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16 October 2020 
 
Delivered via email: ebagg@asuvictas.com.au 
 
 
Dear Emma,  
 
We write in response to your correspondence dated and received 15 October 2020 at 5:44pm.  
 
Council has provided extensive information to employees and the ASU over a period of weeks in 
relation to proposed Phase 2 organisation design change. We have provided written information to 
our employees about the change, including letters to impacted employees, regularly updated details 
on Council’s intranet including FAQs and dedicated email bulletins. Furthermore, we have conducted 
numerous staff briefings and meetings, hosted ‘drop in’ sessions, met with individuals, and responded 
to questions from staff via a dedicated Change inbox. 
 
Further, we have responded promptly and comprehensively to all requests for additional information 
or clarification from the ASU. 
 
Council has provided a reasonable opportunity for employees and ASU to respond to the proposal and 
provide feedback, including extending the close of the consultation period by one week to 14 October, 
and by agreeing to accept ASU feedback 24 hours post the close of the consultation period. 
 
Council has now considered the feedback and questions included within your letter and provides the 
following information:   
 

 Council notes clause 14.3 of our Enterprise Agreement makes provision for positions of 
employees to be made redundant unless suitable alternative employment with Council is 
available. Council has identified a number of suitable alternative positions, and in doing so, 
has made every effort to identify redeployment opportunities for employees concerned.   
Council does not propose to make any further changes to the redeployment process and 
maintains ‘redeployment’ does not apply to a vacancy at a higher banded role, rather the 
usual recruitment and selection processes would be adopted in the event an individual was 
interested in a vacant higher banded role (not already quarantined for those eligible for 
redeployment at that higher banding level). This is in accordance with our Enterprise 
Agreement obligations as outlined in 14.4 (d) “Employees are encouraged to apply for any 
vacant positions within Council where they believe that they have the required skills. Standard 
Council recruitment procedures will apply”. 

 However, I note that clause 14 of our Enterprise Agreement does not exclude limited tenure 
employees. Leesa Ray is proposed to transfer to Customer Connect, but only until the 
conclusion of her current contractual arrangement. Furthermore, there are no longer any 
proposed changes to her position description, so this is, in effect, only a change in reporting 
line. Stephanie Smith has been proposed as having access to a quarantined redeployment 
opportunity given her current limited tenure position is proposed to be redundant, and was 
not due to conclude until some considerable time into the future (2022).  

 We note there may be some limited tenure employees linked to the secondment of ongoing 
employees who may be impacted if ongoing employees were proposed to re-locate as a result 
of the proposed changes. These individuals would be impacted in that they are linked to the 
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backfill, and would therefore be proposed to move in order to continue this backfill until such 
time the ongoing employee finalised their secondment elsewhere.  

 Council from time to time engages limited tenure positions for reasons such as, for example, 
where positions are associated with limited funding, i.e. project work. This is common practice 
across a number of industries and sectors and widespread in local government and is entirely 
consistent with clause 18.6 of our Enterprise Agreement.  Whenever an employee resigns we 
consider the workforce needs of the future and the requirements of the role moving forward, 
including, whether it should be full or part time, permanent or limited tenure. We maintain 
this is permissible and appropriate.    

 Quarantined redeployment had initially been proposed to occur where there are fewer 
positions available than there are currently, and Council had therefore proposed to limit these 
opportunities to directly impacted employees. In other instances where there is a proposed 
change to EFT, in that the EFT is proposed to move from one part of the organisation to 
another, Council was effectively quarantining these positions for redeployment as we have 
identified direct redeployment opportunities to the same EFT. Please note that we have 
subsequently amended our processes and quarantined redeployment opportunities will now 
be available to any employees impacted by redundancy where they are at the same or lower 
level than the available position.  

 The positions of the 2 affected employees who have since concluded their employment with 
Council will not be placed in the redeployment pool. These were limited tenure positions 
which concluded on 30 September 2020. These people are no longer employed with Council 
and their roles are no longer required. 

 Council is committed to providing employees with opportunities for professional 
development and where limited tenure opportunities arise on a secondment basis, for 
example when positions are available due to parental leave backfill, we encourage all 
interested Council employees to apply for these opportunities. A large number of such 
opportunities have been taken up by permanent employees as secondments. From time to 
time where, for example, there may not be sufficient interest from permanent staff or where 
the duration of the opportunity is short (i.e. a matter of weeks), such opportunities may be 
filled by agency staff or casual employees.   

 Unfortunately Council’s current systems do not produce organisational charts with the level 
of detail requested by the ASU. These charts are therefore maintained separately and require 
significant manual work which could be subject to the occasional error. We acknowledge this 
is not ideal. Council is currently actively investigating more robust ways to produce this 
information however doesn’t consider this matter to be critical or to materially impact on our 
ability to proceed to make sound decisions regarding proposed changes. 

 Council does not consider it a reasonable request to provide employees with a tracked change 
document outlining differences between position descriptions. Council’s position description 
template has recently changed and this fact alone would also make such a task incredibly 
cumbersome and confusing. Where a proposed variation to duties has been made, employees 
have received draft position descriptions for review. The majority of applicable employees 
have taken the time provided feedback in respect to these proposed position descriptions. 
Where reporting line-only changes are proposed we don’t consider it necessary for a tracked 
change document to be provided given only one line is proposed to change.  

 If Council was considering a proposal which would see employees change to another Appendix 
in the Enterprise Agreement, Council commits to maintaining the provisions of the previous 
Appendix for any employees in such a scenario both now and into the future (for example, if 
additional benefits are negotiated in the Planning Appendix in the future that don’t apply 
more broadly). This would be achieved by modifying contracts of employment for the relevant 
individuals.  
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 We acknowledge that the position description for Customer Connect Officers have been 
refreshed, but don’t consider the requirements of the position have materially changed.   

 We don’t consider it appropriate to include information regarding contractual arrangements 
in PDs, rather these should be included in contracts. We have given an undertaking that all 
current contractual arrangements will be honoured if the proposed changes are adopted and 
will include this in letters to relevant employees.  

 Team members will be provided training on different channels with the selection of the 
channels based on their strengths and skills and customer demand. Team members will not 
be expected to work across every channel however they will be provided with training and 
support to work on more than one to ensure they remain engaged.  We do not agree that this 
is a significant change.  

 Council has previously consulted with Customer Service employees regarding contact centre 
KPIs. These are not changed or new. 

 Through the provision of training and coaching it is expected team members will be enabled 
to provide customers with a complete response to their enquiry at their first contact rather 
than transferring to other team members in the organisation. As improvements are made to 
our support systems it is anticipated the proportion of customer enquiries responded to at 
the first enquiry will increase. This is relevant to both phone and written correspondence. 
Team member feedback has indicated a feeling of disempowerment when they are unable to 
fully answer a customer’s question and this approach is in response to that. Measurement will 
be through customer survey with results shared with team members.    We do not agree that 
this will in any way be used as a way for Band 5 work to be completed by Band 4 employees.  

 We disagree that the proposed changes to the IT and Support Service area will have an adverse 
impact on employees. While we acknowledge that the proposal removes one Band 6 position, 
it also proposes to establish an additional Band 8 position. Additionally, while the current 
team is proposed to become two teams, the roles remain as they currently are. The two teams 
will work closely together and Council considers the same opportunities for cross knowledge 
and skilling will continue to occur. It is proposed that the IT and Support Service desk will 
follow industry best practices, in this instance ITIL. ITIL proposes the following processes are 
covered by a service desk - Incident, Problem, Event, Request and Access Management. Today 
the service desk takes a call and if L2 or L3 is required the service desk resource has to engage 
and chase the Application Support or Network Support resources and play the intermediator 
between the technical resource and the end user. Data extracted from the IT Service 
Management Tool shows that calls are taking longer to resolve then is necessary and 
resources are at varying levels when you look at key metrics such as calls raised, calls resolved, 
and time taken to resolve a call and when they log in and out.  By moving the call straight to 
L2 or L3 and allowing those resources to engage with the end user means that incidents and 
problems are resolved faster and a number of hours are saved that can be utilised by the 
service desk resources to execute the additional services and value add activities that we 
would like the service desk to own. With regard to career progression, the old structure had 
two functions in IT; Operations and Projects. The new structure proposes 7 functions that 
allow for a greater opportunity for career progression more broadly across the department. 

 The proposed changes seek to limit the need for customers to be re-directed to several places 
as they currently are. This is one of the key drivers of Council’s proposed transformation. 
Detailed transition planning will occur to ensure the proposed changes do not create any 
additional interaction points, etc. Council therefore rejects the concern that the proposal will 
cause any health and safety risks due to customers being frustrated or angry.  

 A comprehensive scoping and sizing exercise was undertaken to assign effort to duties 
proposed to transfer to the Customer Connect area from all areas including Local Laws 
Support Services Team. We do not agree that this is the majority of their work. Council can 
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confirm there is no plan to further increase the proposed EFT to transfer to the Customer 
Connect area from Laws.  

 School crossing administration is no longer proposed to move into Customer Connect.   

 Council does not agree to build a voluntary redundancy component into this process and 
maintains it is appropriate to propose suitable redeployment opportunities. Council will 
however provide the ability for any impacted employee to put forward any matters they wish 
Council to consider with respect to redeployment, or not, and these will be genuinely 
considered on a case by case basis.  

 Please note we have not responded to specific dot points regarding the Para-Planning team 
as Council is no longer proposing to make a change at this time. I refer you to our 
correspondence of 15 October 2020 regarding this matter.  

 
Library Specific Feedback  
 
With respect to library-specific feedback we have not responded to a number of points as we consider 
them to be obsolete following our correspondence of 15 October 2020.  We respond to other items 
as follows: 

 
We are concerned that Council specific component of the affected library positions revolve principally 
around the desk which they juggled along with the library desk when they were on the floor.  

o We consider the majority of points raised under this dot point to be obsolete  
o Council will not backfill any duties of the Communications Librarian with casuals  

 
We are concerned regarding removal of online media and communications from the library – impacted 
the libraries voice and communications with the community. 

o Online media and communications that promote library services will continue.  
 

We are concerned regarding technology department moving solely to IT … 
o The key services and ownership of technology procurement and major incident support is 

already sitting with Council’s IT department and has been for some time. This is not a 
proposal of Phase 2. With respect to your queries regarding the Technical Librarian and 
Technical Lead we advise that the Library structure will be reviewed as part of phase 3 of 
Councils redesign process and any proposed changes will be consulted on at that time.  
 

We are concerned over the lack of consultation in breach of the EA – if it was true consultation, we 
wouldn’t yet know who was to made redundant or even if redundancies were necessary. 

o Council disagrees with your comment that proposing redundant roles means that the 
consultation process is not genuine (as you therefore wouldn’t know who was to be 
redundant or even if redundancies were necessary). In line with Council’s obligations 
under our Enterprise Agreement Council is required to notify of the effects changes are 
likely to have on employees. Council can’t reasonably do this without sharing proposals 
regarding roles which are proposed to no longer continue.  
 

We are concerned the proposed redundancies from the library will impact the wider staff who will have 
to pick up more operational tasks and manual handling as a result … 

o There is no proposal in Phase 2 to move any library staff member to the Transformation 
and Technology department. 
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We are concerned what Stage 3 is going to mean to staff jobs … 
o This proposal is in respect to phase 2. Again, we advise that the Library structure will be 

reviewed as part of phase 3 of Councils redesign process and any proposed changes will 
be consulted on at that time.  

We are concerned that the goal posts keep changing……. 
We are concerned there is no plan…….. 

o Council doesn’t not agree that goal posts have changed. Council has always been clear 
that phases 2 and 3 have the potential to impact all areas of the organisation.  

o The Library structure is to be reviewed as part of phase 3 of Council’s redesign process 
and any proposed changes will be consulted on at that time.  

We are concerned regarding the pan to make Council responsible for Meeting Rooms…… 
o Responsibility for phone and email requests for meeting room bookings is proposed to 

transfer from library staff. However, library staff will continue to have ‘on site’ 
responsibility for assisting customers with any room requirements including providing 
access and technology support if needed.   There would be from time to time, some 
assistance required by library officers but it is proposed actual bookings will be handled 
in Customer Connect. 

We believe this is a very poorly thought out plan……   
o We don’t agree with your assertion that this is a poorly thought out plan. Further we 

have consulted with library staff about the proposed plan and listened to feedback 
Numerous concerns about working conditions itemised on page 7 

o Council has not proposed any changes to the Library staff working conditions.  
 
In conclusion, Council has carefully considered all feedback already received directly from our staff 
during the consultation period in terms of informing our decision making. Please be assured that we 
have genuinely listened to our people’s feedback and, as such, plan to advise a number of variations 
to the initial changes proposed. The Executive Leadership Team has once again convened this morning 
to contemplate further feedback provided by the ASU late yesterday.  
 
Having done so, and having now provided you with a comprehensive response to your questions and 
concerns, I assume there are no longer any matters regarding the consultation process in dispute. As 
such, we advise that we intend to confirm definite decisions regarding our phase 2 proposal to our 
employees commencing Monday 19 October 2020.  
 
In consideration of the undertakings made to our staff to confirm definite decisions early next week, 
if there is any remaining consultation matter in dispute by the ASU, we require you to lodge an F10 
with Fair Work Australia by COB today outlining the specific nature of the matter in dispute. If this 
does not occur we will conclude the dispute has been resolved. 
 
Yours sincerely,  

 
 
Carolyn Terry 
Executive Manager People, Culture & Development 


