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Acknowledgment of Country

Triple Zero Victoriaacknowledges
the Traditional Owners of the land
andwaterways across Victoria,
noting theircontinued care for
country formorethan 60,000 years
and ongoingroleinemergency
services.

We pay ourrespectsto Elderspast
and present and extend thisrespect
toall Aboriginaland Torres Strait
Islanderpeople.

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

AtTriple ZeroVictoria, we are
continuingtofocus onbuildingan
inclusive culture as a priority that will
drive and contribute to ourlong-term
sustainabilityand success.

Ourpeopleare deeply committedto
the communitiesthey serve andare
amongthe mostdedicatedand
highly skilledin their field. We are
connectedby purpose and proud of
whatwe do.

Werecognise thatvaluing
everyone's contributionandtalents
supportsourcommitmentto
promote full participationinour
communitiesandfosterand
promote ahighperforming public
service.

Copyright the State of Victoria,
Triple Zero Victoria2025.

This publicationis copyright.

No part may be reproduced by any
process except inaccordance with
the provisions of the Copyright Act
1968.

Images are not to be used or
reproduced without permission.

Not forcommercial use.

This publicationis available online
at:

www.triplezero.vic.gov.au
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Chairand CEO Message

Triple Zero Victoria (TZV) connects you to help you need
with expertise, urgency and care. As the frontline to the
frontline, we are a critical partnerin Victoria's emergency
response and community safety network.

Our2025-26 Corporate Plan builds onthe
accomplishments achieved inyear one of our three-year
Strategic Plan. Last year we ensured our services
continued to meet demand of the Victorian community.
We were pleased to formalise anew Operations
Enterprise Agreement, enabling a framework to best
support our Operations staff and through them the
community. We also onboarded key vendors delivering
the new Next Generation Computer Aided Dispatch (Next
Gen CAD) System.

In2025-26 our focus remains on delivery of call-taking
anddispatch services to the Victorian community. We will
continue toincrease sustainability of our operating and
workforce model asitresponds to increasing demand
and changing community expectations.

The multi-year project to deliver Next Gen CAD asamore
reliable and secure emergency services CAD system is
vital and will enable improved community safety
outcomes.

Inrecognition of itsimportance, the Minister for
Emergency Services has agreed in principle the delivery
of Next Gen CAD as aninter-agency strategic priority. In
2025-26 we also will deliver aworkforce readiness
program to ensure our staff are prepared forthe
transition to the new Next Gen CAD System.

As partners within Victoria’'s community safety,
emergency management and health sectors, we will
continue working towards our common objectives,
including building safer, more resilient communities.

Ourworkforce is strong, committed and exceptionally
capable. We are honoured tolead an organisation whose
commitment to the Victorian community is unwavering;
onyourworst day, we're here.

<

DebraAbbott APM
CEO, Triple Zero Victoria

Tass Mousaferiadis

Chair, Triple Zero Victoria
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We are Triple Zero Victoria

Onyourworst day

Ourroleandfunction

Triple Zero Victoria (TZV) was established as a statutory authority by the Triple
Zero Victoria Act 2023 (Vic) (TZV Act).

We deliver Victorians atimely and effective call taking, dispatch and operational

communications foremergency Triple Zero (O00) and non-emergency services.

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

. Ambulance Victoria (AV)

e Victoria Police (VP)

e  FireRescue 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.

Onyourworst day, we’re here.

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

Todirect and support calls forassistance we also serve as acommunication centre
forESO responders. 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.

Values and behaviours.

Ourvalues and behaviours align with those of the Victorian public sector and
underpin our community focused frontline emergency service

)
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Cormmunity Integrity Respect Better
focused together




We are part of abigger system

We recognise theimportance of effective partnerships and We provide services withina nationally federated model of

interoperability to achieve shared outcomes triplezero

TZV connects the community with the emergency services help they need The requirements of triple zero services are established and regulated by

when they need it. How we work together is critical to our shared success Commonwealth legislation. TZV will continue to increase participation at

forcommunities. Inthe performance of our functions, TZV supports other the national level and build its interjurisdictional relationships.

ESO partners inworking towards their defined organisational outcomes

linked to their functions and strategic direction. We will work closely with the Department of Government Services and EMV
to engage, participate and advocate on behalf of Victorian ESOs ata

As partners within Victoria’s community safety, emergency management national level with Commmonwealth and industry partners to continuously

and health systems, we share many common objectives. improve the national triple zero services, and will relay pertinent updates to

our ESO partners via established forums.

Common objectives 2 = e, Inter—agency strategic priorities
Inter-agency strategic priorities set the joint

+ We are focused on building safer, more resilient strategic focls ofEe ORI, ]

communities.

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

TZV's Next Gen CAD project has beenidentified as
the first Operational Committee inter-agency

. Supporting, protecting Flale deve|oping peop|e o - - ?traéeg|c prlorlté, agreed N prInC|p|e bythe Minister
is paramount across the sector. Rl 000 B : SIS S STOSE:

» We share challenges and opportunities to
manage demand for services.

+ We are committed to developing sustainable,
agile and capable organisations

TZV will continue to help our partners to achieve
shared strategic and operational goals by
collaborating onagency and government-funded
programs that improve community outcomes and
reduce risk.




2025-26 workforce matters

Ourworkforce of more than 1450 people, help thousands of
people every day. TZV's employees include ouremergency
communication officers - the frontline of the frontline.

Workplace health, safety and wellbeing

AtTZV we have a collaborative whole-of-organisation approach
that prioritises mental health support by integrating health and
safety considerationsinto everything we do.

The 2025-2027 Health, Safety & Wellbeing Strategy, details our

TZVis committed to supporting and developing our people to
achieve their best. Arange of mechanisms across the business
aimto ensure our people are safe at work with a strong sense

of belonging, pride and purpose.

Ourintegrated resource management, workforce planning
and deployment processes across our three operational

centres ensure we have the right people, in the right place, at

therighttime.
Workforce capability and capacity

Priority activities will continue to build the capability and
capacity of the TZV workforce, including:

« AfocusedeffortonTeam Leaders through the 'Ignite’
leadership program and continued application of
leadership diagnostics and coachingfor seniorleaders.

Cultureinitiatives inresponse to workforce feedback from

participationinthe 2025 People Matter Survey including
diversity, equity andinclusion events.

Theintroduction ofimproved technologyincluding HR
Ticketingand Time & Attendance to support asafe and
positive employment experience.

Anincreaseinthe call-taker/dispatcher FTE pipeline to
support Next Gen CAD and to continue to meet demand
andensure timely emergency responses for Victorians.

plansto proactively manage safety risk, preventinjury and
enablerecovery.

Throughout2025-26, our focus and actions to support staff will
continue to centre onimplementing departmental Safety Plans,
ensuring that each business area appropriately addresses its
unique health and safety risks.

TZV will also review, develop andimplement new policies and
procedures as part of our planninginresponse to the proposed
Occupational Health and Safety (Psychological Health)
Regulations to be introduced by the Victorian Government.

Workplace Relations

TZVremains committed to working with key stakeholders
including unions to support a strong and healthy industrial
relations environment, ensuring the effective implementation of
the Operations Enterprise Agreement, and successful
negotiation of the Support Staff Enterprise Agreement.

Development of key resources for people leaders to manage
employeeissues at the locallevel will be a key focus during the
25-26 period.
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Strategic Plan2024-2027
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_ Onyourworst day, we're here. We connect you to the right help with expertise and care. Providing timely, trusted care and connection in your emergency.

Strategic goals

Every call,

every community

Communities are at the heart of our work.
Whenwereceive a callforhelp, we're calm,
professional, caring,and expertat whatwe
do.

We wantto deliver the highest quality service
to everycommunity member, everytime.

Strategic outcomes

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

B. Accessible and responsive services
meet community needs.

Every minute we dispatch,connectwith,
and supportVictoria’s otheremergency
servicestobe safe and delivertheirbest.

How we work together is critical to
ourshared success for communities.

Strategic outcomes

C. Effective partnerships improve
service delivery to communities.

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

Our people make

the difference

Our workforce helps thousands of
people every day.

Whetherthey assist callersand emergency
respondersor providecriticalservices
behindthe scenes, we will supportand
developourpeopletoachievetheirbest.

Strategic outcomes

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

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

Optimised systems and
a sustainable organisation

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

Our 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
secure.

Community Service . Better
focused excellence Integrity Respect together
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Every call,

every community

Communitiesare at the heart of ourwork. Whenwereceive a callforhelp,
Rl Elelloelor-|-  We e calm, professional, caring, and expert at whatwe do. We wantto deliver

Deliverconsistent, outstandingperformance and callerexperience.
Improve the accessibility and quality of our service tomeet diverse

the highest quality service to every community member, every time. : community needs.
Strategic - : . : . , . .
Priorit . Buildcommunity confidenceto actinanemergency,inconjunctionwith
A.  Communitiesreceive ahighquality, timely service to theircallforhelp from MonSS ourresponsepartners.

Implementnewways of measuring andreportingonour performanceand

Outcomes emergencyservices.
outcomes.

B. Accessibleandresponsive servicesmeet communityneeds.

INn2025-26, we build on placing 2025-26 Corporate Plan Action Action Objective

communities at the heart of ouranalysis,

decisionsand actions. Executive Director
CP11 Sustainanddevelop call-taking Emergency Ensure ourservices continue to meet the demand of the Victorian Multi-Year
, . . . "~ servicedelivery Communications community Program
We'll continue to improve call-taking Services
services with plannedimprovements and
accommodate unplanned eventsand Executive Director

Publicperformanceand Provideimprovedtransparency and trustin TZV performance and Multi-Year

requirements forchange. CP12 Governance, Strategy

outcomesreporting . contributionto community outcomes. Program
andIntelligence
We'llalso use demand and performance
insight to shape where, how and why we Executive Director
engage with different communities. cp1z Communityawarenessand Coverenes, STisgy Buildonourresearchto planhowwe canimprove service Multi-Year
"~ engagement : performance to support community outcomes Program

andIntelligence
We'llbegin establishing arrangements
forpubliclyreporting against the EMC'’s
performance standards for Triple Zero
Victoriaonce set.
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Trusted partnerships

that drive performance

QOutcomes

making.

Every minute we dispatch, connectwith, and support Victoria’sother
Siiepselo oo - emergencyservicesto be safeanddelivertheirbest. Howwe work togetheris
criticaltoourshared success forcommunities.

C. Effectivepartnershipsimprove service delivery tocommunities.
D. Weworkwithpartneragenciesto enable datadrivenplanningand decision

In2025-26, much of our current work
refreshes and continues, acknowledging
the long-term nature of building trusted
and effective partnerships.

There willbe an additional review of
Governance and Administrative
Arrangements with the transitionto TZV’s
new Board.

We’ll continue to improve business
continuity and emergency management
arrangements and the coordination of
multi-agency events.

. Deliveroutstanding performance in dispatch and operational

communication services.
continuous improvement.,
decision-making and performance.

multi-agency response.

. Work with response partners to manage strategic risks and prioritise
. Betterutilise dataand intelligence to support whole of sector planning,

. Improve our agility to respond to complexity including surge events and

2025-26 Corporate Plan Actio Action Objective

Executive Director
Emergency
Communications
Services

Dispatchand Operational

CF2l Communicationsservice delivery

- . Executive Director,
Governanceand Administrative

CP2.2 Arrangements

&Intelligence

Executive Director
Emergency
Communications
Services

Emergencymanagement

CP23 :
planning

Executive Director
Emergency
Communications
Services

CP2.4 ESOandsectorpriorityprograms

Executive Director

CP25 Intelligence Uplift
&Intelligence
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Governance, Strategy

Governance, Strategy

Ensure ourdispatchand operational communications services
continue to meet the evolvingneeds of emergency service
partners.

Strengthen our organisationalgovernance arrangements.

Improve TZV's business continuity and emergency management
arrangementsto strengthen TZVs ability torespondto significant
emergency events, incollaborationwithemergency
management partners.

Incollaborationwith ESOswork togetheron shared priorities.
Where TZVisnot the lead agency contribute to sector
improvements that reduce risk andimprove community
outcomes.

Enhance ourintelligence capabilityto enableintelligenceled
decisionmaking for TZV and ouremergency service partners

Multi-Year
Program

Multi-Year
Program

Multi-Year
Program

Multi-Year
Program

Multi-Year
Program

"



Our people make

the difference

Strategic goal

Qutcomes
purpose

AtTZV we support allemployees to
experience a strong sense of belonging
throughinclusion, recognition,

and consultation onissues that matter.

2025-26 willimplement Operational EA
changesandbargainforanew Support
agreement as we leverage new Industrial
relations strategy and consultation
frameworks.

The launch of new Health and Safety
strategy willincludereadiness fornew
psychosociallegislation.

Supporting the forthcoming Next Gen
CAD transition,we willhave increased
focus onworkforce design, readiness
and training design.

Ourworkforce helpsthousands of people every day. Whetherthey assist
callersandemergencyrespondersor provide critical servicesbehindthe
scenes, we willsupportanddevelop ourpeople to achieve theirbest.

E. Weattractandretainahigh-performing, diverse workforce.
F. Ourpeoplearesafeatworkwithastrongsense of belonging, pride and

Strategic

priorities

multi-talentedworkforce.

. Strengthensafety, resilienceandrecognitionforourpeople.
. Attractandretainamore diverse workforce andensure aninclusive,

culturally safe placetowork.

candelivertheirbestforcommunities.

. Advanceworkforce capabilityand career pathwaysto builda sustainable,

. Supportteamsto transitionto new systems andways of working, so they

2025-26 Corporate Plan Action Action Objective

CP3.1

CP3.2

CRSIS

CP3.4

Healthandsafetyprogram

Support Officeenterprise
agreement

TransformationReadiness

Workforce Experience

Executive Director
People and Culture

Executive Director
People and Culture

Executive Director
People and Culture

Executive Director
People and Culture
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Proactivelymanage workplacerisks and the prevention of injuries,
witha particularfocus onidentifying and mitigating psychosocial
hazards.

Achieve endorsement and implementation of the Support Office
Enterprise Agreementin 2025-26 through proactive workforce
engagement, minimising the potential forindustrial action whilst
maintaining service delivery.

Supportworkforce readiness forNext Gen CAD transition,
including supporting TZVleadership to deliverchange through
transformation.

Strengthenand promote TZV's emergency management culture,
recognisingand celebratinghigh performance andinnovation,
while fostering aworkplace where employees experience asense
ofbelonging.

Multi-Year

Program

2025-26
Delivery

2025-26
Delivery

Multi-Year

Program



Optimised systems and

a sustainable organisation

Todeliveroutstandingservices ourorganisationmustbe strong, smart,
Slirjstelletelor-|ly agileandsustainable. Ourtechnology systemsandservices mustenable our
performance and supportcontinuedgrowthindemand.

1. Implement organisational changesthat will take Triple Zero Victoriafrom
inceptiontostrategic strength.
~ | 2. Upgrade Victoria's critical operational communicationsystemsto provide
Strategic T e - ;
exemplaryreliabilityandmore effective, integrated service delivery.

G. Ourgovernanceandfundingmodelunderpinastrong, sustainable priorities &3 Develop andembedrobust, financially sustainable operatingmodels.
service.

H. Information,infrastructureandsystems are optimised,resilient,and

QOutcomes

secure.
2025-26 Corporate Plan Action Action Objective

In2025-26, the NextGen CAD . .
Executive Director

development and transition planning will Continue toimprove stability, reliability and availability of critical .

; CP4.1 Resilientecosystem Emergengy . network systems and cyber security aspectsacross people, Fllig-Vea
continue. Communications - C . . Program

Information Services process, systems and facilitiesto maintain service delivery.
Additional system optimisation will
continue with several upgrades, and Continue toincrease sustainability of our operatingand workforce .
integration of cyber-security as culture CP4.2 Sustainableoperatingmodel ggrp\)/iLgcye/SCorporate modelasitrespondstoincreasingdemand and changing I\g#lot'g:(aelir
. . . . community expectations
of security by design, as outlinedin our e
ICTinvestmentroadmap.
, Executive Director, Implement amorereliable and secure emergency services CAD Major Multi-

We will combine innovative thinking and S| NetenerEunt A Digital Transformation  system thatenablesimproved community safety outcomes. Year Program

sustainability as we consider asset

management andlonger-term utilisation
and investment strategies. . . - Chief Continue to prudently manage ourfinancesandidentify 2025-26
CP4.4 Financialsustainability efficienciestoimprove TZV's financial performance and deliver el

Flvenetl ity criticalservices efficiently and sustainably.

OFFICIAL @



Financial information

Providing calltaking and delivery services

TZV receives funding for call taking and dispatch services
under a central appropriation model via the Department of
Justice and Community Safety. Additional funding of $333
million over five years was provided in the 2022-23 Victorian
Budget forincreased call-taking and dispatch capacity.

In2025-26, TZV will focus on actions to ensure our critical
emergency services continue to be delivered efficiently and
effectively.

Inaddition, the 2025-26 Victorian Budget committed
funding of $24.7 million over five years to increase capacity
forTZV to continue to meet demand and ensure timely
emergency responses for Victorians.

Next Gen CAD program

Funding of $66.9 million has been allocated to TZVin
2025-26 to continue the design, build and implementation
of anew call taking and dispatch platformto support TZV's
ability to meet evolving needs of Victoria’'s community
safety, emergency management and health services
partners and community members.

In2025-26, TZV will continue to progress the delivery and
implementation phase of the project aligned to Minister
for Emergency Services and Treasurer approved phased
project fundingrelease.

Otherfees

TZV generates asmall amount of other fee income from
project revenue to deliver specific purpose projects, fee
revenue for fire alarm monitoring, and interest received on
cash and deposits.

Capitalfunding

TZV currently has no confirmed asset funding over the
forward estimate period for capital projects, beyond
government’s existing commitment to invest in the Next
Gen CAD 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 ESTA Reform Program.
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2025-26 Performance o enanleand e

Department performance statement (DPS) measures DPS 2025-26forecast performancetable 2025-26focusto meetperformance

TZV will continue to report against the Department In2025-26, we are expecting to meet performancein Alignedwiththe Victorian Government’'sfocus onefficiency, TZV
Performance Statement (DPS) performance targetsinthe  emergency callanswer speed across all OO0 service focusin2025-26 willbe onfindingefficiencyinterventions that
Victorian State Budget papers. lines. maximises capacity fromourexisting fundedresource profile. 2025-

26keyfocusareasinclude:

OurTZV DPS performance targets form part of the
Department of Justice and Community Safety Objective 2:  [REEllelinElglel= NV (= 2025-26 Forecast « systemandprocessoptimisation

Reduce theimpact of,and consequences from, natural Emeraency callanswer speed * targetedperformancecoaching
disasters and other emergencies on people, infrastructure, gency P « agencycollaboration
the economy and the environment. AV v’ * trainingandrecruitment refinements
2025-26 DPS performance impact VP v AV Codeldispatchperformance
In2025-26, TZV will face significant challenges from FRV v T?terli)ortecdatst blel?]w p?rfr?émwapcetq;gft fcf[%AvaOdeg 'S
We continue to operate in an environment of increasingly elation to contertiw ora’r servige delinanyds u
complex, extended, concurrent and overlapping VICSES v porary '
emergencies. Emergency dispatch EMC Performance Standards
gieTi?izgrlwstT‘ZZ:(?tg?ss‘k[)teohlirr]wfjr‘?ha;ﬁwfc?;?a!(Seilr:r%i!gei"r?.clude' AV Codel u Underthe TZV Act, the responsibility for setting TZV
9 ' VP Priority | S Performance Standards shifted fromthe Inspector General
« Victoria's growing and ageing population y Emergency Management (IGEM) to the Emergency
« Socioeconomicandgeopoliticalinfluences FRV Priority 1 v Management Commissioner (EMC).
’ grl:(rjnsattoercmh:\r;égrilsncrea&ngthe severity offire, flood CFAPriority 1 v TZV continues to advocate forimproved consistency inhow
VICSES Prioritv 1 P performanceis measured across service lines, and evidence
nornty informed targets and benchmarks. TZV continues to work
closely with the EMC to ensure new performance standards
Forecastlegend betterreflect call processing and dispatch performancein the
v Performancetarget forecastas met current operating context with afocus on both timeliness and

u Performance target forecastas not met quality. @
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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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