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Frankston Overview



Municipality area 131 square kilometres 
with 10 kilometres of beachfront



Population of over 133,000



Covers 9 suburbs



Staff employed – 988



$1.8 billion assets





FAMIS

• System purchased in 2008

• Several implementations failed

• The expectation was that the system will 
address some of the asset management 
practices



New Start

• Process review: common reactive 
maintenance management approach

• Risk based prioritisation of works

• Initial assessment of all reactive works

• Performance standards



Resources

• Executive Sponsor and support
• Project Control Group
• Project Sponsor
• New project team
• Support from IT, Operations Centre, 

Customer Services





System Architecture



Workflow



Key Benefits

•Improved Customer Response

•Operational Efficiencies
•Evidence Based Decision Making

•Better Risk Management



Improved Customer Response

• Improved ability to give customers detailed and accurate 
information. 

• Customer requests are automatically updated with information 
collected in the field real time.  



Previous Process



Benefits and Cost Savings

Benefits: 

•Better customer service: ability to give customer up‐to‐date, 
accurate information about the status of their request.

•More detailed information is available

•Lesser need to put a call through to the Op Centre
•Improved image of the organisation

Cost savings: 

Efficiency Gain Time $
Admin staff costs 7 min per request * 

600 requests p/m (one 
dept) =  70 hours

$2,450 per month



Operational Efficiencies

• Calls logged by customer services appear in FAMIS in less then 
a minute.

• Work Orders are automatically allocated to the correct officer 
for initial assessment.



Previous Process



Cost Savings

Efficiency Gain $
Colour paper with double sided 
printing

$15 per ream
$17 printing cost per 
ream

Cost of Crew
•Camel and 2 Crew
•Small Truck and 2 Crew
•Crew Member
•Supervisor

$240 ph
$100 ph
$35 ph
$45 ph

Admin Time $35 ph



Operational Efficiencies 

Initial assessment 

‐Check of duplicates

‐Allocate staff

‐Describe works

‐OHS requirements

‐Batching works



Operational Efficiencies 



Operational Efficiencies



Operational Efficiencies

Centralised Asset Registers:

• One source of truth
• No more duplication of efforts in collecting, storing 

and maintaining data. 
• More accurate data
• Maintenance history is recorded against assets



Evidence Based Decision Making

• Information that had been previously unavailable is now  
recorded real time in the field.

• System collects maintenance data against the affected   asset.

• Reports are used to monitor compliance with service levels 
and guide workflow improvements.



Reporting



RMP Compliance Report



KPI Reporting



$ Dumped Rubbish 



$ Pothole Repair



Better Risk Management

• Improved transparency and a risk‐based approach improves 
Council’s protection in case of litigation.

• Maintenance response times are prioritised based on public 
safety risk.

• Temporary works are undertaken for Extreme & High risk issues.

• Enhanced OHS in the field

• Ability to monitor and demonstrate the compliance with RMP



Better Risk Management

$ Cost benefit

• Better protection in case of litigation due to solid data and record keeping

• Reduced insurance premiums

• Administrative efficiencies 
No reliance on paper records
Easier to find relevant records (minutes vs days) 



Key Achievements

• Successful adoption of the new system

• Appetite for continued refinement and improvement 

• Recognition of achieved benefits and untapped potential

• Micro analysis of business processes identified and addressed 
gaps, deficiencies, inefficiencies and duplicates

• Best Practice is now compulsory



Lessons Learnt

• Process improvements before system

• Appropriate resourcing

• Executive support and sponsorship 

• Improvement evolution



Questions


