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Introduction 

If you have a passion for learning and change in a human-centred organisation, we have a 
role on our Executive Leadership Team that will excite you. 

We believe: 
That inspired people will deliver inspired performance. 
Inspired people have quality conversations. 
Inspired performance comes from building strong teams. 

Links to related documents 

Annual Financial Statements 2019-2020 
https://www.willoughby.nsw.gov.au/Council/Policies-and-publications/Publications/2019- 
Annual-Financial-Statements-2019-2020 

Annual Report 2018-2019 

https://www.willoughby.nsw.gov.au/Council/Policies-Publications/Publications/2018-Annual- 
Report-2018-2019 

Community Strategic Plan: Our Future Willoughby 2028 

https://www.willoughby.nsw.gov.au/Council/Policies-Publications/Publications/Community- 
Strategic-Plan-Our-Future-Willoughby-2028 

Willoughby City Council Organisational Structure 

https://www.willoughby.nsw.gov.au/Council/Organisational-structure 

Willoughby City Council Profile 

https://www.willoughby.nsw.gov.au/Community/Willoughby-Profile 
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Our Corporate Direction and Values: 

At Willoughby City Council, all employees are to observe and commit to our Corporate Direction 
and Values. 
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Structure 

Total Staff: 412.72 FTE 
Total Operating Budget: $140M 

3 directorates: 

‘PLACE’ Director 
Planning & Infrastructure (Planning; Compliance; Environment; Design & Infrastructure; Works) 

‘COMMUNITY’ Director 
Community, Culture & Leisure (Culture & Leisure; Community Life; Media Marketing & Events 
including community and stakeholder engagement) 

‘CUSTOMER’ Director 
Customer & Corporate (Business Improvement & Customer Experience; Strategic Property; 
Asset Management; Governance, Audit & Risk; Information Services; Financial Services; 
People & Culture) 

Executive Leadership Team 

The ELT structure consists of: 

• Chief Executive Officer
• Customer and Corporate Director
• Community, Culture and Leisure Director
• Planning and Infrastructure Director
• Chief Information Officer
• Chief Financial Officer
• People & Culture Manager
• Executive Manager - MEC (new position)
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Willoughby City Council Organisational Structure 

CHIEF EXECUTIVE OFFICER 

Community Life Finance Strategy Planning 

Culture & Leisure Information Services Environment 

Media, Marketing & Events People & Culture Compliance 

Governance, Risk 
& Corporate Planning Design Services 

Business Performance 
& Systems Works 

Business Improvement 
& Customer Experience 
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Current strategic priorities 

Corporate priorities 

• Deliver the final two stages of our corporate systems replacement project (TechOne)
• Deliver a Resilience Strategy and Action Plan for the City
• Review the long-term financial plan to address COVID-19 impacts
• Strengthen relationships with business and development of an Economic Development

Strategy to complement the existing post COVID-19 Economic Recovery Plan for
businesses and our Community Recovery Plan

• Enhance our recruitment and deploy our Employee Value Proposition
• Customer experience improvements beyond the customer contact centre, including

expanding our customer journey mapping and mystery caller program
• Reboot business planning and project management and the prioritisation of projects and

capital works
• Grow our leadership capabilities through learning, training and the development of a

leadership capability framework; including clear pathways for career development and
promotion

• Ongoing training in quality conversations and building teams.

Upcoming Projects 
• Corporate System Project
• Streetscape Enhancements
• Integrated Transport Strategy
• Gore Hill Indoor Facility
• Customer Service Centre Refurbishment
• COVID-19 Recovery
• Willoughby Leisure Centre Pool Hall Upgrade
• Affordable Housing Strategy
• Employee Value Proposition
• The Concourse Recladding
• Resilience Strategy
• Developing Our People and Teams
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Customer & Corporate Director strategic priorities 

• Corporate Priorities:
o Review ICT strategy including a digital strategy for the City
o Optimise our assets
o Continue to keep pandemic, emergency management and BCP plans current
o Enhance recruitment and finalising EVP / employment branding
o Drive the design and construction of a new customer service centre
o Expand customer experience improvements beyond the customer service contact

centre to high contact staff including planning
o Reboot and embed business planning across all teams
o Drive cultural change programs that embed our corporate directions
o Develop a leadership and capability framework based upon our aspirations

• Completed:
o Gone cashless
o Corporate Directions developed with wide engagement of staff
o Three employee engagement surveys and action plans over the last five years
o Reviewed performance management systems
o Reviewed and rescaled salaries throughout organisation

• In progress/substantially progressed:
o Resident perceptions survey for 2020
o Customer Service improvements through Council contact centre
o Employee benefits framework / reward and recognition
o Employee value proposition – employment branding
o Training based on Lencioni’s model for all teams
o Training in Conversation IQ

• Ongoing:
o Stages 2 and 3 of a three-year rollout of TechOne corporate software platform

(Finance and HR were part of stage 1)
o Review of the long-term financial plan to address COVID-19 impacts
o Mystery caller for customer service team quality assessment
o Business planning for each business unit within the corporate strategic context
o Monthly 3 hour leaders’ workshop and training sessions (ELT + managers + team

leaders and coordinators)
o WHS and COVID safety initiatives
o Employee Assistance Program services
o Mindfulness program

• Commenced:
o Policy review
o Review of asset management policy and processes
o Customer journey mapping
o Capability framework to support learning and development, including leadership
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Position Description C&C Director December 2020 

Role description – Customer & Corporate Director 

Position Description 

Position: Customer & Corporate Director 

Directorate: Customer & Corporate Unit: n/a 

Classification: Senior Officer - 
Contract Hours of work: 35 

Location: 
Administration 
Building, Victor St 
Chatswood 

Special 
Requirements: 

Attendance at out of 
hours meetings as 
required 

Reports to: Chief Executive 
Officer 

Date Created: December 2020 

__________________________________________________________ 

City Profile and Background 

Information on Willoughby City Council is provided in the attached Director Information Pack. 

Key Outcomes for the Role 

1. As a member of the Executive Leadership Team you are expected to be an active participant
in shaping and driving the strategic direction, cultural change and productivity of the
organisation.

2. Act as a role model for organisational behaviours, promote good leadership and corporate
aspirations to ensure we achieve our desired culture and strategic objectives.

3. Ensure the long term sustainability of Council and the local government area.
4. Ensure Council’s long-term financial viability and capability to achieve its strategic

objectives for the community, the City and environment and the organisation.
5. Drive a strong customer centric culture, process improvements and innovation throughout

the organisation.
6. Advise on and drive human-centred practices that realise our cultural aspirations, including

strong teams, learning and development, quality conversations and robust feedback on
performance and behaviours.

7. Position and promote Council as an attractive employer.
8. Realise the potential of technology for communication, connection and transformation

within the Council and the City of Willoughby.
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Position Description C&C Director December 2020 

9. Ensure wise decisions, probity, and streamlined processes for policy, procurement, record
keeping and asset management.

10. Identify and manage risk in Council’s operations and activities to ensure strategic objectives
can be safely and confidently met.

11. Drive excellence in the performance of the Customer & Corporate Directorate.

Position Scope 
 Finance
 Information Services
 People & Culture
 Customer Experience
 Business Improvement
 Governance & Corporate Planning
 Risk
 Internal Audit
 Procurement & Contract Management
 Strategic Asset Management
 Strategic Property
 Any other functions which may arise from restructuring or operational changes/need

Key Accountabilities of the Position 

1. Ensure safety is your first priority.
2. Personally model energy and good self-awareness, ease with complexity and ambiguity, have

deep intelligence networks and actively practise collaboration.
3. Motivate and inspire peers, staff, Councillors and customers. Build strong teams to achieve

agreed aspirations.
4. Effectively advocate to and work with key stakeholders to meet the objectives of Council.
5. Work with the CEO and Executive Leadership Team to advise, shape and drive the strategic

direction, cultural changes and productivity of the organisation.
6. Ensure culture and practices are human-oriented and customer-centric across the organisation

and Directorate.
7. Create a corporate environment that actively promotes and supports innovation and stretches

improvement.
8. Participate in the development of corporate priorities, processes and systems and ensure their

alignment in all business plans.
9. Ensure staff accountability and clarity around role and behaviours in order to meet objectives

and expectations. Promote robust conversations, good performance management and career
development for staff.

10. Develop and recruit staff with the skills and behaviours required to deliver organisational goals.
11. Ensure delivery to the agreed time, quality and budget.
12. Promote community resilience and build social capital to foster social connection and

preparedness for disasters and recovery from them.
13. Follow and ensure compliance with all relevant organisational policies including but not limited

to Code of Conduct, WH&S, Risk, Fraud and Corruption and Records Management.
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Position Description C&C Director December 2020 

Reporting 

This position reports to the Chief Executive Officer. 

 You will have the following direct reports: 

 CFO
 CIO
 People & Culture Manager
 Business Improvement and Customer Experience Manager
 Governance, Risk and Corporate Planning Manager
 Strategic Assets Specialist
 Executive Assistant

  Budget The Operational budget for Customer and Corporate is $45 million and 
the Budget FTE is 94.23 

Qualifications Tertiary qualifications in a relevant field and/or extensive prior 
experience is similar role 

Key characteristics of a Director 

The Director is a senior officer role and has a direct ability to define the future of the city and the 
quality of life for residents.  

The Director must possess the following: 

Self-Belief • Rising to and relishing a range of challenges
• Feeling able to succeed and being prepared to stand up and be

counted
• Showing the confidence to involve others in support of a particular goal
• Taking on very stretching challenges that others may back away from
• Challenging others in positions of power in pursuit of a specific goal
• Challenging the status quo, but always being able to back up your

position with evidence that the action is aimed at achieving service
improvement

Self-Awareness • Understanding the likely implications and impact of your emotions, both
on self and others in a range of situations

• Knowing own strengths and limitations, in providing leadership that
makes a difference to customers and the community

Self-
Management 

• Being tenacious and resilient in the face of difficulty and challenge
• Being able to cope with a complex environment
• Recognising colleague’s anxieties and problems, encouraging them to

find ways of dealing constructively with them
• Absorbing and dealing constructively with criticism
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Position Description C&C Director December 2020 

Drive for 
improvement in 
Public Services 

• Investing sustained effort in making a significant impact on
improvement in the local area and securing positive outcomes for
customers inside and outside the organisation

• Looking to the longer term, seeking to leave a legacy of improved
services with enduring benefits for customers

• Putting own experience and expertise at the disposal of others in the
wider Council context for the greater good

Personal 
Integrity 

• Standing up for what is right in terms of leading and developing
services, even when it is difficult or there may be a personal cost in
doing so

• Acting as a role model for involvement of staff and other customers,
even where this results in challenges to how things are done

• Supporting others who are acting consistently with core values

Strategic 
Planning 

• Identifying the implications and risks of alternative courses of action;
going out to make these work, looking beyond existing organisational
boundaries

• Taking action to improve service delivery, the benefit of which should
be fully realised in the medium term (1 year +)

• Looking to the future to see current opportunities that others may
struggle to see and act on these

• Generating, testing and implementing a range of innovative approaches
to move a situation on, understanding the broader trends in
improvement and service delivery

• Thinking and acting with a long term, futuristic perspective

Intellectual 
Flexibility 

• Understanding that change may have to be radical to achieve
improvement

• Making sense of complex situations and translating them effectively for
staff

• Encouraging others to be innovative, in finding ways of developing
service improvements

• Coming up with new ways of explaining something complex, or seeing
beyond the obvious, so that others are able to understand it

Broad 
Scanning 

• Making it a priority to know about how services are being delivered and
what is the experience of the community on the ground

• Demonstrates systemic ways of keeping informed, or keeping in touch,
through wider networks

• Keeps abreast of national developments in the public sector through
active involvement in national networks

• Identifying when appropriate to commission research to probe particular
local issues

Organisational 
Awareness 

• Understanding the climate and culture in the council and in the wider
environment

• Knowing who the key influencers are – both internally and externally to
the organisation – and how to involve them as required

• Understanding the formal mechanisms and complex relationships that
make up the decision making process of Council

• Identifying the relevant interest groups, networks and groupings, and
using this to understand how to get things done in terms of service
improvements and service delivery
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Position Description C&C Director December 2020 

• Understanding the underlying social, political and historical factors
shaping local and national realities of services, and using this to
understand how to get things done

• Knowing who the key influencers are and how to go about involving
them to shape and deliver change across the public sector

Results Driven • Setting ambitious targets which may exceed the minimum standard
required and taking calculated risks – all with the aim of delivering
added value to the service

• Showing determination to achieve goals over time; resisting any
pressure to be deflected from this attainment

• Preparing to challenge others and addressing poor performance where
this is impacting on effective service delivery

• Taking calculated risks, based on learning and experience, to achieve
longer term service improvements

Leadership • Communicating the vision and describing what the future needs to look
like in terms of social improvements and modernisation

• Encouraging others, especially front line staff, to find new ways of
delivering and developing services and to take the lead in
implementation of change

• Giving people a sense that change is achievable and that their
contribution matters

• Creating momentum and excitement about what needs to be done
• Aligning efforts and sharing leadership to achieve the vision of

integrated service change
• Removing obstacles to the effective working of the team and

encouraging cross boundary working

Accountability • Setting clear targets and standards for performance and behaviours
ensuring the processes are in place to support individuals in achieving
these standards

• Holding others directly accountable for delivering what has been
agreed, both within and outside of the organisation

• Intervening swiftly and consistently when performance is slipping, using
the appropriate processes

• Challenging and confronting conflict, especially where this is impacting
on service delivery and standards and contributes to brokering
agreement

Empowering 
Others 

• Coaching others, challenging and asking questions to help them work
out the answers for themselves

• Providing space for others to be creative and to take risks so that they
can develop their own capabilities and approaches

• Sharing power within the organisation, across networks and develops
constructive relationships with customers and stakeholders which are
focused on their true involvement in, and consultation on, service
decision making

Effective and 
Strategic 
Influencing 

• Getting results by working in partnership, within the Council and with a
wide range of other agencies and customers over whom they have no
formal authority
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Position Description C&C Director December 2020 

• Using complex and multi-layered influencing strategies – ones that will
work for the long term and bring about change in modernising the
service

• Building and using extended networks of influence, understanding that
organisations are changing role and shape

• Striving to ensure that local people, staff and other agencies are
involved in shaping the modernisation agenda

Collaborative 
Working 

• Maintaining positive expectations of other stakeholders, even when
provoked, and striving to create the conditions for successful
partnership working in the long term

• Keeping informed on the current priorities of partners, and responding
appropriately to changes in their status or circumstances

• Ensuring that the strategy for service improvement is developed in a
cohesive and “joined up” manner
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Message from 
the Mayor 

The 2019/20 financial year was off to an 
incredible start, but will always be 
remembered for its conclusion in the midst 
of the COVID-19 pandemic. 

Over 30 council programs, events and 
workshops moved online during the pandemic 
and we offered a $2.3 million business support 
plan, while delivering vital services in waste 
management, supporting vulnerable people 
and keeping our streets clean. It was far 
from business as usual as we saw community 
behaviour change, particularly with higher levels 
of household waste and heavier use of our 
parks, ovals and bushland areas. We built on 
our community safety role by working with local 
businesses that needed assistance to comply 
with COVID-19 public health orders. Particularly 
our rangers and health inspectors had a lot 
more responsibility to support our community. 

You will recall the once-in 100-year storm in 
February 2020, which meant a high demand 
for our staff in clearing away trees and debris, 
but they managed impeccably. The backlog of 
requests was completed in August 2020 

We declared a climate change emergency in 
October 2019 and have re-doubled our efforts 
to reduce council’s energy use and to support 
our community to do the same. Around 3,025 
community members participated in more than 
100 events and workshops as part of the ‘Live 
Well in Willoughby’ program. The program aims 
to encourage living more sustainably. 

We implemented projects for Middle 
Harbour and Lane Cove River catchments. 
This included rehabilitation, revegetation, 
stormwater management and pest, plant 
and animal management. 

Before the pandemic we conducted our 
Community Wellbeing Survey to help 
understand the community’s health and 

wellbeing needs. Quality of life in the local 
area is high, with 92% of residents feeling that 
they have a good to excellent quality of life. 

After engaging extensively with the community, 
we adopted the Local Centres Strategy. The 
planning priorities outlined in the Strategy will 
inform the review of our Local Environmental 
Plan (LEP). The Local Environmental Plan 
determines how and where development can 
occur and we will be working on this in 2021. 

We also engaged with the community on 
planning strategies for affordable housing and 
industrial lands and made further adjustments 
to the CBD strategy in response to feedback. 
Further work on this will be undertaken during 
the LEP review process which will include 
extensive community consultation. 

We hosted the Emerge Festival, Lunar New 
Year, Willoughby Symphony concerts and 
Chatswood Mall Market. These festivals and 
events add to the rich cultural fabric of our City 
and they bring economic benefits. Unfortunately 
due to the impacts of the pandemic Vivid 
Sydney at Chatswood was cancelled in 2020. 

We finalised designs for a new pool hall for 
Willoughby Leisure Centre including a new lap 
pool, sauna and learn-to-swim facility. 

Next year we aim to complete a design for stage 
two of the multisport facility at Gore Hill Park, 
renew Willoughby Oval, update Naremburn Park 
Playground and prepare designs for affordable 
housing at Abbot Road, Artarmon. There’s also 
significant streetscape projects that will support 
local business and brighten our village centres. 

I present to you the annual report on behalf 
of the councillors. 

Gail Giles-Gidney 

Mayor, Willoughby City Council 

ANNUAL REPOR T 2019-2020 
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Chief Executive 
Officer’s report 

It is a privilege to serve our community, 
especially during a crisis. I’m inspired by the 
commitment of staff to the community, 
business and the environment; theirincreased 
flexibility and innovation in continuing service 
to others. We tapped into networks across 
local government and beyond and shared 
information and advice freely. We continued 
services and support to our Councillors and 
community, whether working from home, in the 
office or from the Depot and our other centres. 

Despite the pandemic, we delivered 90% of our 
project and capital works, balanced our budget 
to absorb a $7 million loss in revenue and we’re 
still financially strong. We continued services 
and contact with the most vulnerable in our 
community including linen services, meals on 
wheels and regular phone contact. Patronage 
of our open spaces increased more than 30% 
during COVID-19 so we maintained our sports 
fields, widened bush tracks, turned on oval 
lights to enable more community exercise in 
winter and regularly cleaned playgrounds and 
outdoor exercise equipment. Our Rangers and 
Environmental Health Officers’ roles broadened. 
Essential services such as waste and street 
cleansing continued along with planning. We 
retained our permanent staff redeploying them 
from closed services to areas under pressure 
– a positive and productive experience for all.

Our staff and community positively responded 
to the social distancing and hygiene messages. 
They acknowledged the need to follow Public 
Health Orders. This resulted in the closure of 
some facilities and face to face services but 
helped ensure infection rates in the community 
remained very low. Now, our services have 
re-opened in a COVID safe way. Our key 
learnings included new ways of relaying 
information, conducting meetings, classes and 
consultations on-line and the rapid impact a 
pandemic has upon supply chains of essential 
goods and services. 

Partly in response to health matters, we went 
cashless during COVID-19. Other significant 
innovations included the implementation of 
a new finance system, the launch of a new 
website and the trial of a robotic process 
automation which won a Service Delivery 
Initiative Award at the NSW Local Government 
Excellence Awards. 

My deep thanks and appreciation to all staff, 
our Executive Leadership Team and to my EA for 
your commitment and teamwork. 

Debra Just 

Chief Executive Officer 
Willoughby City Council 

ANNUAL REPOR T 2019-2020 
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35 39 

W I L L O U G H B Y C  I T Y A T A G L A N C E 

Population Median age: 37 years The threelargest 
ancestries are: 

81,189 
with growth to 91,848 by 2036 

English 

Chinese 

18,118 

17,932 

Population Density 

36.19persons per ha

20 million 
shopper visits 

The largest age group is: 

- 
year olds 

$11.51B 
Gross Regional Product 

Australian 

Land area 2 
23km 

Prior to the North West rail line opening Chatswood was the 

5th 
largest CBD

for employment 

6th 
highest

for office space 

7th 
busiest rail station 18,000 

jobs in CBD 

Source: Australia Bureau of Statistics (ABS) compiled and prepared by profile.id 

ANNUAL REPOR T 2019-2020 
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The Application and Selection Process 

Candidate Care 

The Willoughby City Council and Derwent are committed to ensuring that potential applicants and candidates 
are treated respectfully and fairly. Derwent consultants are available to field inquiries and ensure that applicants 
are informed about developments as they become available. Candidates who are shortlisted and complete 
assessments including interviews will be offered a feedback session to discuss their experience and the 
assessment results. 

COVID-19 

We understand there are unique and significant challenges due to the COVID-19. Derwent and Willoughby City 
Council are aware of the requirement to ensure the safety and equity for all applicants and the Willoughby City 
Council team. Any in person meetings will be subject to the current advice from NSW Health. We are happy to 
discuss these in greater detail with potential candidates and ensure that we are protecting the health and safety 
of our candidates. We are also happy to make adjustments to the process that are necessary to ensure inclusion 
and accessibility. 

Applications 

Closing date: Sunday, 10th January 2020. 

Submissions: 

All applications are to be received by Derwent. To apply, please go to www.derwentsearch.com.au and search 
the role title. Your application should include a resume and a cover letter (up to 2 pages) highlighting your 
suitability for the role. 

Information and Inquiries: 

For a copy of the Candidate Information Pack please go to www.derwentsearch.com.au and search the role 
title. For other inquiries contact the Derwent team by email publicsector@derwentsearch.com.au  with your 
questions or requests and we can also arrange a convenient time to speak. 

Derwent will maintain confidentiality with respect to contact by potential applicants. 

Selection process 

Derwent will conduct a review of applications for the Willoughby City Council to consider and select a short list 
to be invited to attend an interview with the section panel on the 4th and 5th of February 2021. 

Candidates may also be required to complete additional assessments such as on-line personality and cognitive 
assessments.  

Reference Checks 

The selection process for final candidates will include at least two verbal references contacted after gaining 
permission from the candidate. Any written references provided will also be checked at the appropriate stage 
and additional referees may be sought to further understand a candidate’s merits for the position. 

Pre-employment verification and background checks  

An offer of employment will be conditional on the following checks being completed to satisfaction: 

• Academic Qualification Check
• Professional Membership Check
• Criminal History Check
• Employment History Check
• Financial Regulatory and Bankruptcy Check.

Thank you for your interest in Willoughby City Council. 
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