Innovation

Strategic 

enabling 

activities

Workforce 

planning

Digital self-

service
Strategic 

partnerships

Common 

outcomes

Meet 

changing 

community 

needs

Deliver 

outcomes

Agile teams

Mobile digital 

options

Strategic 

partnerships

Improved 

technology

Human 

centered

Continual 

innovation
Problem 

solving

Holistic eco-

system

TOM 2 achieved



Why will it 
work?

• Our entire leadership is united in 

delivering this program

• We’re delivering this work 

internally, not through external 

consultants

• Now we’re working to engage our 

whole organisation behind it



After 1.5 years of 

employee feedback 

and 8 months of 

leadership input

our Target 

Operating 

Model design 

is complete.

This will 

guide us to 

become

the 

organisation 

that will achieve 

our strategy
and improve the 

everyday 

experiences of 

our employees

and 

customers.

We have 

developed 

three horizons

designed to train 

and skill our 

organisation
to become a 

municipality 

that puts our 

customers first

process 

second

treats our 

people like our 

greatest asset

and manages 

the City’s 

money wisely.

Our organisation design story



Questions


