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Acknowledgment of Country

Triple Zero Victoria acknowledges the Traditional
Owners of the land and waterways across Victoria.
noting their continued care for country for more than

60.000 years and ongoing role inemergency services.

We pay our respects to Elders past and present and
extend this respect to all Aboriginal and Torres Strait
Islander people.

Triple Zero Victoria (TZV)'s State Emergency
Communications Centres are located on the lands
of the Wurundjeri (East Burwood), Wadawurrung
(Ballarat) and Bunurong (Williams Landing).

Inclusion

At Triple Zero Victoria, we are continuing to focus
on building an inclusive culture as a priority that will
drive and contribute to our long-term sustainability
and success. Our people are deeply committed

to the communities they serve and are among the
most dedicated and highly skilled in their field. We
are connected by purpose and proud of what we do.
We recognise that valuing everyone's contribution
and talents supports our commitment to promote
full participation in our communities and fosterand
promote a high performing public service.

Copyright the State of Victoria,
Triple Zero Victoria 2024.

This publicationis copyright. No part may be
reproduced by any process except in accordance
with the provisions of the Copyright Act 1968. Images
are not to be used or reproduced without permission.
Not for commercial use.

This publicationis available online at:
www.triplezero.vic.gov.au
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Chairand CEO Message

We are pleased to present Triple Zero Victoria’s (TZV)
2024-25 Corporate Plan. Itis the first aligned to our
inaugural Strategic Plan, which renews our
commitment to Victorian community that onyour
worst day, we're here.

TZV provides acritical service to Victorians. We are
the frontline to the frontline, and we work with you and
firstresponders to get you theright help, expertise,
and care.

Our2024-25 Corporate Planreinforces the
significant progress we have made to improve our
operational performance in support of making
Victorians safer and more resilient inan emergency
and to have a quality experience of care.

While the key focus is on providing timely, trusted
care and connection inan emergency, in 2024-25 we
will:

e ensure our services continue to meet demand from
the Victorian community

+ prioritise the wellbeing of our critical emergency
service workforce

» progress delivery of the Next Generation
Computer Aided Dispatch (NGC) system

+ improve stability, resilience and security of our
information and technology services

» enhance data andintelligence services provided to
ouremergency services partners

+ continue to strengthen relationships with our
stakeholders

» create amore efficient and sustainable
organisation

We will continue working with our community safety,
emergency management and health services
partners to deliver shared strategic and operational
goals across key initiatives, including completing our
own significant reform program, Operational
Committee priorities and the implementation of
National Triple Zero and Mental Health Reforms.

We areimmensely proud to lead aresilient, dedicated
and highly skilled workforce. Together we must
ensure our organisation is strong, smart and
sustainable for the thousands of Victorians who on
every day, need our help.

Debra Abbott APM
CEQ, Triple Zero Victoria

DrAlex Cockram

Chair, Triple Zero Victoria



We’'re Triple Zero Victoria

Onyourworst day

Ourrole andfunction

Triple Zero Victoria (TZV), formerly Emergency Services Telecommunications
Authority, was established as a statutory authority by the Triple Zero Victoria Act
2023 (Vic) (TZV Act).

We provide Victorians with timely and effective call taking, dispatch and
operational communications foremergency Triple Zero (000) and non-
emergency services.

We're the critical link between the Victorian community and Victoria’s
Emergency Service Organisations (ESO):

e Ambulance Victoria (AV)

e Victoria Police (VP)

. Fire Rescue Victoria (FRV)

e  Country Fire Authority (CFA)

e Victorian State Emergency Service (VICSES).

TZV also provides Emergency Management Victoria (EMV) and our ESO partners
major emergency management and event support. This helps all of Victoria
prepare, respond and recover from critical events and emergencies.

Ourintegration of emergency services communications across community
safety, emergency management and health systems is unique in Australia and
reflects the Victorian Government’s vision for coordinated emergency
management.

Onyourworstday,we're here.

We connect the community to help they need with expertise, urgency and care. As
the frontline of the frontline, we are a critical partner in Victoria's emergency
response and community safety network. We exist to serve the community every
day of the year, receiving over 7,900 calls for assistance every day.

Todirect and support calls forassistance we also serve as acommunication centre
forESOresponders. Each day we manage over 123,000 messages to and from
ESO personnel as they respond to emergencies and events.

We stay with callers and responders who need us, capturing and relaying
information, arranging further assistance, and connecting to additional services
and authorities during an emergency.

QOurworkforce

Ourworkforce helps thousands of people every day. Our people are deeply
committed to serving their community and are some of the sector’s most
dedicated and highly skilled.

Ourworkforce of more than 1450 people is almost 70 per cent female, whichiis
unique compared to other ESOs. TZV's employees include our emergency
communication officers - the frontline of the frontline.

TZVis committed to supporting and developing our people to achieve their best. A
range of mechanisms across the business aimto ensure our people are safe at work
with a strong sense of belonging, pride and purpose.



We are part of abigger system

TZV connects the community withthe emergency services help they We recognise theimportance of effective partnerships and
needwhenthey needit. Howwe worktogetheris critical to our shared interoperability to achieve shared outcomes
success forcommunities. TZV’s strategic goals and priorities consider the priorities of our partners,

our strategic alignment to the strategic direction of the emergency services
sector, and how we can be better together in delivering the best possible
services forcommunities.

Inthe performance of our functions, TZV supports other ESO partners in working
towards their defined organisational outcomes linked to their functions and
strategic direction. Each ESO is informed by their own strategic plans and goals

Wiallela! are, in turn, impaCted by sector-wide initiatives and external drivers. TZV will continue to he|p our partners to achieve shared Strategic and
operational goals by collaborating on agency and government-funded

As partners within Victoria's community safety, emergency management and health programs that improve community outcomes and reduce risk.

systems, we share many common objectives:

-otheragencies,
— (cesPAE" ENtities g,

» We are focused on building safer, more resilient communities.

» Wehold ashared view of significant statewide risks and work collaboratively to
prepare forand mitigate these risks.

» Supporting, protecting and developing people is paramount across the sector.
» We share challenges and opportunities to manage demand for services.
+ We are committed to developing sustainable, agile and capable organisations.

We provide services within a nationally federated model of triple zero g outanes Y
The requirements of triple zero services are established and regulated by % gg
Commonwealth legislation. TZV will continue to increase participation at the national i i
level and build its interjurisdictional relationships. 3 ¢

e

We will work closely with the Department of Government Services and EMV to ‘ e o
engage, participate and advocate on behalf of Victorian ESOs at a national level with =
Commonwealth and industry partners to continuously improve the national triple
zero services, and will relay pertinent updates to our ESO partners via established
forums.



2024-25 workforce matters

Workforce capability and capacity

Workforce capacity and capability is critical to operate
effectively within our funded resource profile and
deliver high quality community service. Our
comprehensive enterprise workforce plan ensures we
are best placed to meet growing community demand
forour critical services.

2024-25 priority activities will continue to build the

capability and capacity of the TZV workforce, including:

expand leadership capability and decision making
through capability uplift programs
transition to on-shiftlearning centre training model

strengthen understanding and address drivers of
attrition and outcomes from the People Matters
Survey

embed anew service design and delivery model.
Workforce planning

Ourworkforce planning processes outline key steps to
understand, forecast, define, address, implement and
review workforce needs.

Ourresource deployment processes ensure we have
theright people, intheright place, at the right time. This
includes integrated resource management across our
three operational centres to ensure effective and
efficient distribution of capacity to meet community
demand.

Occupational health and safety and wellbeing

The 2022-24 Health and Safety Strategy details our
commitment to proactively manage safety risk, preventinjury
and enablerecovery.

Throughout 2024-25, our focus will be onimplementing local
Health and Safety Plans, to ensure that each business area
appropriately addresses their unique health and safety risks to
protect service delivery to communities and our ESO partners.

Inaddition, we will finalise development of the 2025-2027
Health and Safety Strategy, which will expand existing
strategic goals towards afocus on psychosocial hazards.

Mental healthand wellbeing

The Victorian community relies onus every day. TZVis
committed to supporting our people by promoting individual
mental health and providing organisational supports so that we
are mentally fit and ready to support our community.

At TZV we have a collaborative whole-of-organisation
approach that prioritises mental health support by:

* integrating health and safety considerations into everything
we do

understanding our health profile to develop targeted
solutions for our unique risks

embedding a strong wellbeing and early intervention focus
and equipping our people to know how to access support
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Strategic Plan 2024-2027/

Strategic goals

Every call,

every community

Communities are at the heart of our
work. When we receive a call for help,
were calm, professional, caring, and
expert atwhat we do.

We want to deliver the highest guality
service to every community member,
every time.

Strategic outcomes

A. Communities receive a high
quality, timely service to their
call for help from emergency
senvices.

B. Accessible and responsive
senices meet community needs.

Key Victorian State Government outcomes that we contribute to

Every minute we dispatch, connect
with, and supportVictoria's other
emergency senvices to be safe and
delivertheir best.

How we work together is critical to our
shared success for communities.

Strategic outcomes

C. Effective partnerships improve
service delivery to communities.

D. We work with partner agencies
toenable data driven planning and
decision making.

On yourworst day, we're here. We connect you to the right helpwith expertise and care.

Providing timely, trusted care and connection in your emergency.

Owur people make

the difference

Optimised systems and
a sustainable organisation

S5

Owurworkforce helps thousands of
people every day.

Whether they assist callers and
emergency responders or provide
critical services behind the scenes, we
will support and develop our people
to achieve their best.

Strategic outcomes

E. We attract and retain a high
performing, diverse workforce.

F. Owurpeople are safe at
work with a strong sense of
belonging, pride and purpose.

Invtegrity

To deliver outstanding services our
organisation must be strong. smart,
agile and sustainable.

Owr technology systems and services
must enable our performance and
support continued growth in demand.

Strategic outcomes

G. Our governance and funding
model underpin a strong,
sustainable service.

H. Information, infrastructure and
systems are optimised, resilient.
and securea.




Every call,

every community

Communitiesare at the heart of ourwork. Whenwereceive a callforhelp, we're A. Communitiesreceive ahighquality, imely service to their call for
REYElel[ofeer-| N Calm, professional, caring, and expert atwhatwe do. We wantto deliverthe Outcomes helpfromemergencyservices.
highestquality service to every community member, every time. B. Accessibleandresponsive servicesmeet community needs.

“ 2024-25 Corporate Plan Action Action Objective

Improve culturalawareness forourfrontline
ECOsaspartof TZV providingaccessibleand 2024-25 Delivery

CP1.1 Cultural Awareness Training SCANERICESTHEERIE

and Culture . . .
responsive community services.
Executive Director . .
, . . Ensure ourservicescontinueto meetdemand :
CP12  Call-takingservice delivery Emergency S e ST 2024-25 Delivery
Communications Services
Executive Director Provideimprovedtransparencyandtrustin TZV
CP13  Enhancedcommunicationof communityvalue = Governance,Strategyand performanceand contributionto community Multi-Year Program
Intelligence outcomes.

Review community awarenessand
engagementapproachescollaboratingwith
ESO andsectorpartners, that will support
community outcomes.

Executive Director
CP14  CommunityEngagementReview Governance, Strategyand
Intelligence

Multi-Year Program

OFFICIAL o



Trusted partnerships

that drive performance

Every minute we dispatch, connectwith, and supportVictoria’sother C. Effectivepartnershipsimprove service delivery tocommunities.
SliEjslelloolo-  emergencyservicesto be safeanddelivertheirbest. Howwework togetheris Outcomes D. Weworkwithpartneragenciesto enabledatadrivenplanningand
criticalto ourshared success forcommunities. decisionmaking.

“ 2024-25 Corporate Plan Action Action Objective

CP2 1 Dispatchand Operational Communications EercrL:]tleerSrl]rs;tor Ensure ourservices continue to meet needs 2024-25 Delivery
service delivery Communications Services evolvingneeds of emergency service partners.
Improvedlessonsmanagement capability to
; o Executive Director supportcontinuousimprovement of TZV
CP22 l(\:/lontlnuous Il:(nprovement Capability(Lessons Governance, Strategyand  servicesandbuildstrongerpartnershipswith 2024-25 Delivery
anagement) Intelligence ESO partnerstoimprove operational
response.
. Enhanceourintelligence capability, toenable
CP23 IntelligenceUplift GovEe);ﬁgerjgéeS?r;etgtorand cEIEEMeliiElGEnesiSe [P remEne: Multi-Year Program
' gEnEE R InteIIi, once 9 improvementand decisionmakingforTZVand 9
9 ouremergencyservice partners.
CP24 E M tPlanni EerrLTth(ievre Zi}r;ector EnhanceTZVsresponseto significant 2024-25 Deliver
. mergency ManagementFlanning / g 3% _ emergencyevents. = elivery
Communications Services
IncollaborationwithESOs, worktogetheron
" Chief sharedpriorities, where TZVisnotlead,and :
LEZE ESOand sectorpriority programs Executive Officer contributeto sectorimprovementsthatreduce Multi-Year Program

risk andimprove community outcomes. @

OFFICIAL



Our people make

the difference

Ourworkforcehelpsthousands of people every day. Whetherthey assist E. Weattractandretainahigh-performing, diverse workforce.
S| =le|[e¥eleX:|M Callersandemergencyrespondersor provide critical services behindthe Outcomes F. Ourpeoplearesafeatworkwithastrongsense of belonging,
scenes, we willsupportanddevelop ourpeopleto achievetheirbest. . prideandpurpose

“ 2024-25 Corporate Plan Action Action Objective

Executive DirectorPeople  Proactivelymanage safetyrisk, preventinjury

CP31  Healthandsafetyprogram 2024-25 Delivery

and Culture andenablerecovery.
Executive Director o _
: : Maximise ourexistingworkforcetomeetthe :
CP3.2  NewOperational EAlmplementation Emergency changingnatireof community demand. 2024-25 Delivery
Communications Services
Executive Director People Commencenegotiationsforanew Support
CP3.3  SupportEAplanning and Culture P agreement, to achieve signoffof the EAin 2024-25 Delivery
2025-26 withlimitedindustrialimpacts.
Developrelationshipswith Aboriginaland
I Executive DirectorPeople Torres StraitIslander stakeholders, and .
CP3.4  EngagementandReconciliationprogram and Culture formalises our Commitment to voice. 2024-25 Delivery

recognition, truth tellingandinclusion.

OFFICIAL @



Optimised systems and

a sustainable organisation

. Ourgovernance andfundingmodelunderpinastrong,
sustainable service.

. Information, infrastructure and systems are optimised, resilient,

andsecure.

“ 2024-25 Corporate Plan Action Action Objective

Improve stability, reliability and availability of

Todeliveroutstandingservices ourorganisationmust be strong, smart,
RliEjstelleXeleIl agile andsustainable. Ourtechnology systems and servicesmustenable our Outcomes
performance andsupportcontinuedgrowthindemand.

- Chief " L . :

CP41 Resilientecosystem : : criticalnetwork systems to maintainoperations Multi-Year Program
Information Officer andsenvice delivery.
, Chief Improve cybersecurity aspectsacross people, :
CRe.2 | Cyberssecurity Rrogram Operating Officer process, systems andfacilities. ML CETHRTeg Em
Chief Implementamorereliableand secure
CP4.3 Next Generation CAD Executive Officer emergency services CAD systemthatenables Major Multi-Year Program
improved community safety outcomes
, , T Deputy Corporate Deliver critical services efficiently whilst :

CP4.4  Financial sustainability Services maintaining performance expectations. 2024-25 Delivery

OFFICIAL @



Financial information

Providing calltaking and delivery services

The way in which TZV receives funding for call taking and
dispatch services changed in2023-24. Acentral
appropriation modelvia DJCS was introduced, replacing the
previous ESO fee for service model maintaining call taking
and dispatch service delivery funding consistent with
previous years. Additional funding of $333 million over five
years was provided inthe 2022-23 budget forincreased
call-taking and dispatch capacity.

In2024-25, TZV will focus on actions and principles focused
onbudget repair and to ensure our critical emergency
services continue to be delivered efficiently and effectively.

Technical Advisory Services

In2023-24, the Minister for Emergency Services approved
the transfer of management of the State Managed
Operational Communications Services Contracts from T2V
to DJCS.

TZV will continue to support State Managed Operational
Communications Services Contracts through the provision
of Technical Advisory Services encompassing expertise in
telecommunications technology, network design, radio
communication and devices, and providing operational
support fortelecommunications services.

In2024-25, DJCS will continue to provide TZV funding for the
provision of Technical Advisory Services to support State
Managed Operational Communications Services Contracts.

NGC program

Funding has been provided toimplement a new
computer system to support emergency services Triple
Zero calltaking and dispatch functions.

In2024-25, TZV will complete the procurement phase
andrequest approval forcontract execution. TZV will
alsorequest therelease of approved funds to support
the immediate next stage of the project - design, build
and implementation of the NGC solution.

Approved funding amount remains confidential
throughout the commercial stages.

Capital funding

TZV currently has no confirmed asset funding over the
forward estimate period for capital projects, beyond
government’s existing commitment to investinthe NGC
project.

As part of financial sustainability and budget repair
focused actions, TZVis continuing to assess and seek
appropriate budget support to sustain the lifecycle
replacement of critical assets and infrastructure. This work
builds onrecommendations of the ESTAReform Program.

Otherfees

TZV generates a smallamount of other fee income from
project revenue to deliver specific purpose projects,
feerevenue for fire alarm monitoring, and interest

000...
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2024-25 Performance

Department performance standard DPS 2024-25forecastperformancetable  2024-25focustomeetperformance
measures In2024-25, we are anticipating continued strong TheTZVfocusin2024-25willbe onfinding efficiency
TZV will continue to report against the Departmental performance inemergency call answer speed interventions that create additional capacity from ourexisting
Performance Statement (DPS) performance targets ~ across all 000 service lines. fundedresource profile. 2024-25 activities willinclude:
inthe Victorian State Budget papers. « improvingthe flexibility and surge capacity of the overall
OurTZV DPS performance targets form part of the workforce, includingrostering optimisation
Department of Justice and Community Safety Emergency call answer speed * recruitingtonew non-standardroster patterns that support
Objective 2: Reduce the impact of, and AV v community demand patterns
conseqguences from, natural disasters and other VP v . betterutilisatiorj of gxisting workforce throughtargeted use
emergencies on people, infrastructure, the economy of casuals, multi-skilling of employees,and afocuson
and the environment. FRV v management of time off phone
: + targeted performance coachingand mentoring programs
2024-25DPS performanceimpact CFA Y to i?nprovz callprocessing timegand develop Iga%erihip
IN2024-25, T2V will face significant challenges, from | YICSES d capabilties.
both demand and supply pressures, to maintain Emergency dispatch
performance standards. AV Cfde] P - AV Codelperformance
Community demand (calls) — ¥ ThelCode1A\/ performange fcl)reca.st belowtargetis
, , , VP Priority ] attributed to along-standingissue inthe way the

The volume of CaII§ fqrass!s‘Fance being recellved FRV Priority 1 v performance measure is defined and calculated, limiting the
fromthe community is anticipated to furtherincrease. CRAPriONtY] » accuracy of the measure inrelation to contemporary service
In2024-25, total calls are forecast to be above 3 .y . demands.
miliion. VICSES Priority | Y TZV continues to advocate forgreater consistency across

ForecastLegend performance measures and enhanced validity of benchmarks

v’ Performance target achieved or exceeded. toreflect strongeraccuracy of dispatch performance.

B pPerformance target not achieved @
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Formore informationregarding
thisdocument please contact:

Strategy, Policy and Planning
policyandplanning@triplezero.vic.gov.au

triplezero.vic.gov.au ‘



https://www.triplezero.vic.gov.au/
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