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Audit and Risk Committee
Meeting Agenda, Friday 4 February 2022 at 8.30am

Membership: The Lord Mayor
1 Council Member
4 External Independent Members
2 Proxy Council Members

Quorum: 4
Presiding Member Mr David Powell
Members The Right Honourable the Lord Mayor [Sandy Verschoor]

Ms Paula Davies
Councillor Hyde
Mr John Oliver
Mr Simon Rodger
Proxy Members Councillor Knoll [proxy for the Lord Mayor]
Councillor Couros (Deputy Lord Mayor) [proxy for Councillor Hyde].

1.  Acknowledgement of Country

‘Council acknowledges that we are meeting on traditional Country of the Kaurna people of the Adelaide
Plains and pays respect to Elders past and present. We recognise and respect their cultural heritage, beliefs
and relationship with the land. We acknowledge that they are of continuing importance to the Kaurna people
living today.

And we also extend that respect to other Aboriginal Language Groups and other First Nations who are
present today.’

2. Confirmation of Minutes — 29/10/2021

That the Minutes of the meeting of the Audit and Risk Committee held on 29 October 2021 be taken as read
and be confirmed as an accurate record of proceedings.

3. Presiding Member Reports

4. Presentations
4.1. Planning and Performance [2020/00150] [Page 3]
4.2. 2022 — 2023 Business Plan and Budget [2021/00122] [Page 9]

5. Reports
5.1. AEDA Update and Rundle Mall Program Performance Review [2020/01894] [Page 18]
5.2. 2021-22 End of Year Financial Reporting Process & Proposed Timetable [2021/00122] [Page 62]
5.3. Quarter 2 Finance Report [2021/00122] [Page 92]
5.4. Q2 2021 - 22 Consultants Report [2021/00122] [Page 110]
5.5. 2022 Audit and Risk Committee Meeting Schedule and Work Plan [2019/02483] [Page 114]
5.6. Internal Audit Progress Update [2021/00982] [Page 119]
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6. Emerging Key Risks
7. Independent Member Discussion
8. Other Business
9. Item Seeking Exclusion of the Public
9.1. Exclusion of the Public to Consider [2018/04291] [Page 123]:
For the following items seeking consideration in confidence:

10.1 Activities of the Strategic Risk and Internal Audit Group Meetings [s 90(3) (i)]

10. Confidential Item
10.1. Activities of the Strategic Risk and Internal Audit Group Meetings [2020/01604] [Page 126]

11. Closure
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Planning and Performance

2021 — 2022 Year in Review

January 2021
Feb — March 2021

April 2021

May 2021

June 2021
July 2021
September 2021

October 2021

November 2021

December 2021

Reshaping Structure went live. KPMG Commenced a joint project with CoA to conduct the first stage of the Contestability Program
KMPG worked Collaboratively with CoA to:

* Develop a Preliminary Contestability Assessment Framework (Preliminary Service Assessment Framework) to assess high-priority services
» Conduct a review of the cost of the service, including assessing the overhead costing methodology and cost driver analysis

» Perform a preliminary service assessment for Adelaide Aquatic Centre, Procurement and Contract Management and On - Street Parking

Presentation to Audit Committee by KMPG and City of Adelaide on outcomes from engagement with CoA. Connection was made to the next
phases of Service Delivery Planning and Performance Reporting to progress assessment of our services

Planning for Service Delivery Planning commenced. Cost Driver Analysis for Cost of Service commenced to enhance system reporting capability
and governance over the methodology for Cost of Service.

Approach to Service Delivery Planning and Corporate Reporting including Organisation Scorecard approved by Executive.
Year 1 Strategic Plan update to Council — Baseline measures for Organisation Scorecard presented to Executive.

Service Delivery Planning process commenced, focusing on projects and business activities required to delivery upon endorsed strategies and
plans relevant to the service.

Endorsement to develop an Insights Strategy gained from Executive, to strengthen the organisation’s ability to utilise and integrate community
expectations and research into planning and decision making.

Approach to Planning and Reporting presented to Executive, demonstrating how Service Delivery Planning connects with an improved approach to
reporting and the development of Service and Organisational Performance.

CEO Scorecard presented to the Performance Committee for adoption.

Outcomes of Service Delivery Planning shared through the Council Member portal, to reflect the Draft Business Activities and Projects proposed
usion within the 2022- 2023 Annual Budget.
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Planning and Performance

Organisational Readiness
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Integrating Planning and Performance with Strategy

Service delivery planning is focussed on a rolling 4 year plan, aligning
planned activity with endorsed strategies or plans and incorporating
principles of the Contestability/Service Assessment framework.

Projects identified through the SDP process will be captured, monitored and
reported through the tool currently utilised for new, upgrade and renewal capital
projects. This streamlines and creates a consistent way to capture, prioritise and
report on capital and strategic projects.

/Performance measures reflect progress against identified strategic, organisational and )

\ service outcomes.

/ Performance measures support CoA’s ability to undertake regular and ongoing contestability and
service assessments and build upon organisation knowledge in a proactive and connected

Qnanner. /

Gathering and generating data and insights, is integral to ensuring service delivery
meets the needs of our customers and services are delivered in the most effective
and efficient ways. Data and Insights will drive decision making for service delivery.
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Connecting Planning and Reporting
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Planning Reporting
Framework Framework
Community Demonstrates
deliverables value
Looks like... Looks like...
Strategic Plan Annual Report
Action Plans
Service Delivery Plan with Service Performance
annual BP&B Organisation Scorecard
Aligned Work Plans Quarterly Commercial, Subsidiary,
Asset Management Plans Financial and Capital reporting

CURRENT FOCUS
\_ J
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Planning

February 2022 Draft Service Delivery Plan, including draft priorities and all projects

April 2022 Draft Business Plan and Budget for public consultation

June 2022 Service Delivery Plan finalised, inclusive of adopted Business Plan and Budget

July 2022 Work with the organisation to continue to updates Service Delivery Plans and update work plans

Reporting

Dec - Feb 2022 Trial service performance measures with the Sports and Recreation service, inclusive of strategic and service level measures
February 2022 Review trial and commence build of performance measures across all services

July 2022 Commence implementation of new reporting framework

Ongoing Support the integration and ongoing reporting

Audit and Risk Committee Meeting - Agenda - 4 February 2022
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Enabling
Priorities

2022 - 2023 Business Plan and Budget




2022 - 2023 Business Plan and Budget

Purpose

Session Overview

1. Budget assumptions, providing insights into:
= Rates revenue
= Market assumptions (valuations)
= Other Revenue & Base Service Delivery costs
» LTFP updated assumptions

3. Timeframes and next steps
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2022 - 2023 Business Plan and Budget

OUR JOURNEY SO FAR

Understanding Service Developing a 4 year
our services Directory Service Delivery Plan
that inform: what we will

2020 — 2024 Reshaping of services deliver (based on

Strategic Plan and a focus on financial community expectations

adopted sustainability and and strategic plans), our

transparency annual budget; and how
Strategic the service is performing
Framework SAMP and
LTFP
Building a new vision Councill Updated Preparing
with a new Council areas of Rating Policy for next
focus Strategic
Plan
Old Strategic Strategic Plan
Plan close out Year 1 progress Asset Management Plan engagement
Data and Insights: City Growth Story, City User Profile, Resident and Business Surveys, engagement feedback
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2022 - 2023 Business Plan and Budget

BUDGET ASSUMPTIONS + PARAMETERS

Rates Revenue

= Revenue history — shows revenue derived from — Growth and Valuation (Pricing)

= 2021/22 — Pricing movement is only due to corrections as valuations held

Year General Rates Pricing Movement Growth
($000's) ($000s) ($000’s)

2018 -2019 $101, 066 - - 2.40% $2,368
2019 - 2020 $106,907 5.78% $5,841 4% $3,971 1.58% $1,870
2020 - 2021 $111,898 0.68% $4,991 3% $3,508 1.39% $1,483
2021 - 2022 $114,538 2.87% $2,640 1% $740 1.70% $1,900
2022 - 2023 $117,118 2% $2,577 1% $1,432 1% $1,145
$117,974 3% $3,436 2% $2,291 1% $1,145
$119,120 4% $4,582 3% $3,436 1% $1,145
$120,265 5% $5,727 4% $4,582 1% $1,145
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2022 - 2023 Business Plan and Budget

BUDGET ASSUMPTIONS + PARAMETERS

Market snapshot

Non-Residential: Residential Non-Residential

» Market Data based on 3-4 year averages are skewed due to

COVID impacts Valuation Amend Hold
= Rating assumption will be based on unchanged valuations and RID Hold/Reduce Hold
holding RID Rate Revenue Variable Hold

= Consistent with intention of previous Council decisions

Residential:
» Market Data shows valuations are from 15%-45% undervalued
= Currently seeking confirmation via direct Tenancy Information

requests Recommendation:
= Previous years held valuations and RID
= Valuations legislatively should be updated. »  Uplift residential valuations only to be more

market relevant and match information received

= Seek a confirmation from Council to either grow

Rl rate revenue slightly or hold

Rate

Residential

RID

Revenue

= Result = REDUCTION in RID for residential.
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2022 - 2023 Business Plan and Budget

BUDGET ASSUMPTIONS + PARAMETERS

Valuation and Residential Rate in the Dollar

Hold Reduce
= Hold the Rate in the dollar = Reduce the Rate in the dollar .
= 5% increase to valuations " 5% increase to valuations "
= 5% Revenue uplift = No Revenue uplift -
= Adelaide average rate increase " Adelaide average rate increase "
per week: $1.46 per week: $0

= North Adelaide average rate increase = North Adelaide average rate increase .

per week: $2.14 per week: $0
= Approximately $1.4 million revenue = No revenue uplift -
uplift
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Reduce + CPI

Reduce the Rate in the dollar
5% increase to valuations

CPI Revenue uplift

Adelaide average rate increase
per week: $0.53

North Adelaide average rate increase
per week: $0.77

Approximately $0.5 million revenue
uplift



2022 - 2023 Business Plan and Budget

BUDGET ASSUMPTIONS + PARAMETERS

Other Revenue & Base Service Delivery Assumptions

LTFP Assumptions for 22/23 22/23 updated assumptions
Other Revenue
Statutory Fees 1.5% (CPI ABS forecast) 1.9% (21/22 Dept of Treasury)
Non-commercial Fees and Charges 1.5% (CPI ABS forecast) 1.8% (CPI Deloitte)
Costs
Utilities 1.5% (CPI ABS forecast) 1.8% (CPI Deloitte)
Operating Activities 1.5% (CPI ABS forecast) No Increase
Grants and Sponsorship 1.5% (CPI ABS forecast) 1.8% (CPI Deloitte)
Strategic Projects 1.5% (CPI ABS forecast) No Increase
General Materials 1.5% (CPI ABS forecast) 1.8% (CPI Deloitte) only where required
Salary and Wages EA rates EA rates
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2022 - 2023 Business Plan and Budget

BUDGET ASSUMPTIONS + PARAMETERS

Other Revenue & Base Service Delivery costs

Significant Item Change LTFP Assumptions for 22/23 22/23 updated assumptions

Existing & Additions — No Revaluation

Depreciation Impact Include Revaluation Impact $2-3m
Commercial Operations 90% pre COVID levels Attempt to return to 100% or more
Operating Result $2.2m Surplus

Additional Revenue Streams Nil Advertising

AMP Plans funded 90% Plans funded 90%
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2022 - 2023 Business Plan and Budget

GOVERNANCE + NEXT STEPS

Proposed timeframes

COMMITTTEE
16 NOVEMBER
Strategic

Planning
Budget outline

Council Members: Update
online Portal with Projects
“what’s missing”

SPECIAL
COMMITTEE
7 DECEMBER:
Service based
budget
snapshot
Projects
overview
Prioritisation
framework
Council Member
online portal

COMMITTEE 22
FEBRUARY:
Draft SDP, Draft
priorities and all
projects
(Capital,
Strategic and
Subsidiary)

COMMITTEE 22
MARCH:

Note subsidiary
BP&B, AMP’s
and final
projects.
Overview of
draft budget.

PUBLIC: engage
on Projects

*Committee is The Committee of Council with ARC engagement in
accordance with the workplan.
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COUNCIL19
APRIL:

Draft BP&B for
public
consultation

PUBLIC: engage
on Draft BP&B

COMMITTEE 7
JUNE: results of
engagement

COUNCIL 28
JUNE : adopt
final BP&B
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AEDA Update and Rundle Mall Program  TEMS.1 04/02/2022
- Audit and Risk Committee
Performance Review

Strategic Alignment - Strong Economies Program Contact:
lan Hill, Managing Director,

AEDA 8203 7249

2020/01894 Approving Officer:
Public Clare Mockler, Chief Executive
Officer

EXECUTIVE SUMMARY

The City of Adelaide (CoA) recognised the importance of accelerating economic growth in the city and as part of its
2020-2024 Strategic Plan sought to design and implement a City-Wide Business Model. This led to Council
resolving to expand the objects and purpose and change of name of the Rundle Mall Management Authority
(RMMA) to establish the Adelaide Economic Development Agency (AEDA) as a subsidiary of the CoA. AEDA
formally commenced operating on 18 January 2021. The AEDA Charter states “The Audit Committee of the
Adelaide City Council will act as the Audit Committee of the Agency.” This report includes an update on the
relationship between AEDA and the Audit and Risk Committee.

As part of the establishment of AEDA, the Rundle Mall Program (the Program) was incorporated into the
responsibilities of AEDA with oversight by the new AEDA Board.

In response to the opportunities seen in the Rundle Mall precinct and recognising the challenges faced by business
within the precinct as a result of the COVID-19 pandemic, KPMG was engaged to undertake an independent
review to conduct a robust assessment of the efficiency and effectiveness of the Program. The high level
recommendations to address the gaps and improve the efficiency of the Program have been presented to the
AEDA Board and addressed at a session with to Rundle Mall levy payers.

RECOMMENDATION

THAT THE AUDIT AND RISK COMMITTEE

1. Notes the Rundle Mall Program Performance Review as shown in Attachment A to Item 5.1 on the Agenda
for the meeting of the Audit and Risk Committee held on 4 February 2022.
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IMPLICATIONS AND FINANCIALS

City of Adelaide
2020-2024 Strategic Alignment — Strong Economies
Strategic Plan

Policy Not as a result of this report

Invitation extended to Rundle Mall Levy Payers to attend a stakeholder briefing on the

Consultation outcomes of the review on 17 December 2021

Resource Not as a result of this report
R'SK/ L_egal / Not as a result of this report
Legislative

Opportunities Not as a result of this report

21/22 Budget

Allocation Not as a result of this report

Proposed 22/23

Budget Allocation Not as a result of this report

Life of Project,
Service, Initiative
or (Expectancy of)
Asset

Not as a result of this report

21/22 Budget
Reconsideration Not as a result of this report
(if applicable)

Ongoing Costs
(eg maintenance Not as a result of this report
cost)

Other Funding

Not as a result of this report
Sources

Audit and Risk Committee Meeting - Agenda - 4 February 2022
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DISCUSSION

1. The Adelaide Economic Development Agency (AEDA) is a fully owned subsidiary of Council under Section
42 of the Local Government Act 1999 (SA) (the Act).

2. The AEDA Charter advises the Objects and Purposes, Powers, Functions and Duties of AEDA. In addition,
the Charter also advises responsibilities of AEDA with regard to:

21 Strategic Management Plans

2.2 Annual Business Plan and Budget
23 Reporting

24 Financial Management

25 Audit

2.6 Borrowings and Expenditure.

3. Clause 6.5.5 of the amended Charter states “The Audit Committee of the Adelaide City Council will act as
the Audit Committee of the Agency.”

4. As a subsidiary of Council, all AEDA staff are employees of the City of Adelaide (CoA), and the CoA keeps
the books of account on behalf of AEDA. AEDA therefore follows all policies of the CoA, ensures any
strategic risks identified by the AEDA Board are recorded by the Strategic Risk and Internal Audit Committee
and submits its audited Financial Statements to the Audit and Risk Committee for review and approval.

5. AEDA also provides a formal report to Council on a quarterly basis which outlines the activities and
achievements of the subsidiary for the preceding quarter.

Rundle Mall Program Performance Review

6. In light of the challenging and unprecedented conditions experienced by retailers in the wake of the COVID-
19 pandemic, KPMG were engaged to conduct a performance review of the efficiency and efficacy of the
Rundle Mall Program (the Program).

7. Presented to the AEDA Board at its meeting on 26 October 2021, the report includes:
7.1 Recommendations relating to improving the efficiency and effectiveness of the Program.

7.2 Insights as to what's working well and challenges experienced by the Program’s key stakeholders
based on consultation and survey results from traders and Arcade and Centre Managers.

7.3  Results of the benchmarking review contrasting Rundle Mall against comparable precincts and malls.

8. The AEDA Board sought to ensure the performance review process was transparent by ensuring that
stakeholders were engaged in the process and would be made aware of the outcomes. To enable the
performance review findings and recommendations to be shared with key stakeholders in a timely manner,
the report was circulated out of session to the Audit and Risk Committee for awareness in late November
2021.

9. At the stakeholder information session held on 17 December 2021, attendees were advised of the outcomes
from the performance review and noted the Implementation Plan shown here that has been prepared
addressing the recommendations of the performance review.

10. The recommendations and management actions to address the recommendations will be included within the
CoA Promapp system and regularly monitored and reviewed to ensure actions are delivered. This
monitoring will be included in the regular Internal Audit Progress Update reporting provided to the Audit and
Risk Committee.

11. A copy of the Rundle Mall Program Performance Review is shown in Attachment A.

DATA AND SUPPORTING INFORMATION

Link 1 - Rundle Mall Program Performance Review Implementation Plan

Audit and Risk Committee Meeting - Agenda - 4 February 2022
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ATTACHMENTS

Attachment A — Rundle Mall Program Performance Review

- END OF REPORT -

Audit and Risk Committee Meeting - Agenda - 4 February 2022
Licensed by Copyright Agency. You must not copy this work without permission.



KkbiB

Rundle Mall
Program

Performance Review

ML

{

_
3
L
;z

e
. 9 -Il'::l' =
v Y B {,..J__, '

-

Adelaide Economic Development Agency

October 2021

Audit and Risk Committee Meeting - Agenda - 4 February 2022

Licensed by Copyright Agency. You



23

CO nte ntS 1  Executive Summary

3
2 Background and Strategic Context 10
3  Stakeholder Engagement 13
4 Program and Financial Analysis 19
5 Operating Model Review 26
6 Benchmarking Analysis 33
7 Recommendations 36

Audit and Risk Committee Meeting - Agenda - 4 February 2022

Licensed by Copyright Agency. You must not copy this work without permission.



01

Executive
Summary
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EXECUTIVE SUMMARY

PURPOSE OF THE REVIEW

KPMG has been engaged by the Background and key drivers .

Adelaide Economic Development
Agency to conduct a
performance review of the
efficiency and efficacy of the
Rundle Mall Program

This report details the findings of the
performance review and has provided a
number of recommendations relating to
improving the efficiency and effectiveness

of the Program. %

This report also contains:

* Insights as to what’s working well and
challenges experienced by the Rundle
Mall Program’s key stakeholders based
upon consultation and survey results
from traders and Arcade and Centre

Managers.

Results of our research benchmarking
review contrasting Rundle Mall against
comparable precincts and malls.

The City of Adelaide (CoA) recognised the importance of accelerating economic growth in the City, and as part of its 2020-2024 Strategic Plan
sought to design and implement a City-Wide Business Model. This led to Council resolving to expand the objects and purpose and change of
name of the Rundle Mall Management Authority (RMMA) to establish the Adelaide Economic Development Agency (AEDA) as a subsidiary of
the CoA. The terms of office of the former RMMA Board Members ceased when AEDA formally commenced operating on 18 January

2021. The functions of the Rundle Mall program were incorporated into the responsibilities of AEDA with oversight by the new AEDA Board.

The Board received the Rundle Mall Business Plan and the full AEDA Budget at the Board meeting in June 2021. Given the timing, there was
limited opportunity for the AEDA Board to contribute to the Rundle Mall Business Plan.

In response to the opportunities seen in the Rundle Mall Precinct, and in light of the challenging and unprecedented conditions experienced by
retailers in the wake of COVID-19, the AEDA Board, on advice from the Managing Director, have engaged KPMG to undertake an independent
third party review to conduct a robust assessment of the efficiency and effectiveness of the Rundle Mall Program. This has been done with a
view to support the delivery of better services and outcomes for the Rundle Mall Precinct levy payers, including traders, Arcade and Centre
managers. With a new Board structure and under new leadership, it is recognised that there is a significant opportunity to position Rundle
Mall as a landmark outdoor tourist destination, capitalising on its status as the largest outdoor mall in the Southern Hemisphere and to grow
its reputation as South Australia’s pre-eminent retail shopping precinct.

What did we do?

KPMG was engaged by the AEDA Board and Managing Director to conduct a Performance Audit of the Rundle Mall Program. Our scope has
included assessing the efficiency and effectiveness of the following:

*  The alignment of the Rundle Mall Program and the 2021 Annual Business Plan to AEDA’s management roles and activities.

. The process for communicating the strategy of the Rundle Mall Program and the 2021 Annual Business Plan to AEDA Management and staff,
and the co-ordination of administration activities and operations of AEDA.

. Performing an efficiency analysis of operations leveraging available data. This included a high-level comparative analysis against KPMG’s
Better Practice Operating Model and Governance Model.

*  The adequacy and relevance of reporting to the AEDA Board and Management, as it relates to the Rundle Mall Program.

* Reviewing the means by which the Board provide oversight and evaluate the performance of management functions and activities as it
relates to the Rundle Mall Program.

. Providing a report detailing the results of our analysis, and providing high level recommendations to address gaps and improve the efficiency
and effectiveness of the Rundle Mall Program.

m Risk Committee Méeting - Agenda.* 4 February 2022 i,
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EXECUTIVE SUMMARY

OUR APPROACH AND METHODOLOGY

Our approach in conducting the Performance Audit has involved the following phased approach, which during Phase 2 has included a focus on engagement
with key stakeholders. Leading practice considerations have also played an important role in the development of the recommendations. Below is a summary
of the key activities that have contributed to the development of the findings and recommendations in this report.

’ Key activities of Phase 1

* AKkick-off meeting was held with .

AEDA Leadership to understand the
strategic vision for the Rundle Mall
Program and areas of focus for the
review.

* Desktop review of information

relating to the Rundle Mall Program, C

including the AEDA Charter, Rundle
Mall strategies, business plans and
budgets, expenditure, Board papers,
Annual reports, Council reporting
and relevant data sets.

* Conducted benchmarking analysis
across comparable precincts and
shopping malls within Australia and
globally to understand current
trends, opportunities and differences
in approach and strategy.

elevant KPMG Frameworks utilised

’ Key activities of Phase 2

Consultation with a sample of nine
traders and Arcade/Centre managers
(of approx. 1500 Rundle Mall levy
payers), to understand pain points and
expectations, areas working well, and
opportunities for improvement.

A survey was distributed to gather
guantitative indicators on the
performance of the Rundle Mall
Program and AEDA services.

1 on 1interviews were held with AEDA
Board Members and the City of
Adelaide (CoA) Executive Management
team to understand what is working
well, key pain points and areas for
improvement. The Rundle Mall
Program Manager was also
interviewed to understand the
structure of current operations.

——= =.=-|

KPMG
Operating :
Model Operating
ode
i O 6
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Governance
Framework

} Key activities of Phase 3

* Afinancial analysis was
performed to assess the
efficiency and effectiveness of
the deployment of funds. As
part of this review, particular
focus was placed on the basis of
internal recharges.

* An analysis of the AED’s
governance and operating
model against KPMG better
practice frameworks was
performed to identify
strengths, weaknesses and
opportunities for improvement.

KPMG

} Key activities of Phase 4

Analysis and review of key
findings with AEDA Management
was performed.

Development of the report and
key recommendations were
determined.

Next steps outlined to inform the }
roadmap forward.

Final report with
recommendations



EXECUTIVE SUMMARY

KEY FINDINGS AND OBSERVATIONS

A high level of cleanliness, including the additional cleansing response to COVID-19 was noted by many levy payers.

Some levy payers noted having a really collaborative and great relationship with the Rundle Mall team.

Others commented that they were very happy with the way the Rundle Mall team has been including them in their social media activities.

Many levy payers benefit directly and indirectly from the events and activations, with extra foot traffic throughout the Mall and surrounding areas.
Internally the Rundle Mall team work collaboratively across a wide range of functions and services.

What’s working well?

Strategy and governance Operating model Program and financial delivery Stakeholder engagement Benchmarking analysis

* The composition of the AEDA Board * Rundle Mall personnel are primarily * Financial reporting could be * Levy payers noted that engagement » Stakeholder engagement that
would be strengthened by having focussed on marketing and event enhanced by assessing overall on the development of the Business incorporates regular collaboration
skillsets specific to contemporary services to deliver the Program events category spend across the whole Plan could be improved, and they and transparency is key to the
retail knowledge. calendar. Program (e.g. total consultant or were unaware how previous input Program’s success. Stakeholders

* There are opportunities to improve * The Rundle Mall Program could benefit digital expenditure) rather than on provticles s e Lillee. shiod[dibsiconsideredlinievenyifacey
Board reporting to include more from greater strategic planning an individual events basis. * Levy payers felt further clarity is of the Program'’s development and
detailed insight into retail trends and expertise to drive the strategic long » Areview of CoA recharges to needed over the Program expenditure re.gulia.r progress updates
opportunities for growth. term Program plan. assess the appropriateness of fees and prioritisation, and how the levy prioritised.

« More insightful strategic planning for = The current foot-traffic information has not been performed for a payment is distri.bt.Jt.ed across the * Curation plans should be utilised
the Rundle Mall Program is required, shared with external stakeholders number of years. Asaresult, there Program and activities. throughout strategic and business
noting greater input from external could be enhanced to provide more isan opportur?ity to analyse the * Several levy payers and internal pIanning. The Qurati.on Pla"" should
key stakeholders and the need to insightful data to assist businesses to costs and service levels of the stakeholders viewed paid and easily strategically align with business
strengthen the linkage to other City make better informed decisions. activities provided by the CoAto accessible parking as a key issue for objectives to assist a coordinated

the Rundle Mall Precinct to align i approach to tenancy placement and
areas * Thereis a need to better utilise key with stakeholder needs. : SIS BEE an'd t~he nged for aEtFi)vation spaces foZ tphe Precinct.

» A well coordinated curation approach data for effective decision making and grea.ter consumer insights into the
would be beneficial to drive greater reporting, particularly in relation to * The Rundle Mall Business Plan was barriers that need to be addressed. * The business and marketing plans
activation of the Precinct. competitors, consumers, spend, obse'rved as consistent with  Otherissues raised by levy payers must be custorner'—ceptric and

. The Rundle Mall Business Plan would demographics and visitation. previous years. included: ensure the objective is seeking to

) } . improve customer experience
benefit from articulation and * There is a risk of duplication and * Aneed to collect and formally witphin the Precinct P
inclusion of clear and insightful key synergies being missed as a result of distribute relevant data to levy . '
performance indicators (KPIs), AEDA and the CoA having their own payers * Board credentials that expand
measures and targets. Marketing and Events functions. expertise within retail, data

* Alackof security presence. analytics, and food and beverage

are valuable in providing key
strategic direction.

m Risk Committee Méeting'-/Adenda - 4 February 2022 i
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EXECUTIVE SUMMARY

SUMMARY OF KEY RECOMMENDATIONS

The recommendations driven by this review, supplemented with our experience of better practice, will positively contribute to the Rundle Mall Program.
Delivery of prioritised initiatives should be underpinned by AEDA setting a clear vision for the Rundle Mall Precinct in the context of the City’s economic growth,
and capitalising on the strengths of having Australia’s largest open air shopping mall.

s

Customer experience
improvement

* Apply a more transparent and inclusive .
approach to levy payer engagement and
communications.

* Undertake a full customer experience review
to understand the end-customer journey, .
pain points and opportunities to improve the
customer experience of people who visit the
Precinct across all facets.

* Provide stakeholders with relevant and more .
insightful data to help them to make better
informed decisions about their business.

* Further investigate sustainable car parking
and concierge service incentives with .
providers to encourage greater visitation.

m Risk Committee Meeting - Agenda - 4 February 2022

Strategy and Business

Plan improvement

Adapt a strategic curation approach to
Precinct design and tenancy placement, to
improve activation and economic activity
throughout the Mall.

Undertake extensive stakeholder
engagement and research to review and
determine the future Rundle Mall Precinct
Strategy and Roadmap.

Consider establishing a performance
measurement framework and restructuring
measures to align with desired ROl and
strategic outcomes.

Provide greater transparency by including
the KPI targets in the Business Plan and
Annual Report.

Realign the Rundle Mall Program and budget
to provide better clarity on how funds are
allocated to activities in the Plan.

gahis

Governance
improvement

Review the current mix of expertise on the
Board and consider appointment of a new
member with proven and extensive retail
experience.

Increase Board awareness of the Rundle
Mall Program and oversight of key activities.

Provide greater oversight of budget
management and decisions regarding
material changes to budgets and planned
activities.

Consider additional reporting avenues to
supplement AEDA Board reporting, such as
Executive Management reporting channels
that provide the detailed analysis on
Program delivery progress, expenditure,
outcomes, and risk management.

Licensed by Copyright Agency. You must not copy this work without permission.

Ways of working

Appoint a visionary Rundle Mall leader who can
drive a clear strategic approach for the Precinct
and be the key voice for levy payers, key
stakeholders and customers.

Undertake a service review of the Rundle Mall
function including skills and capabilities and any
changes required to drive the function going
forward.

In collaboration with the CoA, consider efficiency
opportunities to centralise some of the activities
performed by different teams involved in the
marketing and event planning and management
processes across the CoA and AEDA.

Review and revise outsourced service provider
arrangements to ensure service levels and outputs
meet AEDA and levy payers expectations.



EXECUTIVE SUMMARY

STRATEGIC INITIATIVES

The key recommendations have been categorised for ease of reference into strategic and operational initiatives. The table below outlines three key strategic
initiatives proposed for priority planning, development and implementation consideration.

Ref Strategic Initiative Description
To transform and drive the Precinct in order to increase activation and economic benefits, the development of a successful long
term strategy should consider:
e Extensive stakeholder engagement with levy payers and other key City stakeholders.

¢ Research into how best to position the Rundle Mall Precinct with a winning value proposition that clearly differentiates it from
competitors and will attract people to stay, enjoy, and spend, including prominent Food and Beverage options.

S1 Develop a Rundle Mall Precinct Strategy and Roadmap. * Afull customer experience review to really understand the end-to-end customer journey and the different personas who
utilise the Precinct, their needs, pain points, and opportunities for improvement across all facets.

e Astrategic curation approach to Precinct design and tenancy placement.

* Acoordinated approach with key stakeholders to sustainable car parking and transport options (a recognised major deterrent
to Precinct visitation).

* Incentives to encourage longer visitation and spend, such as concierge services.

It is recommended that the Rundle Mall Program take a fresh view and overhaul the current measures, with reference to good
practice and the following considerations:

Establish a performance measurement framework and * Focus on the services, investments and key drivers that impact stakeholders and the Rundle Mall levy payers.

. restructure the Rundle Mall Business Plan (and future * Develop an updated set of measures and a supporting performance reporting framework.
strategy) measures to align with desired ROl and strategic * These measures should be aligned to the Rundle Mall Strategy and key desired strategic initiatives.
SIS, * |dentify and establish mechanisms to capture the right data to measure performance against defined targets.
* Provide data analytics and supporting reporting for timely, accurate and relevant information on an ongoing basis, to facilitate
decision-making and drive business actions and insightful decision making.
The review of the AEDA Rundle Mall function should include the following considerations:
» Establishment of an agreed service review framework and approach up-front.
S3 Undertake a service review of the AEDA Rundle Mall function. * Theroles, capabilities, and experience required to drive and deliver the Rundle Mall Program and services.

* Opportunities to utilise the broader AEDA team and centralise some marketing activities performed by AEDA and the CoA.

* Service model options that consider factors such as experience, capability, internal capacity and budget.

m Risk Committee Méeting'-/Adenda - 4 February 2022 Jase
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EXECUTIVE SUMMARY

OPERATIONAL INITIATIVES

To supplement the strategic initiatives, the review also identified 11 operational initiatives — requiring lower effort to implement — for consideration by AEDA.

Ref

Operational Initiative

Proposed Approach

Initiate more formalised and regular meetings with a wider group of levy payers.

01 Apply a more inclusive approach to stakeholder engagement and communications. Include more opportunities for levy payers to contribute to the planning of events and activations in the
Precinct.
o Provide levy payers with relevant and more insightful data to help them to make Share more detailed level data and insights and in written form with levy payers.
better informed decisions about their business. Seek advice from levy payers as to the types of data they are interested in and source.
Include associated KPI targets in the 2021/22 Rundle Mall Business Plan quarterly progress reports
03 Provide KPI targets in the Business Plan and Annual Report. provided to the AEDA Board and key stakeholders.
Include associated KPI targets in the next published 2022/23 Rundle Mall Business Plan and Budget.
04 Ensure the Rundle Mall Program and budget provide clarity on how funds are Provide a financial view that clearly shows the budget and expenditure associated with the key Business
allocated to activities in the Plan. Plan activities and outcomes.
05 Review the current mix of expertise on the Board and consider appointment of a new Progress the appointment of an additional Board member with extensive retail experience to help drive
member with proven and extensive contemporary retail experience. and support the Rundle Mall Program.
06 Increase Board awareness of the Rundle Mall Program and oversight of key activities. Include a detailed summary of key Program progress and performance in the AEDA Board reports.
07 Provide greater oversight of budget management, in particular the internal controls Implement processes to ensure appropriate approvals and oversight by the AEDA Managing Director and
and decisions regarding changes and movements between budget lines. Board of Program expenditure.
. o . . Introduce Executive Management reporting channels that provide regular detailed analysis on Program
08 Consider additional reporting avenues to supplement AEDA Board reporting. . .g P g . P & Y 8
delivery progress, expenditure, outcomes, and risk management.
. ! ) 4 P ith filling the Rundle Mall M ith ho h tional
Appoint a Rundle Mall Manager as the key driver and voice of the Precinct for levy rogress .Wl ) "ing e. 'un e Ma anage'r vaca'ncy W ? persgn Who a.s excepilona .
09 communication, negotiation, and collaboration skills, combined with extensive retail and commercial
payers, key stakeholders and customers. . .
business experience.
010 Provide greater clarity of roles and responsibilities across the AEDA functions and Pursue greater integration of the Rundle Mall Program so that levy payers benefit from the full gamut of
how resources can be leveraged more effectively via AEDA. AEDA resources and expertise.
011 Review and revise outsourced service provider arrangements to ensure service levels Review current contracts/arrangements with service providers and address any service level gaps (such as

and outputs meet AEDA, levy payer, and customer expectations.

security) as part of any renewal.
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Background and
Strategic Context

The purpose of this section is to
provide further context for the need

to review the Rundle Mall Program.
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BACKGROUND & CONTEXT

MISSION AND VISION

The vision of the Rundle Mall Plan is to be renowned as Adelaide’s vibrant beating heart and premier shopping destination that connects people to new
retail, property and place experiences.

The AEDA Board sets the strategic direction for delivering a range of initiatives to improve
economic outcomes and a growth agenda for the CoA.

(7]

King William Street

e : . . o RUNDLE MALL BUSINESS PLAN
AEDA’s mission is to accelerate economic growth in the city by attracting investment and \rd H H

supporting businesses, growing the visitor economy, supporting residential growth, growing

an annual events calendar and marketing the city as a whole. AEDA’s key functions include KEY FOCUS AREAS
Rundle Mall, Visitor Experience, Marketing, and Business Investment.

Up until the formation of AEDA, the Rundle Mall Management Authority (RMMA) was b ~

responsible for developing, managing and delivering the Rundle Mall Strategy and annual b Staphers Puce . INFORMATION — be the Hub
Business Plan and Budget. of Precinct information.
The Rundle Mall Business Plan encompasses the Rundle Mall Precinct which is bound by North i |
Terrace, King William Street, Grenfell Street and Pulteney Street. The Precinct hosts 16 ] - . VISITOR EXPERIENCE —
arcades and centres, more than 700 retailers, and also includes a mix of hospitality, . - H support an easy and
commercial, educational, and residential offerings. % g enjoyable customer
The Rundle Mall Precinct also forms the Rundle Mall Levy Area, with funds being raised 2 % experience.
through a separate rate on rateable land declared by the CoA. These funds are provided to * == g :
AEDA and must be expended by the Agency in accordance with the annual Rundle Mall ADVOCACY - influence
Business Plan and Budget. Chares st projects for Precinct growth
The area which is covered by the Rundle Mall Program is shown to the adjacent. Fy H and minimise negative
The Rundle Mall Budget operates to a net zero position, with income generated by a levy Impacts.
paid by Precinct businesses along with pop-up activation and sponsorship income. For the Toin Sirast .
current 2021/22 financial year, levy income was $3.84 million. Expenditure for the Program is \— N - BRAND - pos'tlon. Rundlé
in line with the strategic priorities of the Rundle Mall Business Plan, with the budget ~ N 3 Mall as the premier retail
approved by the AEDA Board. e 1 destination in South
Australia.
Pulteney Street
I I | [
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11

Licensed by Copyright Agency. You must not copy this work without permission.



BACKGROUND & CONTEXT

MACRO CONTEXT AND SECTOR CHALLENGES

Retail sector challenges and macro economic challenges

CURRENT CHALLENGES
=p COVID-19 impacts and uncertainty including a
2020 was a turbulent time for retailers in Australia. COVID-19 rapidly accelerated digital disruption and while some retailers produced reduction in foot traffic with less tourists and
record financial results as they pivoted their business to online and took advantage of a wave of Government measures to support students, more flexible working arrangements,

businesses through the pandemic, others struggled through some of the harshest trading conditions since WW2. and people shopping local

2021 has further created new challenges and opportunities for retailers as Government initiatives have been unwound and key
customer behaviours developed during COVID-19 have become a permanent feature of the market. -—yp Vacancy rates rising, with retail market share

For many shopping centres and precincts, it is noted that significant amounts of rental assistance has been provided. This includes a further diverting consumers to online

total of $1.6 billion in rental assistance and private sector commitment to helping small business across Australia. Through the

disruption a number of emerging trends have occurred, including: -—p City traders and consumers cite car parking as
a major deterrent to visit the CBD due to cost

* Business models and partnerships including a pivot for a number of retailers to leveraging and creating online shopping platforms and inconvenience

» Declining margins and productivity with limited ability to influence key levers to reduce the cost of doing business

* Afocus on purpose and brand reputation with customers expecting more from brands, including a focus on sustainability and higher

purpose KEY CONSIDERATIONS for AEDA

* Customer power including the ability for customer’s to hunt for value through online shopping, and expectations for a more highly How can we differentiate Rundle Mall to incentivise

personalised customer experience to be provided. and attract people to stay, enjoy, and spend?

Recent statistics from Australia Post — Inside Australian Online Shopping have noted key drivers for shopping online include being i i
quicker and more convenient (49%), access to a greater range of products (44%) and access to bigger discounts (39%, and an increase What programs and services will add the most
of 8% from 2020). value in the short and long term, to activate the

. . . . " Rundle Mall Precinct and boost the economy?
All of these factors have created a very challenging environment for Rundle Mall Precinct businesses, and critically a need to focus and

ensure that the customer experience in the Precinct is vibrant, inviting and accessible. i Ll .
P g Now more than ever, it is critical that AEDA invest

Rundle Mall Program funds in activities and
services that bring people back to the Precinct,
and ensure that Rundle Mall is recognised for a
high end, unique shopping experience.
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Stakeholder
Engagement

The purpose of this section is to
provide insight into the findings of
the levy payer and internal
consultation and the opportunities

for improvement.
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STAKEHOLDER ENGAGEMENT

OUR APPROACH

We undertook a consultative approach by conducting in-depth interviews with internal and external stakeholders and a levy payer survey to understand the
current challenges, opportunities, and aspirations for the Rundle Mall Precinct.

3 STEP APPROACH

Activity

Outcomes

INTERNAL
INTERWVIEWS

Conducted interviews with key executive

and Board Members from the AEDA and the

CoA, to understand the strategic planning
process for the Rundle Mall Precinct.
Feedback was also sought as to the
effectiveness of the Rundle Mall Program’s
governance and operating model.

v’ Alignment of the Rundle Mall Program
and strategic planning process
highlighted

v’ Observations captured as to the
effectiveness of the strategic planning
process, governance structure and
operating model

v’ Key pain points understood

m Risk Committee Méeting - Agenda.* 4 February 2022 Jase
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EXTERMNAL
INTERVIEWS

Conducted interviews with levy payer
representatives and organisations.
Feedback was sought as to their respective
views on the Rundle Mall Business Plan,
and whether the Program aligns with their
needs and key pain points. Input was also
received on the experience of service
provided by the Rundle Mall team.

v’ Opinions and differences were noted
between the qualitative observations
obtained across the two key levy payer
groups

v Opportunities for improvement of the
implementation of the strategic
imperatives were identified

SURVEY

Conducted a survey with levy payers to
gather quantitative indicators on the
performance of the Rundle Mall Program
and AEDA services.

v’ Survey insights developed and key
observations captured

v’ Positive points of implementation were
highlighted

v’ Key challenges surrounding the
operation and performance of the
Program were identified

14



STAKEHOLDER ENGAGEMENT

“VOICE OF THE LEVY PAYER” REPRESENTATIVE STATEMENTS

What'’s working well? What’s not working well?

“The Rundle Mall team did a brilliant job
managing the COVID situation to ensure the
environment was safe for people and to
encourage spend”

“I asked why cleaning and security costs are so high and how
these figures are derived but no answer as yet — this needs
to be more transparent”

“A $4m levy is not going to save
the Mall, it needs a much larger
investment to make a difference”

“Activations and events benefit
different levy payers, but as long as
people pass your door then you also
benefit”

-
y W “A curation strategy is lacking to get the “| don’t get to
“I have a really collaborative and right types of businesses in the mall area to
s . ) “ attend the Rundle
great relationship with the Rundle I’'m happy with the way Rundle Mall social Al fuhndamclentz?I ensure best activation and mix” Mall management
Mall team” media has been including us in their activities” issue | hear a lot is . forums and

I restrictions around
¢ parking and costs of
| parking when you can

presentations as
they are on when

(" “The only input | had to the annual event

“We feel lucky to go somewhere else calendar was after its development at the I’'m working”
“We are open to working 5 hEm WE A { for free” L presenf\;gg;glzn:unryle Mall
collaboratlvelly/:\{:ct? ﬁ‘IF:’DA —we can’t “There is extra in thg c.lty aE? are
et it fail! : f oing o
cleaning after big g "Need to leverage key
moments"

events which is good”

“Verbal data provided by Rundle

Mall management (on visitation
numbers) has been erratic and not
correlating to what we are seeing”

“Businesses are in big
trouble and the rent

“Car parking is a

“The Mall is definitely
clean —if something is
broken it gets fixed”

is unsustainable”

major issue”

“I thought the extra seating areas
in the Mall were good during
COVID to get people to the mall”

“The measures in the
Business Plan are
useless”

“More unique brands are needed in the
Mall, that are only present in Adelaide”
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STAKEHOLDER ENGAGEMENT

LEVY PAYER SURVEY

Quantitative data was also gathered to supplement the findings. Nine levy payers completed the survey and were asked to respond to seven questions
that aimed to gauge levy payer experience, using a rating scale of 1 (not at all) to 5 (very satisfied).

Survey Results Survey Insights

How well do AEDA services . Key themes from the survey results Q e

meet your needs? ) ‘ . o
y * Provide me with transparency of Program services and activities.

Progress updates are

o . * Empower me with the right information at the right time. inconsistent and
How satisfied are you with . . ' . | Thev look
the customer service and o * Help provide my customers with a great Precinct experience. ngerlir/ab-ut s?;/ ilo. |
responsiveness provided? *  Work with me so that together we can focus on the right things. would prefer they look
dull but say a lot.
How satisfied are you that
AEDA meets your .
expectations? Key insights
. . ‘ » Respondents results varied depending on their relationship to AEDA. This included Arcade and
How effective do you find the ) ) ) ) . .
. Centre managers reflecting a more negative view, with an average rating of 2.5 across the entire
updates in terms of frequency . ) : o L )
Program. Contrarily, traders had a 3.4 average rating, highlighting a more positive experience.
and format?
* Of the Arcade and Centre manager responses to the survey, the effectiveness in the frequency and
How would you rate the format of updates provided by the Rundle Mall team rated the highest with an average of 3.3.
effectiveness of events in the . Traders rated satisfaction with the service levels and responsiveness the highest, with a 3.6 average
annual calendar? rating.
» Effectiveness of operational services (i.e. cleansing and security) was the lowest rated result for the
HOW. would you ra.te t_he Arcade and Centre managers at a 1.8 average rating. Stakeholder consultation further noted that a
effe.ctlvem.ess of activations . majority of the Arcades and Centres have their own facilities management, marketing and events.
(including pop-ups)? These stakeholders also expressed frustration for the requirement to pay for additional services
How would you rate the that are not sufficient in facilitating their operational requirements.
effectiveness of operational . Ny " It was noted that survey results may be impacted based on the level of understanding of the specific
services (eg. cleansing, levy fee allocation and what services this levy covers.
security)?
Legend | ‘ Average rating - Traders Average rating — Arcade & Centre managers
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STAKEHOLDER ENGAGEMENT

LEVY PAYER THEMES

Our research uncovered four key themes that relate to opportunities for improving the future experience for the Rundle Mall Precinct.

-o—

—0
—0—

Theme

Provide me with transparency
of Program services and
activities

Concerns were raised on the level of
transparency surrounding the Program’s
expenditure and how spending has been
prioritised.

“I have no idea what the budget is spent on or the
campaign costs”

— Levy payer representative statement

This includes levy payers not being clear
on how the levy payment is being
distributed across the Rundle Mall
Program, and prior year’s expenditure
successes and failures not provided, or if
the Program is spending money on the
right things.

Supporting insights

“I asked why cleaning and security costs are so high
and how these figures are derived but no answer as
yet — this needs to be more transparent.”

— Levy payer representative statement

m Risk Committee Meeting - Agenda - 4 February 2022

Empower me with the right
information at the right time

A lack of relevant data is captured and
formally supplied to the levy payers.

“The measures in the Business Plan are useless.”

— Levy payer representative statement

Information was advised as being

verbally shared and too high-level for
traders to find relevant and useful for
supporting their business operations.

“The quarterly highlights reports are a waste of
time and money, the data lacks context and is too
high level to be useful.”

— Levy payer representative statement

ganis:

Help provide my customers with a
great Precinct experience

Issues were raised regarding limited
security presence and responsiveness
levels.

“..I called Security but they said they were too busy
and to call the Police.”

— Levy payer representative statement

Multiple stakeholders viewed paid and
accessible parking as a strong
barrier/issue for their customers.

“The fundamental issue | hear a lot is restrictions
around parking and costs of parking, when you can
go somewhere else for free.”

— Levy payer representative statement

Licensed by Copyright Agency. You must not copy this work without permission.
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Work with me so that together we can
focus on the right things

Engagement on the development of the
Business Plan was noted as being limited.
Specifically, informal verbal discussions and
an annual retailer survey are conducted to
inform the future year’s Business Plan, with
stakeholders unaware of how their input
has been utilised.

“It would be nice to have a follow up email or
communication to let me know my feedback has
been received and how they intent to use it.”

— Levy payer representative statement

It was noted that consultation is conducted
via information sessions once the Plan has
already been established.

“The only input | had to the annual event calendar
was after its development at the presentation by
Rundle Mall management.”

— Levy payer representative statement
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STAKEHOLDER ENGAGEMENT

INTERNAL STAKEHOLDER INSIGHTS

The AEDA Board and the CoA executives cite Board expertise, curation strategy, car parking, and customer experience as being key challenges.

Curation strategy and tenancy placement [@

A well considered and strategic curation approach is not in place
for the Precinct. The lack of curation is further highlighted when
comparing the Precinct to other successful areas of the city like
Adelaide’s East End and the Burnside Village.

Improvement opportunity
A formal gap analysis should be undertaken to explore curatorial
opportunities and best practice strategies.

Customer experience of Precinct @

Stakeholders felt the Precinct is lacking activation and amenities
which create great experiences and entice customers to stay
longer, including more prominent and high end food and
beverage options in the Mall.

Improvement opportunity
Further research and pilot projects should be utilised to clearly
articulate the customer journey and the current pain points they

Car parking and transport strategy

Car parking was noted by internal stakeholders as a major issue
when engaging with external stakeholders. Issues noted include
parking rates and the customer’s desire for reduced parking
costs. The CoA currently offers varied parking promotions on
select UPark locations, however these promotions are not
aligned or are associated to the Program, and do not include
externally owned Precinct car parks such as Wilson, Rundle Place
Secure Parking or the Myer Centre. Stakeholders also noted this

experience to determine opportunities for improvements. to be a major pain point for people to experience Rundle Mall.

Improvement opportunity

Consideration for a coordinated car park strategy should
encompass both the CoA and privately owned carparks for
maximised benefit. The strategy should incorporate consumer
insights into barriers to address to deliver effective solutions.

“Why go to the Mall? The mall needs to find it’s own niche
and experience. What is the value proposition?”

“People don’t come to Adelaide to shop, they come to
experience what South Australia has offer, the surrounding

) landscape, wine and festival culture”
— Stakeholder representative statement

— Stakeholder representative statement

Composition of Board and skills Composition of Rundle Mall team

Noted in consultations was the need for greater expertise in retail,
fashion (including luxury fashion) and tourism within the current
credentials of the AEDA Board, specifically with the view to drive the
future development and operations of the Rundle Mall Precinct.

Views from Senior internal leadership noted the Rundle Mall team lack
program management capability, as the majority of their experience is
within marketing and events expertise. Further noted was the need for
skills and experience in strategic planning and specific expertise in Precinct
operations.

Internal stakeholders also expressed the need for a visionary leader who
can drive a clear strategic approach, while keeping the Rundle Mall team

SR G S U s and AEDA activities well aligned and efficient, engaged and motivated.

— Stakeholder representative statement
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04

Program and
Financial Analysis

This section analyses the Rundle
Mall Program delivery, budget and

expenditure.
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FINANCIAL OVERVIEW OF THE PROGRAM

PROGRAM FINANCIAL ANALYSIS

Analysis was conducted into the Rundle Mall Program Budget across the previous two (2) financial years. The below analysis (Graph 1 and Graph 2) compare the
Rundle Mall Program budget, levy and revenue against the actuals achieved by the program for both FY19/20 and FY20/21.

Graph 1 - Rundle Mall Program Budget and Actuals Comparison for FY19/20 The Rundle Mall Program budget is comprised of the levy payment from external

Bdg. Expenditure
Act. Expenditure

Bdg. Rate Income
Act. Rate Income

Bdg. User Charges
Act. User Charges

Bdg. Grants & Subs
Act. Grants & Subs

Bdg. Other Revenue
Act. Other Revenue

349,950
272,717

0
962,456

195,000

424,543

Precinct stakeholders and the expected revenue generated by concessions,
418,555 sponsorship and other means for the financial year. The Business Plan should have
4570497 a strong focus on the $3.8m of levy funds given concession revenue is externally

generated and variable. The budget is separated out into Administration, and
3,852,605 Marketing and Event expenditure.

4

2,888,271 Key observations
The majority of the budget for both fiscal years has been allocated to Marketing
and Events as shown below:

* Over 60% for FY19/21

* Over 50% for FY20/21.

* Both financial years overspent the budget, including:
* FY19/20 overspent by 3%
* FY20/21 overspent by 2%.

Graph 2 - Rundle Mall Program Budget and Actuals Comparison for FY20/21 *  For FY20/21, the total administration spend was observed as exceeding budget

Bdg. Expenditure
Act. Expenditure

Bdg. Rate Income
Act. Rate Income

Bdg. User Charges
Act. User Charges

Bdg. Grants & Subs
Act. Grants & Subs

Bdg. Other Revenue
Act. Other Revenue
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297,000
361,020
0
0
0
4,323

by $90,927. This primarily related to an increase in security, PP&E and user
4,270,971 charges. It is noted however, that these increases were offset by a reduction in

(o) R 9
4,342,636 FTE costs of 2%. Refer to following page for further detail.

e Onlyin FY19/20 did the Program receive grants and subsidiary income.

3,787,605
§
FY19/20 Budget FY20/21 Budget

Administration Marketing & Events Administration Marketing & Events

$1.83m $2.74m $2.03m $2.3m
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PROGRAM FINANCIAL ANALYSIS

ADMINISTRATION COSTS BREAKDOWN

The Program’s Administration expenditure was captured across FY19/20 and FY20/21. The below analysis (Graph 3) and findings highlight key insights into
how the Administration budget was spent across both years, and how they compare.

Graph 3 - Administration Expenditure Analysis Administration costs for the Program are made up primarily of FTE cost associated
with the Program, security, property infrastructure and equipment (PP&E), and
FY19/20 FY20/21 CoA/AEDA regcharges YV PrORETY P ( !
Total Administration Expenditure :
$1.83m $2.03m _
$1.200,000.00 Key observations
* Avyear on year overall increase of 11% from FY19/20 to FY20/21 was noted,
$1,050,000.00 relating primarily to security, recharges and PP&E costs.
e For FY20/21, the Rundle Mall team had total of 9.2 FTE, with salaries
$900,000.00 amounting to $803,570. We understand that the Digital Coordinator role (1
FTE) was not budgeted and is currently undertaken by a contractor (please see
$750,000.00 page 28 for further FTE details).
$600,000.00 e Other FTE related costs for FY20/21 included:
mFY19/20 » Contractors $97,335
$450,000.00 mFY20/21 * Superannuation $79,214
* Long Service Leave $24,268
$300,000.00 *  Workers Compensation $22,420.
$150,000.00 * The 12% rise in security expenditure for FY20/21 is in line with an overall
increase in crime noted within the Precinct which has occurred during COVID-
$- 19.

People Security PP&E Recharges *  PP&E cost of $314,297 has remained relatively consistent with only a $13,130

increase in FY20/21. Critical costs in FY20/21 include, depreciation P&E
$107,990, depreciation $94,367 and hiring of premise costs $79,200.

Break down of key costs per category * Other costs are comprised of 19 items that relate to administrative activities

including travel expenses $5,470 (FY19/20) and cleaning $9,215 (FY20/21). Also
included within this other costs category are the Program’s Board Sitting Fees
which equate to 64% of the total expenditure with $35,507 paid to members in
FY20/21.

Over 50% of direct Administration costs are attributed to FTE salaries.

$108k was spent on Depreciation P&E during FY20/21.
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PROGRAM FINANCIAL ANALYSIS

RECHARGES ANALYSIS

The Rundle Mall Program is recharged costs by both AEDA and the CoA. The below analysis (Graph 4) identifies key recharges and which areas are most
affected.

Graph 4 - Program Recharge Analysis

FY19/20 FY20/21 The Rundle Mall Program recharges are raised as either an internal labour charge or
Total Recharge expenditure 221k 253k an internal hire plant (equipment) charge, with internal labour charges raised by
$ $ both the CoA and AEDA. The need for greater transparency of the recharges was a

key theme resulting from stakeholder interviews.

$250,000.00 The internal hire charges raised by the CoA include services for cleansing,
maintenance and horticulture for the Precinct. Currently, the CoA calculate these
$200,000.00 recharges based on the previous year with an annual 2% increase.
Key observations
$150,000.00 mFY19/20 ’ ) . . .
FY20/21 » Theinternal labour charge of cleansing has remained consistent at $89,496
FY19/20 W FY20/21 across both years.
$100,000.00
e Between FY19/20 and FY20/21 an overall increase in recharges, mostly to
internal labour charges, of $31,292 (14%) has occurred.
$50,000.00
* This increase has been predominantly attributed to the AEDA recharge
g _ amount of $38,256, primarily relating to digital, event and marketing

o B [o)
Internal Labour Charge Internal Hire Plant Charge services, and the decrease of CoA finance charges by 19%.

* Currently a service level review process is not in place to ensure the Internal
recharges are appropriate, or to clearly outline the services to be delivered.
Specifically, it was advised that the last review for CoA recharges was undertaken
in 2013.

Break down of internal recharges for FY20/21:

* Cleansing  $105,670 + AEDA $38,257 Cleansing
42%

* Maintenance $36611 °* Finance $36,406

Horticulture

* Horticulture  $35,820
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PROGRAM FINANCIAL ANALYSIS

MARKETING AND EVENT EXPENDITURE ANALYSIS

As part of our review, the costs of relevant expenditure items by cost category was reviewed on a consolidated basis across the Program for FY20/21.

Table 1 - Marketing & Event Expenditure Analysis

FY19/20 FY20/21 Our review noted the following key observations related to key costing categories:

$277m $237m » Marketing services - 69% of the total spend in this category related to a $15k per month
retainer for the Simple Integrated Marketing Agency. Other key cost items included an
S80k spend for a Quantium subscription (annual) and a subsequent Boxing Day report.

Key observations

Total Marketing & Event Expenditure

Expenditure Broken Down by key
Categories for FY20/21

Costs per Key Category Explained for

FY20/21 * Public Relations - 86% of the total costs in this category was spent on the Public Relations

N . ¢ 633519 Consultants attributes to 1.4% of total spend and Agency Communikate on corporate services, awards submissions, media monitoring and
ecorations . :

are not formally reported within the overall Event

research projects.

Equipment & Staging Hire S 320,732 spend. For FY20/21, $34,350 was spent on Canny * For FY20/21, approximately $130k was spent on externally outsourced Marketing and
Insights Data Reporting in FY20/21. Activities Public Relations services of data monitoring, reporting and research for the Rundle Mall
Marketing Services S 260,000 include: Program.
Banners & Signage $ 207,052 v D Tl Repeiing * Prizes and giveaways — Approximately $60k was spent on the Spend & Win promotions
+ COVID-19 Traffic Reporting (across three throughout the winter and other COVID-19 recovery events. However, levy payer
Media Placement S 205,455 quarters) consultation noted the lack of sales increase that this promotion provided, and that traders
* Monthly and Quarterly Report received no relevant reporting on the Spend & Win promotion outcomes.
Sponsorshi 125,000 . ) ) . )
. 2 2 * Quantum Data Reporting (across four Our review further noted that the Marketing and Event budget is formally reported to Senior
Public Relations $ 124353 quarters) Leadership and the Board on an event basis only. As a result, a holistic view of expenditure
* Traffic project work with Kepler. across over-arching items such as research and consultant expenditure is not currently
Prizes & Giveaways $ 102,538 provided. This may result in missed opportunities to identify key trends and insights on
Digital attributes 3.5% of total spend. However, Program expenditure which may help to direct future budget priorities and initiatives.
Contractors (excl Temp) S 102,112 only $36,507 was formally reported under Digital
Engagement within the total Event spend for Improvement opportunities
Digital > 82,301 IFY;O/Zl. Act|V|t(|jesS|ncIudeGSouaItl\/Ied|adAgs.and * Provide levy payers with more transparency surrounding expenditure on Marketing and
8 : nriuencer Spend, SUrgEYS{gierators and rrizes. Events, and more comprehensive reporting on events that includes results, measures and
Media Production $ 69315 Key costs per event include: : P POrtng ’

lessons learned.

* COVID-19 Recovery $20,369 ) ) ) o )
34,350 * Provide greater financial transparency through aligning the Rundle Mall Business Plan

Consultants S -
Christmas 39,455, activities and budget lines, to provide clarity on how funds are allocated in the Plan.
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PROGRAM FINANCIAL ANALYSIS

PROGRAM PERFORMANCE

While KPIs are stated within the Rundle Mall Business Plan, they lack specific outcome based measures or targets which ultimately make them redundant.
KPIs are essential for effective decision-making and noted below are key KPI insights for consideration.

Rundle Mall Program performance

The 2019/20 Rundle Mall Annual Report stated that 34 of the 36 activities in the 2019/20 Business Plan
were delivered successfully, with implementation of a digital wayfinding solution noted as not completed,
and additional funding for the Rundle Mall Masterplan not secured. Measures were provided against
some outcomes, however no targets were included for reference.

Delivery of activities outlined in the 2020/21 Business Plan were further impacted by COVID-19, with
some key events such as Vogue cancelled and replaced with activation initiatives such as art installations,
pop-up seating, and signage in the Mall. The final results for the 2020/21 Business Plan were not
available to inform this review, however the last progress update provided at the RMMA Board
December 2020 meeting, indicated that delivery was mainly on track with issues still causing a delay in
delivering a digital wayfinding solution. A KPI Tracker highlighting actual performance against measures
as at end September (Q1) was also provided at this Board meeting. There is an opportunity to include
further Rundle Mall Business Plan progress and KPI updates in future AEDA Board reporting.

Multiple levy payers interviewed during our consultation commented that the current performance
measures within the Rundle Mall Business Plan do not measure the right things, and are not effective in
providing insight into how the Program delivers the outcomes required.

For any organisation, effective performance management is essential to business. Through both formal
and informal processes, it helps to ensure alignment of employees, investment and resources to meet
the organisation’s strategic objectives. There are a number of frameworks that can be used by
organisations to identify appropriate performance measures that drive organisational performance, such
as a performance mechanism.

In the development of a performance mechanism, program inputs are linked with activities, outputs and
outcomes. It is critical that performance measures are then identified at the output and outcome level,
as opposed to the input and activity level. In identifying these measures, there are certain compromises
about the effectiveness of the measure in shifting behaviours and performance that should be
considered.

Decisions which are based on insufficient and unreliable measures hinder the ability to drive effective
decision-making and investment of scarce resources.
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Why measure performance?

Creates a longer term focus
on tackling strategic issues

Drives focus at both a Board
and Executive level about
the future direction of the
organisation

Provides purpose beyond
vision statements and
fiscal responsibility

Supports planning and
prioritisation of future
activities

Enables the organisation’s
narrative to be translated
into tangible outcomes
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@ Creates and enables a
\j continuous, evidence- based

improvement process

(@) Provides visibility on how

investment is creating change
and driving growth

Creates accountability for
service delivery through
measurable outcomes

Supports cross divisional
collaboration, effective
relationships and better ways
of working

Provides transparency on
service delivery outcomes, not
just policy and new
expenditure
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PERFORMANCE FRAMEWORK

PROGRAM FINANCIAL ANALYSIS

Rundle Mall Program measures

From our review of the performance measures
contained within the Rundle Mall Precinct
Business Plan & Budget 2021/22, it was observed
that a number of the current measures are
focused on the achievement of activities,
examples include “creating a 12-month event and
activation plan and calendar, driving income from
sponsorships, and working with SA Police to
support a safe Precinct”.

As a result, the current performance framework is
focused on achievement of activities rather than
the outcomes obtained from these activities and
the overall allocation of funds by the Program.

Improvement opportunities

Overall, it is recommended that the Rundle Mall
Program take a fresh view and overhaul the
current measures, with reference to good practice
and the following considerations:

* Focus on the services, investments and key
drivers that impact stakeholders and the
Rundle Mall levy payers.

¢ Develop an updated set of measures and a
supporting performance reporting framework.

* These measures should be aligned to the
Rundle Mall key desired strategic initiatives.

* Develop reporting which provides for timely,
accurate and relevant information on an
ongoing basis to facilitate decision-making and
drive business actions and insightful decision
making.
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ACTIVITY
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INPUTS

Performance mechanism

What are our goals for the Rundle Mall
Precinct?

What difference are we making?

Na)

Characteristics of a good measure

Characteristic Description

Simple Clear and easy to understand
Measurable Must be a direct measure of performance
Should be a basis for action — not just information; they
Relevant . - :
should enable informed decision making
Obtainable and Should leverage available data and should not require
controllable 'heavy lifting' to obtain the data
Timely Data should be available on a real-time or near-time basis
Define a limited, manageable number of core KPIs that
Targeted measure high priority aspects of the process or service; not
data for data’s sake
Should complement, not replace, other sources of insight
Complementary )
such as user feedback or voice of customer surveys
. Keep KPIs under review to ensure they continue to provide
Evolving o
relevant insight

ganis
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Performance measures, or Key Performance
Indicators (KPIs) are used to track the impact of an
activity.

The performance mechanism forms the basis for
identifying and selecting the right performance
measures.

Ultimately, organisations must make a choice on a
subset of measures to track to understand the impact
of their activities.

Good measures Bad measures

NUMBER OF COMPLETED
INITIATIVES

FTE PER S OF INVESTMENT

MONEY SPENTON A

VALUE OF ANNUAL SALES PARTICULAR EVENT

NUMBER OF ACTIVATIONS
PROVIDED

VALUE OF ANNUAL TURNOVER

If economic growth is the desired outcome of a particular initiative,
outputs known to positively effect this growth should be measured —
e.g. outputs such as employment and/or revenue.

Measures relating to inputs, processes and administration are
generally not useful (e.g. number of activations or money spent on
an event) as they do not provide an insight into whether the initiative
is effective in achieving its desired outcome.
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Operating Model
Review

This section of the report presents the
internal operations and experiences

within AEDA and the Rundle Mall

function.
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OUR APPROACH

OPERATING MODEL REVIEW

We used KPMG’s Governance Principles and Operating Model Framework to challenge and guide our review and recommendations.

Underpinning our approach for the organisational review is KPMG’s Six Design Layers, ensuring that a holistic operating model assessment is considered from all aspects: governance,
service delivery, people, processes, data and technology. This operating model describes ways of working — it is “how” the function will implement its strategy and customer

experi

ence objectives to deliver on its business model.

Governance framework principles

Leadership, Board Dynamics and Reporting

The structure at the Board level and skill sets of the Directors should be clear and optimised

to generate an appropriate culture and provide long term sustainable success for the
organisation.

Corporate Culture

“The culture of an entity can be described as the ‘shared values and norms that shape
behaviours and mindsets” within the entity. It has been described as ‘what people do when
no-one is watching’... [with it] evident that culture can drive or discourage misconduct.”
(CBA Prudential Inquiry, Final Report, 81)

Risk and Compliance

Adequate and effective risk management, internal controls and assurance systems that
cover financial, operational, compliance and information technology risks should be
established.

Strategy and Performance

Transparent mechanisms should be established to encourage the right set of behaviours
to deliver outcomes and drive a continuous improvement performance culture. To achieve
this, a company should have a clear and defined vision, with defined performance metrics,
and a formal and transparent process for remuneration aligned to performance.

Stakeholder Engagement
Protecting, communicating and engaging with stakeholders and shareholders is key to
creating long term value and ensuring the business is operated in a sustainable manner.
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Operating Model six design layers

X
Goveﬁance &
Strategy

The approach to align the
organisation’s governance,
risk and compliance
processes to its strategy

=

Process

The processes and
interdependencies of the
organisation by which all

work of the functioning
enterprise is carried out

D

Service delivery

The locations and means by
which services are delivered,
ranging from decentralised
to centralised functions, and
in-sourced vs. outsourced

«J

Technology

The technology required
by the organisation to
support the execution of
processes and manage
information/data

e 0
'ﬂ‘
People

The organisational structure,
reporting and accountability,
leadership, capabilities, skills,
culture and performance
expectations for people and
organisational units

4

Information
and Data
The data, analytics and
reporting required by the
organisation to support the
execution of processes and
to inform business decisions
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GOVERNANCE

OPERATING MODEL REVIEW

The governance of the Rundle Mall Program has been reviewed against KPMG’s Governance Framework Principles.

AEDA current state

Leadership, Board dynamics and reporting

AEDA’s Board is comprised of experienced members who have a variety
of specialised expertise in the business sector, strategy, residential,
commercial and retail property development and investment, financial
advisory, government, brand and activation. As acknowledged by AEDA
Board Members and CoA Executives, the Board would also be enhanced
by including someone with contemporary retail expertise to provide
direction for the Rundle Mall Program.

The previous RMMA Board reporting delivered updates on progress of
the Rundle Mall Program. With the city-wide business model remit of
AEDA, there is proportionately less content in the Board reporting
dedicated to the Rundle Mall Program, with a focus on financials more so
than events, marketing, and activation performance.

Corporate culture

Through our discussions with Rundle Mall Management, there was
sentiment that the culture of AEDA across functions is not yet fully
integrated.

The Rundle Mall function had a high level of freedom in regards to
budget management and decision making.

Risk and compliance

Board reporting includes minutes from previous meetings, and
standard agenda items for Actions, Items for Decision/Endorsement,
and Financials.

It was noted that the previous monthly RMMA Board reports also
included a Strategic Risk Register that utilised the CoA risk governance
framework. This framework is currently being reviewed to ensure
alignment with CoA’s strategic risk and internal audit processes.
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Strategy and performance

There is no current Rundle Mall Precinct Strategy in place, and a
lack of insightful strategic planning with minimal input to inform the
‘voice of customer’ needs and expectations. The last significant
consumer research activity was undertaken in 2018 and focussed
on Rundle Mall ‘brand” and ‘reputation’ rather than curation or
activation.

A well coordinated curation approach to Precinct design and
tenancy placement would be beneficial. This is a key success factor
as indicated in the benchmarking analysis we conducted.

The Rundle Mall Business Plan was observed as being largely rolled
forward from the previous year, and insightful KPIs, measures and
targets that are aligned to Program outcomes and return on
investment are not evident in the Plan or Board reporting. Once
KPIs have been established these should be reported at each Board
meeting.

Stakeholder engagement

It was observed during levy payer interviews that the engagement
and communications with levy payers varies quite significantly and is
generally informal and unstructured in nature. Some stakeholders
are visited on a regular basis and others are not.

It was also noted that the information updates were too high level
to be useful, and often the Arcade and Centre managers had
conflicting Precinct insights and data than AEDA. For commercial
reasons this is not shared by the Arcade and Centre managers to
form a holistic picture.

Many levy payers were not aware of the transition from RMMA to
AEDA and what the changes mean.
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Improvement opportunities

Setting a Rundle Mall Precinct Strategy with specific goals,
actions, and targets.

Additional AEDA Board representation to include
someone with extensive contemporary retail
management expertise.

Increase Board oversight of the Program, including key
activities, budget management, in particular the internal
controls and decisions regarding material changes to
budgets and planned initiatives.

Continue to further mature risk and compliance reporting
provided to the Board, to monitor risk and compliance
across all AEDA functions, including Rundle Mall.

Consider supplementing AEDA Board reporting, such as
Executive Management reporting channels that provide
the detailed analysis on Program delivery progress,
expenditure, outcomes, and risk management.

Further clarify the AEDA functions, roles, responsibilities
and how the teams should work together and provide
greater integration and leveraging of AEDA resources.
Undertake extensive research and stakeholder
engagement to inform the future Rundle Mall Precinct
strategic direction and roadmap.

Adapt a strategic curation approach to Precinct design
and tenancy placement.

Establish a performance measurement framework and
restructuring measures to align with desired ROl and
strategic outcomes.

Provide greater transparency by including the KPI targets
in the Business Plan and Annual Report.
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SERVICE DELIVERY

OPERATING MODEL REVIEW

The type and levels of key services provided by the Rundle Mall Program to levy payers and end customers, and key insights are provided below.

Key services

Rundle Mall Program services comprise of operational and event management services,
some of which are outsourced to third party providers.

Operational services

The Rundle Mall team has a dedicated Operations & Activations Coordinator who provides
oversight of day to day operational activities including any capital works, risk and safety
assessments for events and activations, logistics support, as well as outsourced activities.

The CoA organise the cleansing, maintenance, horticulture, financial and security functions
of the Precinct. Currently, SLAs or agreement are not in place for the cleansing, maintenance
and horticulture services provided to the Program.

Wilson Security is contracted by the CoA to provide security functions to the Precinct.
Coverage is provided seven days per week, however guard allocation varies per day and
shift. Stakeholder consultation noted that the current coverage and response times provided
by security are insufficient, with most opting to hire additional security or use SAPOL. It was
also noted that response times have not been specified within the security contract.

AEDA services provided to the Program include administrative support, finance and
marketing resources, with a percentage of function costs cross-charged.

Marketing, Event and Activation services

The Rundle Mall team coordinate and deliver key events and activations throughout the
Precinct and the associated marketing and promotional activities to support them.

Event Agencies, three contracted event agencies Faume Creative, Big Fish Events and Keito
Events provide activation and campaign services to the Program.

Marketing Agencies, Simple Integrated Marketing support the ongoing marketing and
promotion strategies, brand development, website and social media execution.
Communikate are engaged for press releases and event and campaign strategies, and
Wavemaker for media strategy and social media campaigns for the Precinct.

Consultant services provided to the Program include Canny Consulting and Quantium, that
provide data and trend monitoring. Reporting is also provided to the Program including
traffic and other ad-hoc statistical information.
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Key customers

Customers of the Rundle Mall Program are provided

with retail, events, activations, and business support,

and span across various cohorts including:

Levy payers
Arcade and Centre managers
Property owners and managers

Government and semi-Government organisations
and departments.

Customers of the Precinct extends to:

City workers
Local and international students
Local Adelaide and regional SA residents

Interstate and international visitors, leisure and
business related.

External Stakeholder insights to Services

Security is not adequate in terms of coverage
and response times

Cleansing is satisfactory, however there are
occasions when it occurs during business
hours

We would like to see more frequent but
smaller scale events

Communication and engagement with staff
relative to services, is satisfactory.
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Improvement opportunities

* Review key customer facing operational
services including security, safety and
cleaning, with a view to increase service levels
throughout Rundle Mall.

* Establish SLA agreements with the CoA to
clearly determine the level of service and
costing required for the Program in regards to
cleansing, maintenance and horticulture.

* Review services provided by AEDA to
determine efficiency of services provided and
opportunities for cost reduction.

* Review external Consultant and Marketing
services to determine any overlap of activities
and where internal resources could be better
utilised.
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PEOPLE AND PROCESS

OPERATING MODEL REVIEW

The AEDA Rundle Mall function provides management, administration, and business support to enable the delivery of programs and services for the

Rundle Mall Precinct.
People

The Rundle Mall team is managed by the AEDA Managing Director, who
is part of the CoA Executive team and reports to the Council CEO.

The Rundle Mall team comprises of:

* Dedicated management roles including the Rundle Mall General
Manager, and Retail and Events Manager (Managers) (2 FTE). As of
August 2021, the Retail and Events Manager has been acting in the
role of the General Manager as this position is currently vacant.

* Coordinators of specific, administration-intensive processes for
Retail and Events, Brand and Activations, Operations and Activations
(Coordinators) (4 FTE and two 0.8 FTE). In addition, a Digital
Coordinator equates to 1 FTE but is not included within the budget.

* Activation support activities (Assistants)(1 FTE).

Other roles such as AEDA executive support also provide administrative
and support activities and tasks for the function where required. A
percentage of the AEDA Marketing function resource is also allocated to
support the Rundle Mall function.

The Rundle Mall function credentials

N “//f\.\

{= Marketing ¢

Destination Marketing Events

The AEDA Board credentials

:SE Hospitality, Tourism and Events LT‘J‘ AnisEndiCUlelive
Invc.estmen-t Attraction and fgﬂ Financial Services
Major Projects JI=>
= Retail and Property Investment ~ LIIli Local Government
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Key Activities

The Rundle Mall team support delivery of the Rundle Mall
Program and operate separately to the other AEDA functions at
present.

It was noted that with the establishment of AEDA there are
further opportunities to utilise the resources across the AEDA
teams to deliver the Rundle Mall Program.

Rundle Mall function = key activities

*  Strategy development and management

*  Activation management and administration

0 Leasing management and administration

*  Creation of Annual Business Plan and Budget

*  Partnerships and sponsorships management

»  Stakeholder liaison and communications

o Financial management and procurement activities
*  Events calendar and major events management
*  Marketing and promotion activities (incl. digital)
*  Brand development

4 Market research and customer insight analysis

*  Operational processes and activities

*  Agencies and contractor management

0 Report preparation and presentation

o Policies, processes and systems administration

*  Governance and Board support
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Improvement opportunities

Undertake a review of the Rundle Mall function
including skills and capabilities required to drive
the function going forward, including how AEDA
resources can be utilised to deliver the Rundle
Mall Program.

Provide greater clarity of roles and responsibilities
across the AEDA functions and determine how
resources can be leveraged more effectively
across the teams.

Pursue the appointment of the vacant Rundle
Mall General Manager role, with a person who
has exceptional communication, negotiation and
collaboration skills, and extensive retail and
commercial business experience, and will develop
a single point of contact function to support the
integration with AEDA and CoA services.

AEDA in collaboration with the CoA, consider
efficiency opportunities to centralise some of the
activities performed by different teams involved in
the marketing and event planning and
management processes across the CoA and AEDA.
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INFORMATION AND TECHNOLOGY

OPERATING MODEL REVIEW

The technology (systems) used by the Rundle Mall function and the data and reporting currently provided to internal and external stakeholders is

summarised below.

Technology

Core systems

Rundle Mall function personnel identified 15+ systemsthat
are utilised to undertake day to day operations. The
majority are hosted and managed by the CoA, including
TechnologyOne Financials; Content Manager (records);
Office 365 Microsoft Office Suite, Sharepoint Intranet site
for internal forms, policies etc., Flexitime (timesheets), ICRS
to manage reporting and decisions for Council and
Committee meetings, and the CRM.

Subscriptions

The team also subscribe to a variety of cloud based
specialist software and tools required primarily to support
marketing activities, including Mailchimp for EDM, Sked for
social media scheduling, QR Code Studio for creation of QR
codes, Storrito for Instagram Story Scheduling, Craft (CMS)
for Rundle Mall website management, Bitly for shortcut
URLs, Adobe software suite for graphic design, and
Bluebeam mapping tool for events.

It was noted during the stakeholder interview with the
acting Rundle Mall Manager that the level of service and
support of current technology used by the team was seen
as satisfactory, with no major issues reported.

People movement technology

The Kepler Analytics people movement technology rolled
out across the city by the CoA utilises mobile phone
detection to count and track people in various locations
including the Rundle Mall Precinct. Analytics and reporting
of this data is provided to AEDA by Canny Consulting.
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Information (data & reporting)

Data and analysis

Some data capture and reporting is provided to internal and external
stakeholders. It was noted however that the quarterly published Rundle
Mall Highlights report, is not distributed to all levy payers and contains
high level statistics and general trend information.

Collation of data is primarily outsourced, with market research provided
by Quantium, and data analysis and Program reporting undertaken on the
Rundle Mall function’s behalf by Canny Consulting.

A KPI Tracker (Excel) has been used by the team to manually record the
Business Plan performance measures, monthly targets and actuals,
however the latest version provided to KPMG only included data up to
the end of Q1 2020/21 (September 2020) so it is unclear if it is still being
maintained.

Financial program reporting is performed on an event basis only, and as a
result does not provide an overall view of category spend (e.g. total
consultant or digital expenditure) across the Program.

Levy payer viewpoint

Several levy payers interviewed commented that the information and
data shared by the Rundle Mall team is not adequate to support effective
decision making for their business. They are also seeking more relevant,
detailed and insightful data particularly in relation to competitors,
consumer insights, trends, spend, demographics and visitation, and for it
to be formally provided rather than verabally discussed.

There is also a perception that the current foot-traffic technology is not
accurate or reliable and does not provide complete coverage of the
Precinct, including movements via the Arcades and Centres off the Mall.
It was also noted that detailed foot-traffic data is not readily shared with

levy payers.
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Improvement opportunities

Consider sharing more detail level information and
relevant data with AEDA levy payers, on a regular basis.
Best practice strategies leverage data and insights to
create and deliver upon the customer experience.

Investigate the use of data analytics tools to enable
easier provision of information to key stakeholders,
that can be sliced and diced from different
perspectives and user needs, to support data-driven
decision making.

As part of developing more meaningful KPIs for the
Rundle Mall Program, ensure that the right data is
being sourced, captured and analysed to enable
effective measurement and reporting of these
indicators. Examples of better practice metrics include
visitor mix and conversion rates by marketing
technique.

Consider future opportunities to expand functionality
and coverage of people movement technology that
enables greater insights about the individual customer
demographics and their journey into the Precinct,
where they visit and how long they spend during their
stay, and where they go when they leave. Ideally
expansion would also inform their interaction with
other nearby city precincts (such as the East End,
Adelaide Oval, or North Terrace), and provide
opportunities for greater alignment and coordination
of city activation initiatives.
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CURRENT STATE OPERATIONAL MATURITY

The maturity model below depicts current state maturity of the Rundle Mall Management function as perceived at a high level by KPMG during stakeholder

OPERATING MODEL REVIEW

consultation and from our desktop review, against each layer of KPMG’s Operating Model Framework methodology.
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