Frontline to
») the frontline
000 Annual
Triple Zero Report
Victoria 2024-25

A\



g

Triple Zero Victoria’s Annual Report
provides the government and the
public withinsightsinto our services,
celebrates the dedication of our
employees, records our key initiatives
and outlines how we've met statutory
requirements.

Download it from:
triplezerovictoria.vic.gov.au

Triple Zero Victoriarespectfully acknowledges
the Traditional Owners of the Country
throughout Victoria. We pay ourrespects

to Elders, past, present and emerging.

We recognise and embrace the fact that
Aboriginal Peoples are connected to the
oldest continuous history.

Responsible body’s declaration

As perthe Financial Management Act 1994,
|am pleased to present the Triple Zero Victoria
Annual Report for financial year 2024-25.

e

Tass Mousaferiadis
Board Chair, Triple Zero Victoria


https://www.triplezero.vic.gov.au/triple-zero-victoria-publications
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Chairand Chief Executive
Officer’'s foreword

\ 4

Overthe last year, we concentrated on the
things that matter, foryour future, and ours.
We remained steadfastin ourcommitment
to be there foryou, onyourworst day, and
connectyou with theright help, expertise,
and care.

We did not stop there. We wanted to do more. More
forthe community, more for our partners, more for
our people and more for the systems that support
us. That’'s why we launched Triple Zero Victoria’s
(TVZ) Strategic Plan 2024-2027, reinforcing our
goals and priorities, and recognising how our values
support the work we do.

Onbehalf of the community, we answered

almost 3.1million calls for assistance - 8,500 calls
adayoroneevery10.2seconds. That's almost
200,000 more calls forhelp thanlast year. We
dispatched almost 2.6 million emergency services
events, including more than 400,000 ambulance
Codellightsandsirens’ events. What’'s more,

we supported the Emergency Management
Commissioner to develop new ways of measuring
our performance, and enhanced cultural awareness
across the organisation.

For ouremergency services partners, we managed
over 60 million operational communication
messages, that’'s almost 165,000 per day,
responding to community safety and health
emergencies. We improved our lessons
management capability, to support continuous
improvement of our services, and build stronger
partnerships with our partners. We remain incredibly
proud of the unique and trusted role we play in
Victoria’s emergency service, community safety
and health networks.

... we answered almost 3.1 million
calls for assistance - 8,500 calls
aday orone every 10.2 seconds.

Our people continue to be our greatest asset, they
are highly skilled and deeply committed to serving
the community. We continued to grow our frontline
workforce in support of the increasing need for

our critical services and we formalised a new
Operations Enterprise Agreement to better support
our people. We continued to focus on better health,
safety and wellbeing, and animproved experience
forour growing workforce.
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As part of our system-wide changes, we
delivered allremaining organisational reforms,
ending a critical chapterin the formation of TZV.
In preparation for the future, we onboarded

key vendors as part of our multi-year project

to deliver Next Generation Computer Aided
Dispatch (Next Gen CAD). Thiswas animportant
step toward amore reliable and secure platform
with enhanced functionality.

We look forward to doing more in the years
ahead andrealising ourlong-term objectives.

Onbehalf of the TZV Board and Executive

we would like to extend our sincere thanks

to outgoing Interim Board members for their
valuable insight and leadership during the
establishment of TZV. We thank the Victorian
Government, in particular the Minister for
Emergency Services, Vicki Ward MP, and the
Department of Justice and Community Safety
(DJCS) for their ongoing support. TZVis proud to
continue working alongside our agency partners
and being there for the community when it
matters most.

Tass Mousaferiadis Debra Abbott APM
Board Chair CEO
Triple Zero Victoria Triple Zero Victoria
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About Triple Zero Victoria
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Qurrole
and function

We deliver timely and effective call-taking,
dispatch and operational communications for
emergency triple zero (O00) and non-emergency
services across Victoria.

TZVis the critical link between the Victorian
community and Victoria’s other partner Emergency
Service Organisations (ESOs). These include:

- Ambulance Victoria (AV)

- Victoria Police (VP)

- Fire Rescue Victoria (FRV)

- Country Fire Authority (CFA)

- Victorian State Emergency Service (VICSES).

We work alongside our other ESO partners,
responding to sensitive, time-critical and life-
dependent emergencies. TZV's emergency
communication officers (ECOs) are on the phone
with callers when emergency help is most needed.

TZVis part of a bigger system, doing our part

to achieve integrated multi-agency responses
and event managementin emergencies. We
provide real-time communication, information,
intelligence and support to otherESOs so
emergency responders are in place to provide the
critical emergency services people need, when
they need them.

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

The way emergency services communications are
integrated at TZVis uniquein Australia. It reflects
the Victorian Government’s vision for coordinated
emergency management with:

- aligned strategies

- planning andinvestment across emergency
service agencies

- unifiedinformation and communication systems.

Ourdistinctiveness extends to our workforce profile
which seeswomeninmore than 71 per cent of
frontline ECO positions (see Our People onpage 14
formore on TZV gender equality).

The way we assist Emergency Management
Victoria (EMV) and our ESO partners helps Victoria
prepare for, respond to and recover from critical
events and emergencies.
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National triple zero (00O0) system

Commonwealthlegislation establishes and
regulates triple zero (O00) services in Australia.
The Telecommunications (Emergency Call Service)
Determination 2019, enforced by the Australian
Communications and Media Authority (ACMA),
recognises Telstra as the Emergency Call Person
(ECP).

No matter where you are in Australia, when you call
triple zero (000), you first speak to a Telstra ECP.
Based ontheinformation provided by the caller, the
ECP transfers the call to the relevant emergency
service, intherequested state or territory. In
Victoria, all calls are transferred to TZV.

We work closely with the Victorian Department of
Government Services (DGS)and EMV to engage
with Commonwealth and nationalindustry partners,
doing allwe canto advocate for continuous
improvements to national triple zero (O00) services.
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Our purpose

Providing timely, trusted care and connectionin
youremergency.

Ourcommitment

Onyourworst day, we're here. We connect you to
theright help with expertise and care.

5
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Ourva|ues Ourvalues and behaviours align with

those of the Victorian public sectorand

an d be h aVi ours underpin our community-focused frontline

emergency service.

Community Service Integrity Respect Better
focused excellence together

QOurservices

We keep the community safe by providing three Emergency Communication Services
core services to Victorians and our ESO partners: .
P ECSincludes:
1. Emergency Communication Services (ECS) - call-taking and dispatch services (CTD)
2. Emergency CommunicationInformation - operational communication services.

Services (ECIS) TZV’s dedicated ECOs - our highly trained call-takers

3. Emergency managementservices, in and dispatchers -work 24/7, every day. They connect

conjunction with EMV. with the Victorian community to receive requests
foremergency help and coordinate otherESOs to
respond tourgent, life-threatening emergencies.
Thisincludes connecting people with a speech or
hearing impairment who can use the One Zero Six
(106) text-based service, and engaging translators
to assist community members who do not speak
English. They also deal with non-life-threatening
requests forassistance, including help in storms
and floods.

These services are supported by advisory,
corporate and operational supportroles.

ESO fieldrespondersreceive safety monitoring,
logistical aid and ongoing communication support
fromTZV.

ECS also manages non-emergency patient
transport (NEPT) for AV. Contracted NEPT partners
and AV in-house clinic carand stretcher services,
mean more ambulances are free for time-critical
medical emergencies.



Emergency Communication
Information Services

TZV's 24/7 ECIS team helps TZV and ESOsrespond
to Victorians’ needs. They expertly maintain and
improve innovative technology-based services,
digital channels, information andintelligence
datasharing platforms. They facilitate real-

time communications between TZV and tens of
thousands of ESO field responders.

Our ECIS team operates withina complex,
statewide communication network. They provide
technical advisory services to DJCS who manage
operational communications channels and
intelligence systems:

- Metropolitan Mobile Radio (MMR) service
- Regional Mobile Radio (RMR) service

- Mobile Data Network (MDN)

- Emergency Alerting System (EAS)

- Managed Device Service (MDS).

See Yearinreview, Operational telecommunications
onpage 38 formore.
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Emergency management services

Emergency managementis about preparing for,
responding to and recovering from major events
and emergencies.

Working with EMV, private industry and state
andlocal governments, TZV provides critical
communications capabilities, intelligence and data,
before, during and afteremergencies. We work
closely with other ESOs, including the Victorian
State Control Centre (SCC), to co-ordinate
responsestolocalandlarge-scale emergency
events, and with interstate partneragencies -
particularly onVictoria’s borders.

See Yearinreview, Emergency management and
surge response on page 36 formore.

Service locations

Our core services are delivered from three State
Emergency Communications Centres (SECCs).

They provide 24/7 every day critical emergency

communications:

- Ballarat (BAL) SECC

- Burwood East (THO) SECC

- Williams Landing (WIL) SECC.

We also have our Wesley Court (WES) office,
offering corporate and support servicesin
Burwood East.
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TZV’s Strategic Plan sets clearlong-

term objectives forTZV. It articulates our
purpose, what we must achieve and how

we will succeed. Ourfocusisnotjust onthe
hundreds of calls for assistance that we will
answer in the next hour, but on the millions of
calls we will take incoming years.

Strategic Plan
2024-2027

The planhas four strategic domains, each with strategic goals and outcomes. Itis aligned to agreed Victorian
Government community safety, emergency management and health outcomes.

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, ips
every community ance

Our people make

Optimised systems and

the difference a sustainable organisation

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

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

Strategic outcomes

A. Communities receive a high
quality, timely service to their call

forhelp fromemergency services.

B. Accessible and responsive
services meet community needs.

Key Victorian Government outcomes that we contribute to

Community
focused

Every minute we dispatch, connect
with, and support Victoria's other
emergency services to be safe and
deliver theirbest.

How we work together s critical to our
shared success forcommunities.

Strategic outcomes

C. Effective partnershipsimprove
service delivery to communities.

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

Service
excellence

Ourworkforce 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 theirbest.

Strategic outcomes

E. We attractandretain a high-
performing, diverse workforce.

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

Integrity

Respect

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

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

Strategic outcomes

G. Ourgovernance and funding
modelunderpin a strong,
sustainable service.

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

Better
together
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Our governance TZVis governed by the TZV Actand
accountable to Vicki Ward MP, Minister for

Emergency Services, government and the
community. Organisational and governance
structures support our decisions and
activities. We are subject toindependent
oversight andreview.

Operational Triple Zero Victoria
Committee Board

DJCS Secretary

Triple Zero Victoria
CEO

Board

The TZV Act required the appointment of an See corporate governance disclosures on pages
Interim Board for TZV during its establishment 47-48 formore detail about Board members and
phase. Apermanent Board hadto be appointed theirresponsibilities.

withintwo years.

TZV’s Interim Board was appointed under section
19A of the TZV Act. These members wereinplace
from1July 2024 until 14 June 2025 .

- DrAlex Cockram (Chairperson)

- Ms Christine Ferguson PSM (member) Organisational and
- Ms Mary Delahunty (member). governance structures
The current seven-member Board was appointedin support our decisions

line with section 19 of the TZV Act and commenced
on15June 2025. They are supported by the
Operational Committee, which has members from
government departments and TZV's emergency
service partners.

and activities.
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Organisational structure

Chief Executive Officer

Debra Abbott

Deputy Corporate Services

Byron Crawford

Governance, People
Strategy & Finance & Culture Legal

Intelligence Chief Financial Executive Services
Executive Officer Director Director

Director JoMclLean Simone Alice Felman
Vicky Kyris Keenan

Chief Executive Officer

TZV'sinaugural CEO, Debra Abbott, has overall
responsibility formanaging TZV.

Shereportstothe Board andregularly engages
with the Minister for Emergency Services, as well as
senior officers of DJCS, EMV and heads of Victoria’'s
ESO partners.

The CEO manages TZV with assistance and advice
from the Executive Leadership Team.

Chief Operating Officer
Nicole Ashworth

ECS Digital ECIS
Executive  Transformation  pyecutive
Director Executive Director
Michael Director Jacinta
Fawcett Dallas Reilly Thomson




Our
people
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Our people are dedicated, highly skilled
and deeply committed to serving their
community. We are connected by purpose,
and proud of what we do.
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Workforce overview

TZV’s 1,258 full-time equivalent (FTE) employees
include our ECOs - the frontline of the frontline -
and operational and corporate support teams (see
Table1). Employeesin supportroles also have the
skills to assist during periods of peak demand and
surgeresponse.

With funding from the 2024-25 Victorian Budget,
we continuedtoincrease our frontline CTD
capacity, supporting rising community demand
forourcritical services.

Seepages 40-45fordetailed comparative
workforce information.

Training

TZVis aRegistered Training Organisation (RTO).
As anRTO, our courses adhere to Victorian
Registration and Qualifications Authority
standards and guidelines.

In2024-25,185 new call-takers enrolled in our
frontline training.

Accreditation qualifications

Our ECOs earn nationally recognised qualifications
in Public Safety - Emergency Communications
Centre Operations:

- Call-takeraccreditation PUA30822 Certificate Il
in Public Safety

- Dispatcheraccreditation PUA30822 Certificate lll
in Public Safety.

To be anaccredited dispatcher, a trainee must
consolidate their call-taker skills and complete two
dispatch units that were not part of their original
call-taker accreditation.

When an ECO successfully passes their12-month
assessment, they are accredited. At 30 June 2025,
our current cohort was at different phases of the
training pathway (see Tables 2 and 3).




ANNUAL REPORT 2024-25 | 13

Table 1: Paid FTE of active TZV employees - last full pay period of 2024-25 compared with 2023-24

Frontline Operational 918 896
Operational support 187 200
Corporate support 153 179

Total 1,258 1,275

Table 2: Accredited training for the role of TZV call-taker

Ambulance 62 48 14
Police 110 88 22
Fire 13 1 2

Total 185 147 38

Table 3: Accredited training for the role of TZV dispatcher

Ambulance 34 31 3
Police 63 56 7
Fire 24 20 4
VICSES! 16 16 0
Total 137 123 14

1. VICSES Dispatcher training is included for detail. The training is non-accredited.

The training module HLTAIDOO9 Provide Cardiopulmonary Resuscitation (CPR) has beenremoved from the
accredited curriculum provided by TZV as an RTO. ECOs still complete first aid training so they can offer
supportinthe community.
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Pe O p | e , C U |‘tu re The People, Culture and Performance Framework

2023-26 details what TZV will do over the next

a n d p e rfo rm a n C e three years to develop and support leaders and

employees at all levels, so we build aresilient and

fra m eWO rk sustainable workforce for the future. It has these
2023 —26 themes:

- workforce design

- workforce capability

Ourinclusive workplace embraces - workforce experience.

and promotes diversity. Referto Yearin review section on page 34 for key
peopleinitiativesin 2024-25.

Geﬂder equa“ty Womeninleadership

: : The number of womeninleadership positions
a N d N C | U S | O N increased from 45 percentin2023-24to 49 per
centin2024-25 (Figure 2). Consistent with the
Gender Equality Act 2020, our executive leadership
teamis stillmore than 50 percent female.

Our profile

TZV's teamis made up of highly skilled and
dedicated professionals who are deeply
committed to serving our community. We are always
working to reflect the diversity of the community
we serve, in our workforce. Thisis key tolong-term
workforce sustainability.

Ourworkforceis 67 per centwomen, unique among
ESOs(Table 4). Frontline ECOs are 71 percent women
(Figure ).

Table 4: TZV Overall workforce (headcount) composition

Women 946 998
Men 463 468
Self-described* 6 8
Total 1,415 1,474
Women (%) 66.9 67.7
Men (%) 32.7 31.8
Self-described (%) 0.4 0.5

* Self-describedincludes fourundeclared employees.



Diversity, equity, andinclusion

We recognise that valuing everyone’s contribution
and talents helps us design and deliver our services
to the community. We want all team members to:

- feelrespected forwho they are and able to be
themselves

- be connectedto their colleagues and feel that
they belong

- contribute their perspectives and talents to the
workplace

- progressin their career.

Overtheyear, TZV worked very hard onimproving
diversity, equity andinclusion, including building
systems and practices to embed and sustain our
progress. Some of our activities were:

- submitting our gender equity audit to the
Victorian Commission for Gender Equality in
the Public Sector

- progressing our Gender Equality Action Plan
2021-2025 andreporting to the Commission

- developing Reconciliation and Disability
ActionPlans

- hosting a successful International Women'’s
Day event

- representation at the annual Victorian Pride March.

Self-described
0.5%

Figure 1: TZV frontline ECOs
(headcount) composition
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June
2025
49.3%

June
2024

2023 .
o309 44.8% I

Figure 2: Percentage of women
inleadershiproles.

June
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Workplace health,
safety and wellbeing

‘ Health and Safety Strategy goals

We continued following our Health and
Safety Strategy, focused on safety
leadership, risk and injury prevention,
and safety systems improvement.

.‘. Safety leadership

We build safety leadership capability and
culture throughout the TZV community.

Risk and injury

A

We understand our hazards and risks and
prevent the occurrence/re-occurrence of

prevention workplace injuries and illnesses through
targetedinterventions.

Safety system We strengthen and streamline our procedures,

improvement guidelines and processesto enhance the

end-user experience.

This financial year, each business area addressed
theirunique health and safety risks via alocal Health
and Safety Plan, to protect service delivery to
communities and our ESO partners.

TZV’s Mental Health and Wellbeing Plan took a
holistic approachto achieving TZV's aspirations of
promoting individual mental health and protecting
whole-of-organisation mental health so employees

are mentally fit and ready to support our community.

Seepage 34 for priority actionsin 2024-25to
manage safety risk and page 46 for details on
our health and safety performance indicators.



Employment
conditions and
workplace relations

Ourfrontline ECOs, operational and corporate
support employees have dedicated EAs:

- Frontline operations employees are covered by
the TZV Operations Enterprise Agreement 2024,
Thiscame into effect on15 January 2025, uplifting
wages and allowances and introducing a new
classification structure.

- Ouroperational support and corporate support
employees are covered by the ESTA Support
Staff Enterprise Agreement 2021, which expired
on 30 June 2025. Negotiations have commenced
and the parties are working collaboratively
to deliveranew agreementinline with state
government wages policy.

Recognition andreward

We enable a high-performance culture at TZV
through visible acknowledgement of innovative
practice and continuous improvement, highlighting
both actions that align with our values, and
individuals and teams who reflect outstanding
contribution to operational excellence.

Our Recognition and Reward Framework
demonstrates TZV's commitment to noticing
andrewarding achievement. It outlines a
multi-layered approach to formal and informal
approaches that sustain aworkplace where
employees feelvalued, recognised, engaged and
connected. It celebrates the exceptionalimpact
ouremployees make every day.
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Employee terms and conditions are
governed by legislation, enterprise
agreements (EAs)and TZV policy. Our
selection processes ensure applicants
are evaluated fairly, equitably and without
discrimination, against key selection
criteriaand other accountabilities.

Internal awards

We have two main internal awards to recognise
achievement:

- You Made a Difference Awards - 92 recipients

- Service Recognition Milestones - 39 recipients,
including 14 with 30 years of service.

Formal awards

OurWorkforce Awards recognise the highest
achievement and performance ininnovation,
operational excellence, impact and demonstrating
TZV values.

On 29 October2024, we held our first TZV
Workforce Awards at Treasury Theatre. Five
individuals and teams were awarded for significant
and outstanding contributions, helping to deliver
TZ\'’s critical services.

External awards

Katherine Cardy, a TZV ambulance ECO, was
awarded the International Academy of Emergency
Dispatch 2024 Australasia Dispatcher of the Year.
Katherine’s nomination centred around a triple zero
(O00) callwhere she helped awoman prematurely
deliver twin girls. Calls like these are highly complex,
canlastalongtime andrequire the call-taker to stay
ontheline while help is onits way.

Community commendations

This year our employeesreceived

61 commendations from gratefulmembers

of the community who received the emergency
services help they needed, when they needediit.
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Our performance

\ 4

TZ\V's 24/7 triple zero (O00) emergency
CTD service links the community to
Victoria's emergency services.

This year was our busiest onrecord:

- We answered almost 3.1 million calls for assistance
-the most callsinany year - with more than
2.4 millionemergency requests via triple zero
(000). Thisis 8,500 calls a day, orone call every
10.2 seconds.

- We answered more than 1.6 million calls for
police assistance, a staggering 12.9 percent
increase on 2023-24 volumes. March 2025 was
the first month ever where we took more than
150,000 police calls.

- Despiterecord demand, we met Department
Performance Statement (DPS) service line
emergency call answering measures for
ambulance, police and fire, and were within
5 percent of the target for VICSES.

- We dispatched emergency services to almost
2.6 million events, including 400,000+ ambulance
Codel, ‘lightsand sirens’ events.

See Appendix D onpage 102 formore
CTD statistics.

Department performance statement
measure summary

The DPS describes the objectives and outputs
(goods and services) departments are funded to
deliver. TZV performance measures contribute
to the objective of reducing the impact and
consequences of natural disasters and other
emergencies on people, infrastructure, the
economy and the environment.

OurDPS performance targets are all timeliness
based andreflect existing determined performance
standards. In2024-25, the agreed performance
standards were determined by the Inspector
General forEmergency Management (IGEM).

Underthe new TZV Act, the EMCisresponsible
forsetting agreed performance standards. TZV
continues to advocate formore consistency across
performance measures.
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Table 5: 2024-25 DPSresults

Emergency call answer speed performance meeting benchmarks

AV 90.0 95.0 5.6 v
VP 80.0 88.0 10.0 4
FRV 90.0 95.9 6.6 v
CFA 90.0 97.0 7.8 4
VICSES 90.0 85.6 -4.9 O
Emergency dispatch performance meeting benchmarks”

AV Codel 90.0 80.0 -1 [
VP Priority 1 80.0 94.4 18.0 v
FRV Priority 1 90.0 93.4 3.8 4
CFAPriority 1 90.0 92.8 3.1 v
VICSES Priority 1 90.0 89.9 -0.1 m]

v’ Performance target achieved or exceeded.

O Performance target not achieved - within 5 per cent or $50 million (cost measures only) variance.

B Performance target not achieved - exceeds 5 per cent or $50 million (cost measures only) variance.

*Thisresultis below target. There are long standing structural issues with the methodology behind this benchmark which affect reported performance.

~ Priority levelreflects therisk to life and property and the urgency of response required. Alower number (such as O or 1) is given a higher priority foremer-
gencyresponse. Each ESO defines priority level differently, inrelation to the type of work they undertake.

The above table demonstrates: - Ouremergency dispatch performance target was
- Ouremergency call answer performance target achieved forthree of the five emergency service
was achieved for AV, VP, FRV and CFA assistance. lines. VICSES dispatch was within the acceptable

five percentvariancerange, just 0.1 percent from

o Theactualresultis more than five per cent
the annual target.

higherthan the target, due to significant

investmentinTZV’s call-taking capacity and - Ouremergency dispatch performance target
improving service effectiveness. was not achieved for AV Code 1 performance.

There arelong-standing structural issues with
the methodology behind this measure, which
consistently affect reported performance. The
benchmark was last achieved in February 2010.

- VICSES calls are received through the 132 500
flood and storm emergency number, not triple zero
(000). Calls were answered withinthe acceptable
five per centvariance range, but surge demand
consistentlyimpacts our ability to meet overall
performance targets (read more onpage 25).



20 | TRIPLE ZERO VICTORIA

Quantitative CTD service performance

Impacts on performancein 2024-25

Atalmost 8,500 callsaday,up 7.3 percent fromthe
already elevated community demandreportedin
2023-24, this was the first year where we answered
more than three million calls. Rising community
demand affects not only total call volume, but also
daily call patterns, with a distinctimpact on our
reportable performance measures. We are now
operating under sustained pressure, with fewer
low-volume days to absorb variability orrecover
fromhigh-load periods.

Emergency ambulance - demand

Ambulance callsincreasedin 2024-25, setting new
records for triple zero (O00) demand. The most
consistentdemand driveris Victoria’s growing and
ageing population; the over 80s age group account
formore than 20 per cent of ambulance activity.

InDecember 2024 there were 95,374 calls, the
highest ever monthly demand.

TZV now regularly manages over 3,000 ambulance
callsperday. On126 days, we received more than
3,000 calls,comparedto 44 daysin 2023-24.



Overalldemand pressures are made worse by:

- community members calling us back due to
extended ambulance response times, typically
during periods of high demand and AV shift
changeovertimes. Yearonyear growthin call-
backs was 20 percentin June 2025.

- nuisance calls - forexample, 495 were received
over a24-hour periodin February 2025. T2V
continues to work with ESOs and Telstra ECP to
review and improve nuisance caller workflows and
explore avenues forlaw enforcement.

Increasing demand directly impacts ambulance call
answer performance (read more in our analysis on
page 22).

Police - demand

In2024-25,TZV also had a large and sustained
increase in police call volume, well above historical
seasonal demand patterns. Police calls increased
by 12.9 percent from 2023-24.

Volumes in March 2025 were the highest recorded
forasingle month, with over150,000 police calls
received -up 15.5 percent fromMarch 2024,

We often manage over 5,000 police calls per day.
There were 49 days - almost one per week - where
they were above 5,000. In contrast, in 2023-24
there was only one day where calls exceeded
5,000.

TZV has been working closely with VP toreduce
transfers from the Police Assistance Line (PAL) to
TZV via triple zero (000) when appropriate, but the
increase persists.

Surging demand has been the key factorin our
police callanswer performance trends (read more in
our analysis on page 23).
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Performance monitoring and assurance

IGEM conducts year-round assurance activities
to assess the non-financial performance of our
emergency CTD servicesto AV, VP, FRV, CFA and
VICSES against agreed performance standards.

We report monthly on both qualitative and
quantitative measures for our statewide services*
(see Appendix C on page 101 forour2024-25
quantitative performance standards). Performance
isaggregated over a calendar month - not on
average daily performance.

The following figures and tables, reflect
statewide activity and performance against each
performance standard. Appendix D on page 102
provides full comparative performance results
and explanations.

* For AV, the performance standard only applies to metropolitan service delivery. Statewide performance reporting is based on the metropolitan standard.
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Performance of our CTD services to AV

Table 6: Ambulance emergency monthly statewide call answer performance

Callanswer 96.2 95.6 95.9 96.1 94.9

performance
(%)

95.8 96.3 947 94.6 95.

93.0 92.0

Performance 90.0 90.0 90.0 90.0 90.0

benchmark
(%)

900 90.0 90.0 900 900

90.0 900

2024-25 87221 88570 80,824 88444 93,03

callactivity
(no.)

95374 86,287 88484 94,687 84543 91476 89570

In2024-25,TZV:

- met the performance benchmark of answering
90 per cent of emergency calls within five
secondsinall12months (see Table 6)

« monthly callanswer performancein June 2025
(92.0 per cent) further declined from May 2025
(93.0 per cent)whichwas the lowestrecorded
since August 2022 (92.9 per cent). Whilst
stillmeeting the benchmark, thisresultis the
outcome of sustained community demand
being managed by ourambulance call-takers

- met the performance benchmark of answering
ambulance NEPT calls within 30 seconds in all
12 months

We met the performance
benchmark of answering

90 per cent of ambulance
emergency calls within

five secondsin all 12 months.

- did not meet the performance benchmark of
dispatching 90 percent of Code Teventsin150
secondsinallmonths due to factors, including:

 escalationto Code 1from lower acuity (Code 2
or Code 3) events, which are designed to gather
moreinformation from the caller

> performance is calculated on the final event
priority assigned to an event. Lower acuity
eventsupgradedto Code, aresult of
deterioration of condition, contributes
tonon-compliance with the Code
performance benchmark

« complex calls where extrainformationis
needed to establish the most appropriate
event classification

o constrained AV fleet and operational capacity,
typically during high ambulance demand
periods and AV shift changeovers.



Performance of our CTD services to VP
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Table 7: Police emergency monthly statewide call answer performance

Callanswer  89.5 872  90.1 89.1 88.8

performance
(%)

91.3 90.3 85.8 838 873 861 87.2

Performance 80.0 80.0 80.0 80.0 80.0

benchmark
(%)

80.0 800 800 800 800 800 800

2024-25
callactivity
(no.)

120280 129542 127352 137572 144236 149923 145416 135407 152481 137460 136412 124606

IN2024-25,TZV:

- met the performance benchmark of answering
80 per cent of police emergency calls within five
secondsinall12months (see Table 7)

- metthe performance benchmark for dispatch of

Priority 1(P1) events within the benchmark time of
160 secondsinall12months

- met the performance benchmark for dispatch of
lower priority P2 and P3 eventsinall 12 months.

1]

We met the performance
benchmark of answering
80 per cent of police
emergency calls within five
secondsinall 12 months.
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Performance of our CTD services to FRV and CFA

Table 8: FRV emergency monthly statewide call answer performance

Callanswer 97.4 96.0 98.1 967 959 943 899 966 963 983 97.0 98.3
performance
(%)

Performance 90.0 90.0 900 900 900 900 900 900 900 900 90.0 900
benchmark
(%)

2024-25 2283 2307 2255 2637 3202 3643 4046 3024 3267 2718 2,881 2350
callactivity
(no.)

Table 9: CFA emergency monthly statewide call answer performance

Callanswer 99.3 976 985 968 954 971 958 959 96.6 976 97.6 99.0
performance
(%)

Performance 90.0 900 900 900 900 900 900 90.0 900 900 90.0 900
benchmark
(%)

2024-25 2460 3016 3107 3704 4776 4804 5219 4867 4620 4095 439 2983
callactivity
(no.)

IN2024-25,TZV:

- metthe FRV performance benchmark of
answering 90 per cent of emergency calls within
five secondsin 11 of 12 months (see Table 8)
- met the CFA performance benchmark of .

answering 90 per cent of emergency calls within
five secondsinall12 months (see Table 9)

We met the aggregated
- met the performance benchmark of answering performance benchmark
non-emergency or operational fire calls for both for tlmely dlspatch of P1

fire agenciesinall12 months events in a" '|2 months fOf

- metthe aggregated performance benchmark both fire agencies
fortimely dispatch of Pleventsinall 12 months for )

both fire agencies

- metthe aggregated CFA P23 dispatch standardin
four of the 12 months.
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Performance of our CTD services to VICSES

Table 10: VICSES monthly statewide call answer performance

Callanswer  99.1 76.9 62.5 92.1 91.5

performance
(%)

99.7 998 899 979 989 98.2 987

Performance 90.0 90.0 90.0 90.0 90.0

benchmark
(%)

900 900 900 900 900 90.0 90.0

2024-25
callactivity
(no.)

2228 5020 942 2693 3325

2775 2719 4508 2516 1365 1434 1734

IN2024-25TZV:

- metthe VICSES performance benchmark of
answering 90 per cent of emergency calls within
20 secondsinnine of 12 months (see Table 10):

« callactivity to the VICSES storm queueis
extremely dynamic: unforeseen severe
weather canresultinalarge volume of calls for
assistanceinashort period of time thatlead to
non-compliance

variation within a year, and between years, can
be large, partly due to the overall smaller volume
of requests -in 2024-25,TZV daily call demand
ranged between 15 (lowest) and 5,800 (highest)

» onelarge storm canresultinalmost 15 percent
of average annual activity occuringin one day
- forexample, on Monday 2 September2024,
there were 5,880 calls (14.9 per cent of annual
calls) to the VICSES emergency stormline (132
500), and accounting for 58 per cent of overall
non-compliant callsin 2024-25

- metthe aggregated performance benchmark for
dispatch of P1events within the benchmark timein
seven of 12 months

- met the performance benchmark foranswering
non-emergency or operational callsin all
12 months

- metthe aggregated performance benchmark
fordispatch of lower priority P2 and P3 eventsin
1Tof 12 months.

We met the VICSES
performance benchmark

of answering 90 per cent of
emergency calls within 20
seconds in nine of 12 months.
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CTD quality performance

Our Quality Improvement and Investigations

Team (QIIT) ensures quality assurance through
independent service delivery audits (SDAs)

of emergency and non-emergency calls and
dispatches. Reviewing thousands of events
eachyear, theyidentify quality drivers and trends

to support targeted, data-driven, continuous
improvement in frontline CTD services. Audit
findings inform qualitative performance reporting to
IGEM, including community and ESO service delivery
outcomes and performance. QIIT also report any
events of interest (EOI)in TZV’s operations.

Table 11: SDAs and compliance

Service delivery audits
Overall, QIIT completed more SDAs this year.

Emergency ambulance and fire audit levels were
consistent with 2023-24, with overall compliance
improving forboth service linesin 2024-25.

Non-emergency ambulance call-taking audits
decreased, due to more bookings being registered
viawebform.

QIITincreased SDAs of the police CTD service
line,inresponse to surging community demand
forassistance.

QIIT continue to identify improvement
opportunities across all servicelines, to better
target coaching and development for our growing
workforce across all servicelines.

All service delivery audits 27,696 91.9 26,511 91.2
Ambulance emergency call-taking 6,330 95.1 6,741 92.6
Ambulance emergency dispatch 1,564 941 1,603 92.2
Ambulance non-emergency call-taking 667 97.2 1,41 97.9
Ambulance non-emergency dispatch 747 96.7 635 97.2
Police call-taking 5,529 77.6 4,744 82.0
Police dispatch 6,350 92.7 5,223 94.6
Fire call-taking 2,578 86.3 2,304 85.0
Fire dispatch 3,931 95.2 3,850 93.9

Note: TZV’sinternal quality target, forinternal benchmarking purposes only, is 90 per cent for all SDAs. A compliant SDA is one where no service performance

improvement opportunities were identified on any assessed criteria.
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Table 12: 2024-25 cumulative qualitative performance

AV Call processing
Emergency Accuracy of event location 99.7 991
Accuracy of event type 98.3 97.6
Accuracy of general eventinformation 99.7 99.7
Dispatch
Accuracy of general eventinformation 99.1 99.8
Appropriateness of allocated resources 98.9 97.9
Method of dispatch notification 99.6 100.0
Messaging
Responsiveness torequests 99.8 99.2
Non-emergency Call processing
Accuracy of event details 99.9 97.9
Dispatch
Appropriateness of allocated resources 99.9 100.0
Method of dispatch notification 99.5 100.0
Time of dispatch 99.2 100.0
VP Call processing
Accuracy of event location 97.7 85.0
Accuracy of event type 96.0 85.0
Accuracy of general eventinformation 97.3 85.0
Adherence to VP structured call taking 95.4 85.0
Dispatch
Accuracy of general eventinformation 98.5 95.0
Allocation of appropriate resources 99.2 95.0
Messaging
Accuracy of processed messages 99.8 95.0

Responsiveness torequests 99.9 95.0
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Table 12: 2024-25 cumulative qualitative performance (continued)

FRV Call processing
Accuracy of additional information 98.2 98.0
Accuracy of event location 98.5 98.0
Accuracy of event type 97.8 98.0
Dispatch
Appropriateness of allocated resources 99.0 98.0
Messaging
Accuracy of processed messages 99.6 98.0
Responsiveness to requests 99.9 98.0
CFA Call processing
Accuracy of additional information 98.4 98.0
Accuracy of event location 97.6 98.0
Accuracy of event type 98.6 98.0
Dispatch
Appropriateness of allocated resources 97.9 98.0
Messaging
Accuracy of processed messages 100.0 98.0

Responsivenesstorequests 99.8 98.0




Events of interest

EQIlrelate to potential performanceissuesin
TZV’s service delivery. They can be reported by
TZV,an emergency services partner, ora member
of the public.

QIITreviews all potential EOls and assigns them

to one ormore categoriesinline with arisk
methodology agreed with IGEM. Events with a
potential ‘high’ or ‘critical’ impactrisk are reported
to IGEM.

In2024-25, there were two potentially high-risk
events - anotherlow numberinline with 2023-24.
We believe there were only two IGEMreportable
events dueto:

- improvementsin frontline CTD capacity which
support greater capability

- proactive engagement with other ESOs on
performance improvement opportunities.

Table 13: Agency-generated observationreports
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Observationreports

An observationreportiswhere other ESOsraise a
complaint, commendation or service improvement
regarding TZV's operational performance. Where
thereis acomplaint, QIIT assesses whether TZV
deviated from agreed protocols and responds.

TZV received 267 agency-generated observation
reportsin 2024-25, down 20 per cent from 335
in2023-24.The drop incomplaints was because
QIITworked very closely with our ESO partners on
reducinginvalid observationreports.

AV 33 12.36 60 17.91
VP 2 0.75 3 0.90
FRV 14 5.24 24 7.16
CFA 54 20.22 75 22.39
VICSES 164 61.42 173 51.64
Total 267 100.00 335 100.00




30 | TRIPLE ZERO VICTORIA

2024-25
yearinreview

4

S Activity snapshot
) 3,099,136 Total calls answered

;_:'0 8,491 Calls per day (average)
(1) 10.2secs Acaleveryl0.2seconds
%2 2,441,291 000 calls answered
1,157,757  Ambulance calls answered
@ 1,640,686 Police calls answered

9) 37580  132500stormcallsanswered
A= 2,598,726 Totalevents dispatched
E 403,843 Codeleventsdispatched
é 12 Births assisted

Q> 8,515 Cardiac events managed
() 176,684  Bumoffsmanaged

£ 322 Pursult events assisted
f’o{ 13,841 Highest daily call volume*

*2 September2024



With our emergency service, community
safety and health partners, we aimto
provide exceptional performance for every
community member, every time.

In2024-25, despite record demand, we met
callanswer benchmarks for all triple zero (000)
ambulance, police and fire requests.

Below, are our key achievementsin:

- reviews, commissions and inquiries

- Strategic Plan priorities

- emergency management and surge response
- computer-aided dispatch (CAD) system

- operational communications

- community engagement.

Reviews, commissions and inquiries

The Victorian Government announced no new
reviews into TZVin2024-25.

Reform program

We have been working with government and partner
ESOstoimplement allrecommendations from
2021-22 reviews into the (then) Emergency Services
Telecommunications Authority (ESTA):

- ESTA Capability and Service Review: Final Report,
by Mr Graham Ashton AM APM

- IGEM’s review of Victoria’s emergency ambulance
callanswer performance - COVID-19 pandemic
related surge.

In2024-25, we completed all TZV-led
recommendationsinthe reform program:

- developedandimplemented alessons
management framework to support enterprise-
wide continuous improvement processes

- supported the EMC to develop TZV performance
standards

- became aparty to Victoria's Data Sharing
Heads of Agreement to ensure enhanced data
governance

- established anintelligence function and setits
three to five year strategy.

TZV has had some solid reforms, creating a strong
foundation for our future success.
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Royal Commissioninto Victoria’s Mental
Health System

The 2021 Royal Commissioninto Victoria’s
Mental Health Systemrecommended extensive
changes so the community receives health-led
responses to mental health crises. The shift
requires acomprehensive, networked system of
crisis supports.

The Department of Health (DH) is leading the

reform, which centres on the Mental Health and
Wellbeing Act 2022. The Act establishes new roles
and entities andincludes the Recommendation 10
project. Recommendation 10 states that, wherever
possible, emergency services’ responses to people
in a mental health crisis should be led by health
professionals ratherthanpolice.

In2024-25, T2V continued working with DH, DJCS,
VP and AV to consider theissues and progress
service design.

National triple zero (000) reform

We continue to advocate for the Triple Zero service
in Victoria through any nationalinitiatives, and
through the Commonwealth Government’s work
to deliverrecommendations from a postincident
review, led by MrRichard Bean, following an Optus
outage on 8 November2023.

Thisincludes areview and update of legislation and
regulationrelating to the delivery of Triple Zero.

We also worked with DGS to highlight the potential
forloss of access to triple zero (O00) after Telstra,
Optusand TPG Telecom’s planned national

3G network shutdowns. The Commonwealth
Government then made the Telecommunications
(Emergency Call Service) Determination 2019 so
service providers had toidentify mobile phones that
could not access triple zero (000), notify theiruser
and cease providing a service to the affected device.

Victorian advocacy ensured the network shutdowns
were delayed. All 3G networks were switched off by
November2024.
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Strategic Plan

TZV's Strategic Plan 2024-2027 sets clear,
long-term objectives and details how we
will connect the community to the right help
with expertise and care.

Afterayear of actions aligned to the three year plan, we have proved to government and peer agencies that
we are more stable and can deliver core services, while also making progress on pressing initiatives. Our
priority work across the four strategic domainsin 2024-25is detailed below.

Every call,

every community

Communities are at the heart of our work. Whenwe
receive a call for help, we are calm, professional,
caring, and expertin what we do. We want to deliver
the highest quality service to every community
member, every time.

To ensure our services continue to meet demand of
the Victorian community, we:

- completed our Average Handling Time Action Plan
(AHTAP), designed toimprove call processing,
and got started onthe mostimportant
recommendations

- reviewed our location verification procedures to
identify ways we mightimprove
- provided our State Duty Officer (SDO) team with

updated situational dashboards that have better
intelligence on daily performance.

TZVis committed to delivering accessible and
responsive community services. To improve cultural
awareness for our frontline ECOs, we:

- engaged with First Nations consultancy Yamagigu
to develop tailored e-learn training content

- launched the new e-Learning package to
the workforce.

We worked closely with the EMC and partner
ESOsto support the development of new TZV
performance standards using detailed modelling
to support the process.

We also commenced work to explore
community sentiment about our services and
identify opportunities to work with other ESO
and sector partners to build understanding of
community experience.




The way we work with Victoria’s otheremergency
servicesis critical to our shared success. Every
minute we dispatch, connect with, and support
them to be safe and deliver their best.

We also work together on shared priorities to
improve the sector - reducingrisk for partner ESOs
and improving community outcomes.

To ensure our services continue to meet evolving
needs of emergency service partners, we:
- partnered with VP on a dispatch expansion plan

- trained allregional ambulance dispatchers and
transitioned regional operations onto digital radio
as part of the Digital Radio Upgrade Program
(DRUP2)

- successfully launched DRUP2 at our BAL
SECC - Barwon dispatch was first to transition
to digitalradio

- established aworking group of TZV and fire
agenciestoreview dispatch and operational
communications operating models.

We are committed to data and
intelligence-led performance
improvement and decision
making for TZV and our
emergency service partners.
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We are committed to data andintelligence-led
performance improvement and decision making for
TZV and our emergency service partners, so we:

- developed fournew intelligence products for
ESOs (in consultation withESOs)

- ran consultations with ESOs to produce the
TZV Planning and Preparedness Opportunities
Summary Report. It outlines the strategic planning
and preparedness foremergency events that
ESOsneed.

We are committed to improving our lessons
management capability to support continuous
improvement of TZV services, and build stronger
partnerships with ESOs to improve operational
response, sowe:

- developedthe TZV Lessons Management
Framework

- delivered training to targeted groups at all SECCs

- attended and presented atalessons
Management conference with other
sectormembers.

Ournew Emergency Management Plan (EMP),
endorsed this year, willimprove ourresponse to
bigemergency events (see page 36 for details
onemergency management and surge response
improvements).
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Our people make

the difference

Ourworkforce helps thousands of people every
day. Whetherthey assist callers and emergency
responders or provide critical services behind the
scenes, we support and develop our people to
achieve their best.

As part of focus on proactively managing safetyrisk,

preventinginjury and enabling recovery, we:

- implemented 2024-25 department level safety
plans

- completed arefresh of TZV safety management
system policies and procedures

- deliveredintegrated health, safety and wellbeing
(HSW) plan design workshops

- drafted TZV's HSW Plan 2025-28.

To develop relationships with Aboriginal and Torres
Strait Islander stakeholders, and formalise our
commitment to voice, recognition, truth telling and
inclusion, we:

- established Reconciliation Action Plan (RAP)
steering, working and enablers groups

- engaged with Reconciliation Australia and
traditional landowners

- completed TZVs first (Reflect) RAP.

To meet the changing nature of community demand
and the terms of the new Operational EAwe:

- enhanced ouremployees’ multi-skilling
processes

- finishedimproving ourrostering frameworks
and deployment processes so we have the right
people,intheright place, at theright time

- provided frontline staff with more visibility of
rostering patterns.

We also started negotiating a new support staff EA.




Optimised systems and

a sustainable organisation

To deliver outstanding services, TZV must be strong,
smart, agile and sustainable. Ourtechnology
systems and services must help us perform and
support continued growthin demand.

We must perform at the level our community
expects for critical services, in the face of growing
demand. To address financial sustainability we:

- operated against our 2024-25 Financial Plan
and Operating Budget, endorsed by the DJCS
secretary

- evaluated what we spent on contractorand
professional services

- ensured our corporate office functions align
efficiently to support core CTD services

- developed a finance roadmap to support future
years’ financial sustainability.

We are committed to safeguarding the
confidentiality, integrity and availability of our
systems, applications and information. We embrace
proactive security measures and address emerging
threats to fortify our defences. Toimprove cyber
security across people, process, systems and
facilities, we:
- established better cybersecurity reporting
metrics

- implemented an agile security uplift programto
enhance our security posture, mitigate priority
risks andimprove resilience against cyber threats

- updated policies and processes so they align and
comply with evolving standards and regulations

- ranongoing education across multiple channels
to empower all staff in cyber awareness.
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To maintain aresilient ecosystem, we:

- completed health assessments on our CAD
capacity and Emergency Communication
Information Services (ECIS) ecosystem and
startedrecommended improvements

- developed athreeyearasset lifecycle investment
plan

- began adetailed information and communication
technology (ICT) strategy that willinclude a
technology roadmap, consider cybersecurity and
alignwith our Next Gen CAD.

OurNext Gen CAD willbe morereliable and secure,
allowing TZV to meet the evolving needs of the
community (see page 37 foranupdate on our CAD
system and upgrade program).

We must perform at the level
our community expects for
critical services, in the face of
growing demand.
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Emergency
management and
surgeresponse

Mitigation, prevention and preparation

- Proactive exercises established in 2023-24
continued - theserange from targeted, small
exercises forfrontline leaders to organisational
wide exercises.

- Emergency Management Exercise Strategy
2025-26 was endorsedin January 2025, which
provides acomprehensive approach for
operational exercises.

- Two majorinternal exercises were successfully
undertaken:

o Exercise 1. severe weatherincident on a public
holiday involving SECC water failure

» Exercise 2: telephony outage atbamona
weekday, impacting all SECCs.

- Delivered more monthly sessions of Australasian
Inter-service Incident Management System
(AIIMS) training for State Duty Officers (SDOs),
strengthening incident management capability.

- Replaced our Critical Incident Response Plan
(CIRP)with an Emergency Management Plan
(EMP) to betteralign TZV with ESO partners - our
activation triggers are now in line with emergency
sectorplanning.

Response

- Improved ourreadiness and response capability
by better monitoring service demand and
resource use.

- Service Performance Duty Managers continued to
manage performance as a 24/7 onsite resource,
as wellas managing response actions.

- Activated our CIRP/EMP 19 times, up from17in
2023-24

While we respond to emergencies, itis also
important to be proactive. We examine

our strategies and plans and the measures
we initiate so we are always improving

and building resilience ina challenging
environment. Below are our activities and
achievements across the emergency
management phases.

- Deployed Emergency Field Communications
Officers (EFCOs) on 40 shifts toregional Incident
Control Centres (ICCs) to support ESO partners
using portable CAD kits - notable deployments
included:

e Horsham ICC, Grampians Fire Complex
« Woori Yallock ICC forthe Montrose Fire.

- Deployed Emergency Management Liaison
Officers (EMLOs) on 54 shifts at the SCC and six
otherlocations throughout the year:

« VP and AVrequested deployments to the Police
Operations Centre for New Year’s Eve and again
to Melbourne Town Hall for the ANZAC Parade

« fire agenciesrequested deployments to
fire ICCs.

Recovery

We supportrecovery of SECCs, manage systems
and networks and assist with after-actionreviews
(AARs). AARs are an opportunity toreflectona
pastincident or exercise, gather observations and
insights and decide on actions to be takenand
lessonstobelearnt.

We completed an AAR following an unplanned CAD
system outage on 20 November 2024 (see page 37
formore details).
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Computer-aided dispatch system

Our CAD systemunderpins the triple zero (O00)
service. This bespoke application has beenupdated
many times over the years to meet changing needs.
Itis the platform that:

- supports our ECOs to processincoming requests
forassistance - bothemergency and non-
emergency events

- enables dispatch of emergency and non-
emergency servicesresources

- integrates directly with telephony, radio, triage,
paging and other systems to allow information
exchange with partner ESOs, sector and
government systems

- makes it possible forTZV to perform our critical
operational communications functions

- provides the datawe needtorecord and share
emergency incidentinformation where required
and permitted by legislation.

Next-Generation CAD

The Victorian Governmentis funding Next Gen
CAD, the most critical system-build in the history of
Victoria’s emergency CTD services. It willbe more
reliable and secure, with greater functionality, than
our current system, and is designed toimprove
outcomes for the community and our ESO partners.

IN2024-25, we:

- completed procurement and onboarding of
Next Gen CAD’s systems integratorand
solutionvendor

- the Minister for Emergency Services and
the Treasurer awarded the contract on
27 November2024

- movedinto Stage 2: Design, Build and Test aiming
forend-to-end detailed design and build of
the system, its associated coreinfrastructure,
network, integration and software.

Investmentinimproving sectorintegration

Next Gen CAD willintegrate directly with ESOs,
sectorand government systems, but also have the
added feature of an emergency sectorintegration
platform (ESIP) so ESOs can securely share incident
and dispatch data.

We continued our work with EMV, DGS and
the Department of Premier and Cabinet onthe
ESIP project.

Investmentin the current CAD system

TZV continues toinvestin our current CAD system
toensureitis stillable to manageincreased
community demand, operational activity and

EM activations with minimalimpact to frontline
operations.

Unplanned CAD system outages

On 20 November2024,TZV experienced the first
unplanned CAD system outage since October
2023. Callers could dialinand connect with triple
zero (0O00) butinternal TZV systems that process
datafailed.

TZV's business continuity arrangements were
enacted at all SECCs and manual operations were
used. This approachis consistent with the back-up
plans of all other Australianjurisdictions.

... Next Gen CAD, the most
critical system-buildin

the history of Victoria’s
emergency CTD services.
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Operational telecommunications

Managed services technical advisory

ESTA had historically been the State’s designated
Operational Telecommunications Contract
Manager, with legislative responsibility for making
sure Managed Services’ critical communications
were provided across the emergency services
sector.

IN2023-24,inline withrecommendations from the
ESTA Capability and Service Review, the Minister
forEmergency Services approved Managed
Services’ contracts being transferredto DJCS. TZV
now provides technical advisory services to DJCS
Emergency Management to support the delivery of
Managed Services.

Emergency alerting system

The EAS network delivered over two million paging
messages. Alifecycle refresh programisinprogress
to upliftits critical hardware.

Managed device service

TZV provided technical advice to DJCS to support
the MDS for fixed and portable radio terminals used
by our ESO partners.

Metropolitan mobile radio

The MMR network carried more than 37 million radio
transmissions between our ESO partners.

TZV continued providing technical advisory support
onoperational communications for Victoria’s ‘Big
Build’. Thisincludedradio coverage forroad and

rail tunnels, new Metro stations and level crossing
removals.

Mobile data network

The MDN service handled more than 600,000 AV
transactionsinthe CAD system.

Regional mobile radio

The RMR network carried more than 20 millionradio
transmissions between our ESO partners.

We supported the RMR network uplift project, under
the DJCS led DRUP2 Program. These upgrades will
enhance coverage and channel capacity, allowing
Department of Energy, Environment and Climate
Action operations and regional AV to transition onto
the RMR network.

Telephony

Our telephony system provided a very high grade

of service and delivered the life-saving connection
between the community, our operators and our ESO
partners.
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Community awareness and education

TZV continued to grow community awareness of our
critical servicesvia:

- traditional and social media

- directengagement with community members at
events and forums

- digital platforms where we showcased our highly
skilled and capable frontline employees.

Junior Triple Zero Heroes Awards 2024

Inits twentieth year, the awards celebrated 21 calm
and courageous callers, the youngest just four when
they called triple zero (O00) for help.

Held at the Melbourne Museum for the first time,
2024’s awards were attended by the then Minister
forEmergency Services, Hon. Jaclyn Symes MP, and
emergency services leaders.

Emergency services match 2024

Led by Hawthorn Football Club in August - inits fifth
year - the eventis more important than ever. This
match promotes the selfless work and commitment
of Victorian emergency services but also seeks
toraise awareness of the mental healthissues
experienced by personnel. TZV employees were
part of alap of honour, and a guard of honour as
teams entered the ground of the MCG.
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Otherdisclosures

\ 4

Comparative workforce data

Classification data

TZV has three categories of employees.

Frontline operational

Frontline ECOs are highly trained call-takers,
dispatchers andleaders. These positions are
defined under Operational Enterprise Agreement
classifications, with progression from call-taker to
dispatcher, trainerto leadership, based on skills
acquired and training completed.

Support - Operational and corporate

Like the Victorian Public Service (VPS), our support
rolesreflect different levels of responsibility and
capability. They are covered by the Support Staff
Enterprise Agreement:

- Operational support employeeswork 24/7 to
directly support operations and others who
maintain operational skills so they canrespondin
surge situations.

- Corporate support employees deliver traditional

corporate services including finance, commercial,

communications, compliance, people and
culture, strategy andlegal services.

Senioremployees

These are our senior executive service (SES) officers
and technical specialist workers.

Tables 14 and 15 show the head count and FTE of
all TZV employees at the last full pay period for
2024-25 and, for comparative purposes, 2023-24.

Frontline ECOs are highly
trained call-takers,
dispatchers and leaders.



Table 14: Workforce classification data as at 30 June 2025
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Frontline 1,067 918 822 227 916 18 2
operational grades

Trainee call-taker 38 36 38 0 36 0] 0]
Call-taker 45] 372 327 112 370 12 2
Dispatcher 415 357 307 102 356 6 1
Workplace trainers il 10 11 0 10 0 0
Assistant team leader 74 69 68 6 69 0 0]
Team leader 78 74 71 7 74 0 0
Support grades 324 316 266 23 282 35 34
Band1 6 6 2 3 5 1 1
Band 2 31 29 26 4 28 1 1
Band 3 87 83 66 9 72 12 12
Band 4 87 86 76 2 77 9 9
Band5 81 80 71 3 73 7 7
Band 6 32 32 25 2 27 5 5
Senior employees 24 24 5 o 5 19 19
SES-3 1 1 0 0 0 1 1
SES-2 7 7 0 0 0 7 7
SES-1 10 10 1 0 1 9 9
Band-7 6 6 4 0 4 2 2
Total employees 1,415 1,258 1,093 250 1,202 72 56

The new Operations Enterprise Agreement (Ops EA) came into effect on 15 January 2025 and introduced a new classification structure.
Classification groupings are aligned to the main roles of ECOs - call-taker, dispatcher, workplace trainer andleadership.

Our ECOs progress through smaller adaptive classifications when they meet criteria detailed in the Ops EA.

FTE total may not tally. Figures have beenrounded to the nearest whole number as per Financial Reporting Directions (FRD 29).

Band7 - Technical specialist employees, above a VPS 6 equivalent.
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Table 15: Workforce classification data as at 30 June 2024

Frontline 1,070 896 800 248 895 22 1
operational grades

Call-taker1 157 146 135 22 146 0
Call-taker2 149 125 19 26 125 4 0
Call-taker 3 138 89 68 58 90 12 0
Call-taker4 39 32 26 12 32 1 0
Dispatcher] 69 65 63 4 64 2 1
Dispatcher?2 77 70 66 10 70 1 0
Dispatcher 3 253 200 158 93 200 2 0
Dispatcher4 37 29 27 10 29 0 0
Assistant TL 1 37 34 34 34 0 0
Assistant TL 2 34 3l 30 31 0 0
Teamleader 80 74 74 74 0 0
Support grades 380 355 312 28 318 40 37
Band1 12 1 4 5 9 3 2
Band?2 37 35 32 3 33 2 2
Band 3 110 103 86 1 90 13 13
Band 4 101 94 90 4 88 7 6
Band5 90 84 76 74 1 10
Band 6 30 28 24 2 24 4 4
Senior employees 24 24 7 (0] 6 17 17
SES-3 1 1 0 0 0 1 1
SES-2 6 6 0 0 0 6 6
SES-1 12 12 3 0 2 9 9
Band-7 5 5 4 0 4 1 1
Total employees 1,474 1,275 1,19 276 1,220 79 55

At 30 June 2024, TZVs frontline operational employees were covered by the ESTA Operational Employees Enterprise Agreement 2019.
Classification groupings are aligned to the operational structure in the (then current) 2019 agreement.
FTE totalmay not tally. Figures have beenrounded to the nearest whole number as per FRD 29.

Band7 - Technical specialist employees, above a VPS 6 equivalent.
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Demographic data

Tables 16 and 17 show comparative demographic and genderinformation forall TZV employees.

Table 16: Workforce gender and demographic data as at 30 June 2025

Gender

Women 946 812 683 224 786 39 26
Men 463 440 404 26 410 33 30
Self-described 6 6 6 0 6 0 0
Age

15-24 126 108 100 20 106 6 2
25-34 494 434 403 78 427 13 7
35-44 418 367 299 93 346 26 21
45-54 244 224 192 35 208 17 16
55-64 115 107 87 20 100 8 8
65+ 18 17 12 il 15 2 2

FTE total may not tally due to rounding, as figures have beenrounded to the nearest whole number as per FRD 29.

Table 17: Workforce gender and demographic dataas at 30 June 2024

Gender

Women 998 838 706 248 812 44 26
Men 468 429 407 27 400 34 29
Self-described 8 8 6 1 7 1 1
Age

15-24 167 138 132 27 137 8 1
25-34 474 398 373 85 391 16 7
35-44 420 369 298 98 350 24 19
45-54 293 260 230 44 241 19 19
55-64 91 83 68 16 77 7 6
65+ 29 26 18 6 22 5 4

FTE total may not tally due to rounding, as figures have been rounded to the nearest whole number as per FRD 29.
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12-month rolling employee turnover

Employee turnover was measured over the reporting period. Board members, transfers between operations
and corporateroles, and agency contractors are notincludedin Table 19.

Table 18: 12-monthrolling employee turnover at 30 June 2025

Frontline operational 1,067 132 21 153 12.4 2.0 14.3
Support 348 27 40 67 7.8 1.5 19.3
Total 1,415 159 61 220 1.2 4.3 15.5

Breakdown of executive officers by gender

Table 19: Executive officers by gender at 30 June 2025 and 30 June 2024

SES-3 1 1 0 0 1 1
SES-2 7 6 ) 3 4 3
SES-1 10 12 6 6 4 6
Total 18 19 9 9 9 10

As at 30 June 2025, no senior officer identified as being of ‘self-described’ gender.
The datainthe table are reflective of head count, not FTE and may include part-time staff.
The table has been preparedin accordance with FRD 15 Executive officer disclosures and 29C Workforce Data disclosure requirements.

Inaccordance with FRD 22|, information can be made available onrequest, to the relevant Minister, Members of Parliament or the public
where appropriate.
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Reconciliation of executive officers

Table 20: Reconciliation of executive numbers

Executives (Financial statement Note 8.5) 10 10
Accountable officer (CEO) 1 1
Less

Separations O 3
Employees acting 3 1
Total executive numbers at 30 June 8 7

Tables have been preparedinaccordance with FRD 15 Executive officer disclosures, FRD 21 Disclosures of responsible persons and executive officersin
the financial report and FRD 29 Workforce Data disclosure requirements.

Comparative workforce data tables follow FRD 29 s5.10 whereby employees acting as a senior employee in along-term arrangement have been
disclosed under their substantive or contracted classification in comparative workforce data tables.

The remuneration of executive officers note in the financial statements has been preparedin accordance with FRD 15 and FRD 21 whereby executive
officers actingin the position of an accountable officer at any time during the reporting period have beenincluded.

The total number of executive officers note in the financial statements includes persons who meet the definition of Key Management Personnel of the entity
under AASB 124 Related Party Disclosures who were members of the Executive Leadership Team.

Employees actingincludes persons who meet the definition of key management personnel who are not SES 2 or 3 officers
Total executive numberincludes SES 2 and 3 officers only.
The datain tables are reflective of head count, not FTE and may include part-time staff.

Inaccordance with FRD 22, information can be made available onrequest, to the relevant Minister, Members of Parliament or the public
where appropriate.

Annualised total salary for senior public servants

Table 21: Income bands for senioremployees

$160,000 - $179,999 1
$180,000 - $199,999 2
$200,000 - $219,999 1 3
$220,000 - $239,999 9
$260,000 - $279,999 3
$300,000 - $319,999 2
$340,000 - $359,999 2
$380,000 - $399,999 1
Total 18 6

The salaries reported above are for the full financial year, at a 1-FTE rate and exclude superannuation.
Number of ‘Executives’ includes all SES officers from Table 19.
TZV Band7 represents our technical specialist employees, above a VPS é equivalent.

This tableis preparedinaccordance with FRD 29 Workforce Data disclosure requirements. It therefore excludes staff who were not on salary at the end of
thelast pay period of the financial year.
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OHS key performance indicators

Incident management

Hazard andincident reporting continues to be encouraged so thatissues can be identified early and changes
made to improve our workplace. While reports have increased, it has been pleasing to see a decrease in lost
timeincidents andlost time claims. This indicates that concerted effortsininjury prevention, early intervention
andreturn to work, are having a positive impact.

Table 22: Health, safety and wellbeing statistics

Lost time frequency rate (all injuries)' 30.0 514 38.3
Allreported hazards/incidents? 606 557 514
Average number of lost time 59 10.2 7.6
incidents perTO0 FTE®

Average number of reported 55.3 50.5 49.3
hazards/incidents per 100 FTE4

Number of standard claims ® 58 70 32
Average number of standard claims 5.3 6.4 3.1
per1O0 FTE®

Number of ‘lost time’ standard claims ® 25 45 18
Average number of standard ‘lost time’ 2.3 4] 1.7
claims per100 FTE®

Average cost perclaim ($)’ 54,083 182,387 143,904

Datais sourced from the Victorian WorkCover Authority and TZV’s Health and Safety system. A claimis reportedin the financial yearit was lodged. Due to the
dynamic nature of claims and safety system data, figures may differ from those in previous financial years.

1. Lost Time Frequency Rate refers to the number of incidents resulting in time lost from work of one day/shift or more per1million hours worked.
2. Figures presentedinclude allreportedincidents and hazards as at 16 July 2025.

3. Figures presented detail the average number of incidents resulting in time lost from work of one day/shift ormore per 100 FTE employees.

4. Figures presented detail the average number of reported hazards orincidents per 100 full-time equivalent employees.

5. Figures presented reflect current point-in-time claims data as at 30 June 2025.

6. Figures presented detail the average number of accepted claims per 100 FTE employees.

7. Claims costs develop over time. The data presented reflects costsrecorded as at 30 June 2025. As claims from prior financial years have matured, the
figures will differ from those in previous annual reports.



Corporate governance

TZV was established by the Triple Zero Victoria Act
2023 0on15December2023.
The TZV Boardisresponsible for:

- building and developing relationships with
emergency services organisations andrelated
services organisationsincluding public health
agencies

- establishing and maintaining a sustainable
organisational framework that meets future
demandforTZV services

- making sure TZV implementsits Victorian
Emergency Management SAP work program

- managing any risks identified by, orreported
tothe Board, which affect TZV’s delivery of
services and ability to meet agreed performance
standards.

TZV Board members

Ourseven member Board was appointedinline
with section19 of the TZV Act and commenced on
15 June 2025. Members are:

- Tass Mousaferiadis (Board Chair)

- Christine Ferguson PSM (Deputy Chair)
- Natalie MacDonald (member)

- Michael Shatter (member)

- Hazel Clothier (member)

- William (Bill) O’Shea AM (member)

- Stella Smith (member).

TZV Interim Board members

Ourinterim Board, appointed under section 19A of
the TZV Act, oversaw the commencement of TZV. In
the reporting period, Interim Board members were
inplace from1July 2024 until 14 June 2025. They met
seventimes.

- DrAlex Cockram (Chairperson)

- Ms Christine Ferguson PSM (member)

- Ms Mary Delahunty (member).
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TZV committees

Operational Committee

The Board establishes the Operational Committee
under section 42 of the TZV Act. It has members
from government departments and our ESO
partners. Ilts mainrole is to advise the Board about
mattersrelating to:
- engagement with the emergency services sector
- risk management and mitigation of risks that may
impact performance of functions and the agreed
service standards

- improvements to:

« the performance of services that support ESOs
torespond to community needs

» anyrelevant policies and procedures of an ESO.

It must perform any other functionrequired by the
TZV Act.

In2024-25 the Board did not receive any formal
advice abouthow each ESO supported TZVinthe
performance of its function (orvice versa) in relation
to matters specifiedin section 55(2)(f) and (g) of the
TZV Act.

The Operational Committee is made up of:

- the Emergency Management Commissioner
(EMC)

- aDeputy Secretary to the Justice Department
- aDeputy Secretary to the Health Department

- aDeputy Secretary to the Department of
Transport and Planning

- the CEO of Ambulance Service - Victoria

- the CEO of the CFA or the Chief Officer of all
brigades

- the Fire Rescue Commissioner
- the Chief Commissioner of Police

- the CEO of VICSES or the Chief Officer,
Operations

- amember of the TZV Board who Chairs the
committee.
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These positions attend the Committee as
observers:

- the IGEM
- CEQ, Life Saving Victoria
- CEO, Safer Care Victoria.

Dr Alex Cockram was Chair of the Operational
Committee, which met fourtimesin2024-25.

Finance, Audit, Risk Management
(FARM) Committee

The FARM Committeeis anindependent advisory
committee, appointed by the Board. It assists TZVin
meeting, fulfilling and discharging our governance
responsibilities under associated legislation -
providing additional oversight, monitoring and
assurance of TZV. Thisincludes, butis not limited to,
legislative requirements under:

- theTZV Act
- the Public Administration Act 2004

- the Financial Management Act 1994, associated
Financial Management Regulations 2014 and
Standing Directions.

The FARM Committee does not have executive
powers or authority to implement decisions and is
independent of management.

Ms Christine Ferguson was Chair of the FARM
Committee which met five times in2024-25.

We enteredinto transitional arrangements from
15 June 2025 when the new Board was appointed.

Committee meeting attendance

Table 23 details the Interim Board members’
attendance at committee meetingsin 2024-25.

Table 23: Interim Board members attendance at committee meetingsin 2024-25

DrAlex Cockram 7
Ms Christine Ferguson 7
Mary Delahunty 7

5 4 3
5 4 3
n/a n/a

A -Number of meetings while member held office.

B - Number of meetings attended.



Property services

In2024-25 we continued to expand and upgrade
SECC operational facilities to ensure optimal
efficiency and capacity. We also made changes,
where possible, across all SECCs and the Wesley
Court office to make them more accessible.

Compliance with the Building Act 1993

TZV does not own or control any government
buildings and is therefore exempt from notifying
its compliance with building and maintenance
provisions of the Building Act 1993.

Sustainable buildings and infrastructure

While TZV facilities are leased, we continue to work
with landlords on more sustainable and efficient
facility solutions across the sites.

Burwood East (THO)

Inline with the new lease agreement, TZV and the
landlord have finished several upgrades:

- liftupgrade: completed September2024

- Ground Floor controlroom: supplementary air-
conditioning replacement

- Levellcontrolroom: renovatedto fit 14 more
desks for call-taking, dispatch and team leader
operations -improving fire and police operations
capacity

- acoustic testing and mitigation: reducing
environmental noise

- facility uplift: completedin April 2025 - included
refurbishments to bathrooms, kitchens, surfaces
and carpeting to meet accessibility standards,
reflecting our ongoing dedication to aninclusive
and supportive work environment.

Ballarat

Ahead of peak summer demand period,

more Police Communications Liaison Officer
workstations were installed. In February 2025, we
also created extra corporate seating viaa minor
reconfiguration of administration support areas,
and undertook bathroom works.
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Williams Landing

Our completedreconfiguration allows better
situational awareness across the business from
the controlroom floor. We added two more team
leader desks, anew State Performance Centre and
adedicated office for operations management.

Burwood East (WES)

Anuninterruptible power supply upgrade,
completedinJune 2025, supports operations.
A collaborative project area with audio-visual
capabilities now facilitates team stand-ups
and huddles.

Table 24: TZV facility snapshot

Burwood East (THO) 6,625
Williams Landing 3,126
Ballarat 2,614
Burwood East (WES) 1,550
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Environmentalimpacts

The TZV Strategic Planrecognises that, to deliver
outstanding CTD services, we must be strong,
smart, agile and sustainable. However, our 24/7
three SECCsrely heavily on electrical equipment.

As already stated, we continue to work with
landlords on ways to reduce our environmental
impact. Our focus on sustainability and efficient
service delivery overallisreflectedin the decline
of our overall emissions, and emissions per FTE, in
2024-25.

Uniformrecycling

Ourfrontline ECOs wear a uniform. The transition to
TZV saw usintroduce a new uniformthat creates a
sense of workforce unity and pride and reflects our
core emergency communications function.

During 2024-25, almost 6,300 old ESTA garments
were returned forrecycling, diverting the equivalent
of 2,500 kgs from landfilland preventing over 10
tonnes of greenhouse gas (GHG) CO, emissions.

Transportation and fuel

TZV uses fuel efficient hybrid corporate vehicles and
encourages use of video calls, where appropriate,
toreduce travel demands and minimise emissions.

To ensure service continuity, our frontline CTD
staff may be required to travel between SECCs
and supportincident management across the
emergency management sector. As more were
needed at|CCs andthe SCC thisyear, operational
kilometres travelled increased in 2024-25.

There was also alot more air travel than last year,
with flights to attend national conferences and
engage withindustry partners to advocate on
behalf of Victorian ESOs. We used the state
government travel supplierwhenbooking airor
rail travel.

Greenhouse gas emissions

We improved our overall GHG emissions (tCO e) per
FTE this year dropping from 3.98in2023-24t0 3.88
-thelowestinoveradecade.




Table 25: TZV’s environmental impact, emissions report
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Energy (electricity Use perFTE MJperFTE 16,724 17,185
and gas) (purchased Use perm? of office space  MJperm? 1,511 1,574
through State Totaluse M 21,038,642 21,911,058
Purchase Contract) Total GHG emissions tCO, e* 4,772 4,969

Green power % purchased 0 0
Onsite electricity Consumption behind MWh 34.06 30.79
(generated by the meter (MWh)
solarPV) Exported to grid (MWh) MWh 0 0

Installed generationcapacity MW 0.03 0.03
Diesel for stationary Total fuelusedin building MJ 83,600 85,158
equipment (generator) onmachinery

Total GHG emissions tCO.e 18.81 19.16
Transport Fuel (petrol) MJ 532,332 375,448

Fuel (petrol) L 15,565 10,978

Operational km travelled km 233,799 175,801

Vehicle emissions tCO, e/ 0.15 0.14

1000km
Airtravel km travelled km 53,579 31,719
Airtravel emissions tCO, e/ 6.16 3.65
1000km

Totaltravel GHG emissions  tCO.e 6.32 3.79
GHG emissions Total FY GHG emissions tCOe 4,882.56 5,074.66

Total GHG emissions tCO.e 0 0

offset purchase

Total GHG emissionsperFTE  tCO.e 3.88 3.98
FTE Total FTE count 1,258 1,275

*tonnes CO, equivalent

We improved our overall emissions
per FTE this year dropping from 3.98
to 3.88 - thelowestinoveradecade.
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Procurement

Competitive neutrality policy

TZV complies with the Victorian Government’s
competitive neutrality policy. Government
agencies must ensure, where services compete
with the private sector, that advantages arising from
government ownership are removedif notinthe
publicinterest. None of our procurement activities
fellinto this category during 2024-25.

Sustainable social procurement

TZ\V’s procurement is aligned with the Victorian
Government’s Social Procurement Framework
(SPF). Environmentally sustainable outputs, business
practices and climate change policies must be
considered when assessing value formoney.

Aligning with the SPF increases the non-monetary
benefits of procuring goods, services and
construction. Suppliers must demonstrate their
level of commitment to social procurement,
women’s equality, diversity, safe and fairworkplaces
and any other applicable initiatives.

Disclosure of emergency procurement

Inline with Victorian Government Purchasing

Board (VGPB) governance policy, an Emergency
Procurement Plan applies when obtaining goods or
servicesinresponse to an emergency.

TZV did not make emergency procurementsin
2024-25.

Disclosure of procurement complaints

Underthe VGPB’s governance policy, TZV
must disclose any procurement-related formal
complaints received through our procurement
complaints management system.

Wereceived nonein 2024-25.

Local Jobs First

The Local Jobs First Act 2003 (LJF Act) brings
togetherVictorian Industry Participation policy
and Major Project Skills Guarantee (MPSG) policy -
once administered separately.

The LJF Act seeks toincrease local industry
participationin projects, developments,
procurements and otherinitiatives undertaken or
funded (wholly or partially) by the State.

As a public sectorbody, TZV must apply LJF policy
to allmetropolitan Melbourne or statewide project
procurements valued at $3m ormore and to
regional projects costing $1m plus or more.

Projects commenced

This year, we commenced three LJF standard
projects worth $120m. Allwere in metropolitan
Melbourne and MPSG policy did not apply. Under
LJF policy we committed to:

- anaverage of 92.4 percentlocal contentacross
all projects

- 37 annualised employee equivalent (AEE) jobs,
including seven new AEE jobs andretention of
30 existing AEE jobs.

Projects completed
In2024-25,TZV did not complete any LJF projects.

Grants
TZV hadno applicable grantsin 2024-2025.

Disclosure of major contracts

Departments and public sector bodies must
disclose all contracts entered into during the
financial year, if they are valued at more than
$10 million.

Thisyear we enteredinto one such contract. See the
Victorian Government Contracts Publishing System,
www.tenders.vic.gov.au

Financial disclosures

Details of consultancies (valued at $10,000
or greater)

IN2024-25, we engaged 21 consultancies where
fees payable were $10,000 or greater. Total
expenditure was $2.7 million (excluding GST).
Details are providedin Table 26.


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

Table 26: Details of consultancies (valued at =$10,000)
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Clayton Utz Lawyers Legal services 839,057 617,377 17,179

CyberCXP/L SpecialistICT 45,000 45,000 -
security services

Deloitte ConsultingP/L  Workforce systems 110,000 75,000 -
review services

Ember Advisors P/L Data enablement 251,566 251,566 -
and strategy services

HLB Mann Judd (VIC) Internal audit 136,500 136,500 -

P/L (Trustee forMeyrick) assurance services

IBM Australia Specialist ICT Services 135,138 135,138 -

Karen Michelle Milward ~ Specialist cultural advice 11,700 11,700 -

Lander & Rogers Legal services 190,371 190,371 -

Lawyers

Maddocks Lawyers Legal services 28,996 28,996 -

Logicalis Australia Specialist ICT Services 346,000 175,438 269,563

Logicalis Australia Technical quality 1,720,750 492,750 946,938
assurance services

Pinnacle Group Management 19,319 19,319 -

Australia P/L consultancy services

Price Waterhouse Internal audit 500,000 43,555 155,713

Coopers assurance services

Resonate Specialised 24,000 13,500 10,500

Consultants P/L engineering services

RPS AAP Independent quality 1,285,000 204,012 862,393

Consulting P/L assurance services

RSM Bird Cameron Probity and 130,766 73,545 821
compliance advice

SentientCo Strategic Planning Services 67,500 40,500 -

Studio Binocular P/L Brandingand designservices 195,558 43,818 40,977

Victorian Government  Legal services 22,869 22,491 378

Solicitor

Wise Workplace Probity and 16,195 16,195 -

Solutions P/L compliance advice

Yamagigu Indigenous 79,159 49,690 20,523

Consulting P/L cultural services

Total 6,155,443 2,686,460 2,424,983
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Details of consultancies under $10,000

In2024-25, we engaged five consultancies where
total fees payable were less than $10,000. These
cost $21,748 (excluding GST).

Government advertising expenditure

TZV did not run advertising campaigns in 2024-25.

Table 27: ICT expenditure in 2024-25

Information and communication
technology expenditure

ICT expenditure is the money we spent on business-
enabling services during the reporting period.
[tincludes:

- business as usual (BAU) ICT expenditure - mostly
activities to operate and maintain current ICT
capability

- non-business as usual (non-BAU) ICT expenditure,
forextending orenhancing ICT capability.

-1n2024-25, we spent $63.1million (Table 27).

BAU ICT expenditure

$000 $000

33,940,132 29,186,056

Non-BAU ICT expenditure Operational expenditure

Capital expenditure
$000

$000

12,127,867 17,058,189

Compliance with
otherlegislation

Privacy and Data Protection Act
2014 (Vic)

TZVis subject to the Privacy and Data Protection
Act 2014 (Vic) (PDP Act) and the Health Records
Act 2001 (Vic). We record all triple zero (O00) calls
and are committed to protecting the privacy of
allpersonal and healthinformation we collect
and handle.

We may use personalinformationwereceiveona
triple zero (O00) call to respond to emergencies and
related activities. In some cases, standard recordings
of these calls containinformation used forresearch
and statistical analysis. Callaudio recordings are
confidentialand may only be disclosed inlimited
circumstancesinline withthe PDP and TZV Acts.

Freedom of information

The Freedom of Information Act 1982 (Vic)

(FOI Act) gives the community theright to
access certaininformation held by government
departments, local councils, ministers and other
bodies subject to the Act.

Anapplicant has aright to apply foraccess
todocumentsheld by TZV. Thisincludes both
documents we create and documents supplied to
us by an external organisation orindividual.

Information about TZV's organisation and functions,
categories of documents, FOlarrangements,
publications, rules, policies and procedures,
andreportliteratureis available in our FOIl Part ||
Information Statements at: Freedom of Information
- Partll Information Statements triplezero.vic.gov.au

UnderFOI, we canrefuse access, fully or partially,
to certain documents orinformation. Documents
thatmay not be accessedinclude Cabinet
documents; some internal working documents;
law enforcement documents; documents covered
by legal professional privilege, such aslegal
advice; personalinformation about other people;
information provided to us in-confidence and
information that is confidential under another Act.


https://www.triplezero.vic.gov.au/freedom-information-part-ii-information-statements
https://www.triplezero.vic.gov.au/freedom-information-part-ii-information-statements

If we make an FOl decision someone is unsatisfied
with, section 49A of the FOI Act allows them to seek
areview by the Office of the Victorian Information
Commissioner within 28 days of receiving the
decisionletter.

Making arequest

Only anindividual can make an FOlrequest, not
anorganisation or corporate entity.

Beforerequesting access to documents, we
encourage people to check whetherthey are
already publicly available, such asin our annual
report, our FOlInformation Statements (below) or
elsewhere on our website.

If requesting access to documents that contain
your personalinformation (documents that involve
you) you must provide proof of identity. A current
photo ID, like a driver’'slicence, isrequired. If you are
unsure about the ID you need, contact our FOl Team
at: FOl.Request@triplezero.vic.gov.au

If requesting access to documents forsomeone
else, containing that ‘'someone else’s’ personal
information, you need theirwritten consent.

To make avalid FOlrequest:
- Make itinwriting.

- Clearly identify what types of materials/
documents you want.

- Provide enoughinformation about the materials/
documents so we canidentify and locate them.

- Pay the FOl application fee orrequest a fee waiver
providing proof of hardship. You can pay the fee
viathe TZV website. You willreceive areceipt.
Access charges may also be payableif the
document poolislarge and the search for material
is time consuming.

Email your FOlrequest to FOl.Request@triplezero.
vic.gov.au andinclude a copy of your payment
receipt and proof of identity.
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If unable to make arequest online, request
documents from TZV by writing to:

TZV Freedom of Information team
Levell, 12 Wesley Court
Burwood East VIC 3151

Formoreinformation about FOl see: https://www.
triplezero.vic.gov.au/make-freedom-information-
application-triple-zero-victoria

General FOlinquiries can be made by calling
0386561200 or emailing: FOl.LRequest@triplezero.
vic.gov.au

FOl statistics

In2024-25,TZVrespondedto 27 requests for
access to documentsunderthe FOI Act. Of the
27 requests:

- fullaccess was granted to six
- partial access was granted to six
- accesswas deniedin full for four

- NMwere withdrawn, did not proceed, arein
progress or processed under other legislation.

The most common reason we partially exempted
documents was because they contained the
personalinformation of otherindividuals.

Section 38 of the FOI Act (documents to which
secrecy provisions of enactments apply) was
appliedto fully exempt documents (including

triple zero (O00) call audio) fromrelease. Such
documents were confidential within the meaning of
section 63 of the TZV Act, which protects the privacy
of allinformation shared during these calls.

Requests were received mainly from media,
Members of Parliament and law firms. We collected
$555inapplication fees.


mailto:FOI.Request%40triplezero.vic.gov.au?subject=
mailto:FOI.Request%40triplezero.vic.gov.au?subject=
https://www.triplezero.vic.gov.au/make-freedom-information-application-triple-zero-victoria
https://www.triplezero.vic.gov.au/make-freedom-information-application-triple-zero-victoria
https://www.triplezero.vic.gov.au/make-freedom-information-application-triple-zero-victoria
mailto:FOI.Request%40triplezero.vic.gov.au%20?subject=
mailto:FOI.Request%40triplezero.vic.gov.au%20?subject=
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Information relating to call-taking (including
triple zero (000) calls)

Section 63 of the TZV Actis a confidentiality
provision that protects the privacy of allinformation
shared during triple zero (O00) calls. The Minister
forEmergency Services allows us to release
information, that would otherwise be confidential,

in certain circumstances. We cando so to:

- educate the community, ora section of the
community, about ourrole and services we offer

- promote public health and safety

- respond to complaints, enquiries, or compliments
about, orrelating to TZV, amember or acting
memberof TZV, oraTZV employee

- support TZV staff, which may include
commendations or otherrecognition

- respondto FOlrequests, if there are no
exemptionsinthe FOI Act (other thanin section
38) that prevent this.

Members of the public can make requests for triple
zero (000) call audio at Make arequest for call audio
triplezero.vic.gov.au

INn2024-25, there were less requests than last year
underthe TZV Act for triple zero (O00) call audio and
related information. This is partly due to government
agencies now being able to accessaudioasan ESO
(Table 28).

Compliance with the Public Interest
Disclosures Act 2012

TZVisnot a public sectorbody prescribed under the
Public Interest Disclosures Act 2012 (Vic) toreceive
publicinterest disclosures.

Disclosures about TZV, its employees, officers
ormembers should be made directly to the
Independent Broad-based Anti-corruption
Commission (IBAC).

IBAC
GPO Box 24234
Melbourne, Victoria, 3001

Website: www.ibac.vic.gov.au
Phone: 1300735135

Carers Recognition Act 2012 (Vic)

TZV has taken practical measures to comply with our
obligations underthis Act. Theyinclude:

- considering care relationships’ principlesin the
Act, when setting policies and providing services

- reviewing our employment policies, such
as flexible working arrangements and leave
provisions, so these comply with the statement of
principlesinthe Act.

- ensuring our staff have an awareness and
understanding of the Act’s care relationship
principles.

Table 28: 000 call audio andrelated informationrequests

TZV callaudio Members of the public and law firm requests for 641 1,026
andrelated information where TZV disclosed

information informationunderthe TZV Act

TZV callaudio Requests from ESOs for audio of telephone calls 1,603 1,602

andrequests
fromESOs

orradio dispatch services where TZV
disclosedinformationunderthe TZV Act



https://www.triplezero.vic.gov.au/make-request-call-audio
https://www.triplezero.vic.gov.au/make-request-call-audio
https://www.ibac.vic.gov.au

Compliance with the Disability Act 2006

The Disability Act 2006 reaffirms and strengthens
the rights of people living with disability and
recognises the need for support fromthe
government sectorand community.

TZVis committed to ourresponsibilities under

the Disability Act. We value diversity within our

workforce and the community we serve.

Our Disability Action Plan 2024-26 sets out our

goals, and the actions we will take to deliver on

priority areas:

- Partnership and design; partnering to co-design
inclusive employment environments

- Accessibility and participation; building inclusive
physical and digital environments

- Respectand dignity; creating a safe and
discrimination-free work culture

- Career opportunity and advancement;
employment and career progression
opportunities

- Disability confident leadership; championing
leadership inclusion through commitment

- Measurement and accountability; using
anevidence-based approachtoinform
best practice.

Our Property Services teamis committed

to deliveringinclusive facilities that support
individuals with disabilities. During renovations or
refurbishments, we prioritise future-proofing so
our buildings and amenities are accessible and
welcoming for all staff. Recent projectsincluded:

- installation of more automatic doors at one site to
make entry and exit easier

- improvements to toilet facilities so they meet
accessibility standards.
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Publications

TZV maintained a public website (triplezero.vic.
gov.au) and published news and information on
Facebook, Twitter, LinkedIn and Instagram this year.
We also published our Annual Report 2023-24 and
presentedit to Parliament.

Attestation for
Standing Directions

Attestation for financial management
compliance with Standing Direction5.1.4

Triple Zero Victoria
Compliance Attestation Statement

|, Tass Mousaferiadis, Chair on behalf of the
Responsible Body, certify that Triple Zero Victoria
has no Material Compliance Deficiency withrespect
to the applicable Standing Directions under the
FinancialManagement Act 1994 and Instructions.

Tass Mousaferiadis
Board Chair, Triple Zero Victoria

3 September2025


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

58 | TRIPLE ZERO VICTORIA

Financial performance

\ 4

TZV's continued commitment to robust
financial governance and strategic
planning, together with significant
investment from government to uplift
organisational capability, improved our
financial performance in 2024-25.

We operated against an approved Financial Plan
and operating budget, focused on delivering
efficient and sustainable services to the community,
and maximising resources and investment to
support frontline CTD servicesin a climate of
growing demand. Our ongoing strategic focusison
optimising systems and services.

TZV continued to progress transformational
projects such as Next Gen CAD and also increased
frontline CTD resourcing to support growthin
service demand. This was possible due to significant
governmentinvestment. We have the capacity and
capability increases we need toremain a strong,
agile and sustainable ESO.

Financial results

In2024-25,TZV reported a comprehensive netloss
of $3.7 million, which was significantly down from

an $81.2 million comprehensive netlossin 2023-24
(see Table 29). The improvement was largely due to:

- aonce-off netloss of $46.3 millionin2023-24
due to the transfer of contract management
responsibility to DJCS for the State’s Emergency
Service Communications contracts which
occurredon 30 April 2024; and

- lower operational telecommunications revenue
and expenditure following the transfer of
contracts to DJCS; offset by

- anincreaseinrevenue and expenditure for Next
Gen CAD.

Consistentwith TZV's financial sustainability
objectives, normal operating expenditure growth
was $4.4 million (lower)in 2024-25. There was minor
growthinemployee expenses directly associated
with operational officer enterprise bargaining
outcomes and government wages policy.

Total expensesin 2024-25 were $259.1 million,
down 31.4 percent from 2023-24's $377.7 million.
This significant reductionis primarily due to fewer
operational telecommunications contracts and
depreciation expenses, as well asreductionsin
contractors, professional services and operating
expensesrealisedinline with our2024-25 Financial
Plan and financial sustainability objectives.
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Cash andliquidity TZV maintainsits CTD cash balance at practical
levels so we caninvestinthe people, processes
and technology to deliver consistent andreliable
services for the community and ESOs.

Ourtotal cash positionat 30 June 2025 was
$47.6 million, down $48.6m from 30 June 2024.

In August 2024, we paid DJCS $49 million (held in
cash at 30 June 2024) for transfer of the state’s
managed Emergency Services Communications
contract commitments.

The cashbalance for TZV committed projects
increased due to program delays. Unspent funding
andbudgetlines have beenrealigned torevised
project schedules.

Table 29: Comprehensive result

Total revenue from transactions 255,005 343,028
Total expenses from transactions 259,097 377,687
Netresult from transactions -4,092 -80,893
Total other economic flows 428 =21

Comprehensive net result -3,664 -81,204

Table 30: Total expenses

Employee expenses 205,035 187,093 174,733
Depreciation 9,867 27,81 34,114
Payments under state service contracts O 106,402 112,606
Contractors and professional services 13,179 24,029 14,744
Otheroperating expenses 29,483 30,554 33,565
Interest expense 1,532 1,797 1,883
Total 259,097 377,686 371,645

Table 31: Cash balance and liquidity

State-managed contracts 0.0 49.0 36.8
TZV-committed projects 30.9 19.6 18.6
CTD 16.7 27.6 64.8
Cashbalance 47.6 96.2 120.2

Number of weeks cash (CTD) 5.6 9.2 21.6
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Financial statements

Declarationin the financial statements

The attached financial statements for Triple Zero Victoria have been preparedin accordance with Direction
5.2 of the Standing Directions of the Minister for Finance under the Financial Management Act 1994,
applicable Financial Reporting Directions, Australian Accounting Standards including interpretations, and
othermandatory professional reporting requirements.

We further state that, in our opinion, the information set outin the Comprehensive operating statement,
Balance sheet, Statement of changesin equity, Cash flow statement and accompanying notes, presents
fairly the financial transactions during the year ended 30 June 2025 and financial position of Triple Zero
Victoriaat 30 June 2025.

At the time of signing, we are not aware of any circumstances which would render any particularsincludedin
the financial statements to be misleading orinaccurate.

We authorise the attached financial statements forissue on 3 October2025.

Tass Mousaferiadis Debra Abbott JohannaMclean
Chair Chief Executive Officer Chief Financial Officer
Melbourne Melbourne Melbourne

3 October2025 3 October2025 3 October2025
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Independent Auditor’s Report

VAGO

Victorian Auditor-General’s Office

To the Board of Triple Zero Victoria

Opinion | have audited the financial report of Triple Zero Victoria which comprises the:
° balance sheet as at 30 June 2025
° comprehensive operating statement for the year then ended
° statement of changes in equity for the year then ended
° cash flow statement for the year then ended
° notes to the financial statements, including material accounting policy information
° declaration in the financial statements.

In my opinion, the financial report presents fairly, in all material respects, the financial
position of Triple Zero Victoria as at 30 June 2025 and its financial performance and cash
flows for the year then ended in accordance with the financial reporting requirements of
Part 7 of the Financial Management Act 1994 and applicable Australian Accounting
Standards - Simplified Disclosures.

Basis for | have conducted my audit in accordance with the Audit Act 1994 which incorporates the

Opinion Australian Auditing Standards. | further describe my responsibilities under that Act and
those standards in the Auditor’s Responsibilities for the Audit of the Financial Report section
of my report.

My independence is established by the Constitution Act 1975. My staff and | are
independent of Triple Zero Victoria in accordance with the ethical requirements of the
Accounting Professional and Ethical Standards Board’s APES 110 Code of Ethics for
Professional Accountants (including Independence Standards) (the Code) that are relevant to
my audit of the financial report in Victoria. My staff and | have also fulfilled our other ethical
responsibilities in accordance with the Code.

| believe that the audit evidence | have obtained is sufficient and appropriate to provide a
basis for my opinion.

Board’s The Board of Triple Zero Victoria are responsible for the preparation and fair presentation of
responsibilities the financial report in accordance with Australian Accounting Standards- Simplified

for the Disclosures and the Financial Management Act 1994, and for such internal control as the
financial Board determine is necessary to enable the preparation and fair presentation of a financial
report report that is free from material misstatement, whether due to fraud or error.

In preparing the financial report, the Board are responsible for assessing Triple Zero
Victoria’s ability to continue as a going concern, disclosing, as applicable, matters related to
going concern and using the going concern basis of accounting unless it is inappropriate to
do so.

Level 31 / 35 Collins Street, Melbourne Vic 3000
T 03 8601 7000 enquiries@audit.vic.gov.au www.audit.vic.gov.au
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Auditor’s
responsibilities
for the audit
of the financial
report

MELBOURNE

As required by the Audit Act 1994, my responsibility is to express an opinion on the financial
report based on the audit. My objectives for the audit are to obtain reasonable assurance
about whether the financial report as a whole is free from material misstatement, whether
due to fraud or error, and to issue an auditor’s report that includes my opinion. Reasonable
assurance is a high level of assurance, but is not a guarantee that an audit conducted in
accordance with the Australian Auditing Standards will always detect a material
misstatement when it exists. Misstatements can arise from fraud or error and are
considered material if, individually or in the aggregate, they could reasonably be expected
to influence the economic decisions of users taken on the basis of this financial report.

As part of an audit in accordance with the Australian Auditing Standards, | exercise
professional judgement and maintain professional scepticism throughout the audit. | also:

° identify and assess the risks of material misstatement of the financial report, whether
due to fraud or error, design and perform audit procedures responsive to those risks,
and obtain audit evidence that is sufficient and appropriate to provide a basis for my
opinion. The risk of not detecting a material misstatement resulting from fraud is
higher than for one resulting from error, as fraud may involve collusion, forgery,
intentional omissions, misrepresentations, or the override of internal control.

° obtain an understanding of internal control relevant to the audit in order to design
audit procedures that are appropriate in the circumstances, but not for the purpose
of expressing an opinion on the effectiveness of Triple Zero Victoria’s internal control

° evaluate the appropriateness of accounting policies used and the reasonableness of
accounting estimates and related disclosures made by the Board

° conclude on the appropriateness of the Board’s use of the going concern basis of
accounting and, based on the audit evidence obtained, whether a material
uncertainty exists related to events or conditions that may cast significant doubt on
Triple Zero Victoria’s ability to continue as a going concern. If | conclude that a
material uncertainty exists, | am required to draw attention in my auditor’s report to
the related disclosures in the financial report or, if such disclosures are inadequate,
to modify my opinion. My conclusions are based on the audit evidence obtained up
to the date of my auditor’s report. However, future events or conditions may cause
Triple Zero Victoria to cease to continue as a going concern.

° evaluate the overall presentation, structure and content of the financial report,
including the disclosures, and whether the financial report represents the underlying
transactions and events in a manner that achieves fair presentation.

| communicate with the Board regarding, among other matters, the planned scope and
timing of the audit and significant audit findings, including any significant deficiencies in
internal control that | identify during my audit.

2 %&,

Charlotte Jeffries

20 October 2025 as delegate for the Auditor-General of Victoria
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Comprehensive operating statement

For the financial year ended 30 June 2025

Revenue from transactions
Revenue 2.1 255,005 343,028

Total revenue from transactions 255,005 343,028

Expenses from transactions

Employee expenses 311 205,035 187,093
Depreciation and amortisation 4.4 9,867 27,811
Payments under state service contracts 1.3 - 106,402
Contractors and professional services 13,179 24,029
Other operating expenses 3.2 29,488 30,554
Net transfer of ESC contractsto DJCS 1.3 - 46,324
Interest expense 6.2.2 1,532 1,797
Total expenses from transactions 259,101 424,011
Net gain/(loss) from transactions (net operating balance) (4,096) (80,983)
Other economic flowsincluded in net result

Net gain/(loss) on non-financial assets 49 20
Other gains/(losses) from other economic flows 378 (241)
Total other economic flows included in net result 427 (221)
Netresult (3,669) (81,204)
Comprehensive result (3,669) (81,204)

The above Comprehensive operating statement should be read in conjunction
with the accompanying notes.
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Balance sheet

As at 30 June 2025
Assets
Financial assets
Cashanddeposits 6.3.1 47,613 96,220
Receivables 51 2,567 2,379
Total financial assets 50,180 98,599
Non-financial assets
Prepayments 5,410 7,454
Non-financial physical assets classified as held for sale - 17
Property, plantand equipment 4] 38,215 23,154
Intangible assets 4.2 2,524 3,245
Right-of-use assets 4.3 39,141 44,387
Total non-financial assets 85,290 78,257
Total assets 135,470 176,856
Liabilities
Payables 52 12,716 64,444
Lease liabilities 6.1 40,607 44,859
Employee benefit provisions 312 31,751 30,327
Other provisions 2,289 2,429
Total liabilities 87,363 142,060
Net assets 48,107 34,796
Equity
Accumulated deficit (85,159) (81,490)
Contributed capital 133,266 116,286
Networth 48,107 34,796

The above Balance sheet should be read in conjunction with the accompanying notes.
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Cash flow statement

For the financial yearended 30 June 2025

Cash flows from operating activities

Receipts

Grants 242,768 310,208
Receipts from customers 10,022 39,478
Net GSTreceived from Australian Taxation Office 7,099 17,611
Interestreceived 2,565 5,971
Total receipts 262,454 373,268
Payments

Payments to suppliers and employees (304,893) (379,008)
Total payments (304,893) (379,008)
Net cash flows (usedin) / from operating activities (42,439) (5,740)
Cash flows from investing activities

Purchases of non-financial assets (18,780) (2,078)
Net cash flows usedininvesting activities (18,780) (2,078)
Cash flows from financing activities

Repayment of lease liabilities - net of interest (4,368) (19,341)
Owner contributions by state government

- capital appropriations 16,980 3,144
Net cash flows usedin financing activities 12,612 (16,197)
Net (decrease) / increase in cash and cash equivalents (48,607) (24,016)
Cash and cash equivalents at the beginning

of the financial year 96,220 120,236
Cash and cash equivalents at the end of the financialyear 6.3.1 47,613 96,220

The above Cash flow statement should be read in conjunction with the accompanying notes.
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Statement of changesinequity

For the financial year ended 30 June 2025

Balance at1July 2023 (12,709) 13,142 12,418 112,856
Net result forthe year (81,204) - - (81,204)
Capital appropriations 8.2 - 3,144 - 3,144
(Additions to net assets)

Transferto/(from) contract 1.3 12,418 - (12,418) -
contingencyreserve

Balance at 30 June 2024 (81,490) 16,286 - 34,796
Balance at1July 2024 (81,490) 116,286 - 34,796
Netresult forthe year (3,669) - - (3,669)
Capital appropriations 8.2 - 16,980 - 16,980
(Additions to net assets)

Balance at 30 June 2025 (85,159) 133,266 - 48,107

The above Statement of changes in equity should be read in conjunction with the accompanying notes.
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of the financial statements

About thisreport

Triple Zero Victoria (TZV)is a statutory authority
established underthe Triple Zero Victoria Act 2023,
effective from 15 December2023.

TZV’s principal addressis:
33 Lakeside Drive
Burwood East VIC 3151.

A description of the nature of TZV’s operations

and its principal activitiesis included in the Report
of Operations which does not form part of these
financial statements. The nature of TZV’s operations
and its principal activities are unchanged from the
prioryear.

1.1 Basis of preparation

These financial statements are Tier 2 general purpose
financial statements preparedinaccordance with
AASB 1060 General Purpose Financial Statements

- Simplified Disclosures for For-Profitand Not-
for-Profit Tier 2 Entities (AASB 1060) and Financial
Reporting Direction 101 Application of Tiers of
Australian Accounting Standards (FRD 101).

TZVis aTier2 entityinaccordance with FRD 101. These
financial statements are the first general purpose
financial statements preparedinaccordance

with Australian Accounting Standards - Simplified
Disclosures. TZV’s prior year financial statements
were general purpose financial statements prepared
inaccordance with Australian Accounting Standards
(Tier1). AsTZVis not a ‘significant entity’ as definedin
FRD 101, itwasrequired to change fromTier 1to Tier 2
reporting effective from1July 2024.

Structure

1.1 Basis of preparation
1.2 Complianceinformation

1.3 Transferof Emergency
Services Communication
Contracts

These financial statements are in Australian dollars
and the historical cost conventionisused unless a
different measurement basis is specifically disclosed
inthe note associated with theitemmeasuredona
different basis.

The accrual basis of accounting has been applied
in preparing these financial statements, whereby
assets, liabilities, equity, income and expenses are
recognisedinthereporting period to which they
relate, regardless of when cashisreceived or paid.

Consistent with the requirements of AASB1004
Contributions, contributions by owners (that s,
contributed capital andits repayment) are treated
as equity transactions and, therefore, do not form
part of theincome and expenses of TZV.

Capital grants which have been designated

as contributions by owners are recognised as
contributed capital. Other transfers that arein

the nature of distributions to or contributions by
owners have also been designated as contributions
by owners.

Judgements, estimates and assumptions are
required to be made about financialinformation
being presented. The significantjudgements made
inthe preparation of these financial statements are
disclosedinthe notes where amounts affected by
those judgements are disclosed. Estimates and
associated assumptions are based on professional
judgements derived fromhistorical experience
andvarious other factors that are believed to be
reasonable under the circumstances. Actualresults
may differ from these estimates.
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Revisions to accounting estimates are recognised
inthe periodinwhich the estimateisrevised and
alsoin future periods that are affected by the
revision. Judgements and assumptions made by
management in applying Australian Accounting
Standards (AAS) that have significant effects on the
financial statements and estimates are disclosedin
the notes under the heading: ‘Significant judgement
orestimates’.

Consistent with AASB 13 Fair Value Measurement,
TZV determines the policies and procedures for
bothrecurring fair value measurements such as
plant and equipment and financial instruments
and fornon-recurring fair value measurements
suchasnon-financial physical assets held for sale,
inaccordance with the requirements of AASB 13
Fair Value Measurement and the relevant Financial
Reporting Directions.

These cover TZV as areporting entity. There are no
otherentities consolidated into TZV.

The financial statements have been prepared on
agoing concernbasis, which contemplates the
continuity of normal business activity and the
settlement of liabilities in the normal course of
business.

The accounting policies set out below have

been appliedin preparing the statements for the
yearended 30 June 2025 and the comparative
information presented for the yearended 30 June
2024.

Allamountsin the financial statements have
beenroundedto the nearest $1,000 unless
otherwise stated.

Discrepanciesin some tables between totals and
sums of components reflect rounding.

1.2 Complianceinformation

These general purpose financial statements have
been preparedinaccordance with the Financial
Management Act 1994 (FMA) and applicable

AASs, whichinclude Interpretations, issued by the
Australian Accounting Standards Board (AASB). In
particular, they are presented ina manner consistent
with the requirements of the AASB 1049 Whole of
Government and General Government Sector
Financial Reporting.

Where appropriate, those AASs paragraphs
applicable to not-for-profit entities have been
applied. Accounting policies selected and applied
inthese financial statements ensure that the
resulting financial information satisfies the concepts
of relevance and reliability, thereby ensuring that the
substance of the underlying transactions or other
eventsisreported.

1.3 Transfer of Emergency Services
Communication contracts

Uponauthorisation from the Minister for Emergency
Services, from 30 April 2024 responsibility for the
management of the State of Victoria’'s Emergency
Services Communication contracts, being the
contracts covering Emergency Alerting System
(EAS), Mobile Data Network (MDN), Metropolitan
Mobile Radio (MMR), Regional Mobile Radio (RMR)
and Managed Device Service (MDS) services,
transferred from TZV to the Department of Justice
and Community Safety (DJCS).

This transferresultedinanumber of asset and
liability balances, rights to revenue and payment
obligationsrelated to the State of Victoria’s
Emergency Services Communication contracts
being transferred from TZV to DJCS. Refer to
2023-24 Annual Report for details.



Funding of our services

TZVis predominantly funded by government
grants to deliveremergency call-taking and
dispatchservices to the community. TZV’'s main
purpose s to provide the critical link between the
community and emergency services for Triple
Zero and partnerwith agencies toimprove service
delivery to the community.

2.1 Revenue from transactions

Grantrevenue:
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Structure

2.1 Revenuefromtransactions

- CTDandDlservices 210,361 181,182

- State service contracts 1.3 2,994 137,155
Projectrevenue 34,022 14,469
Other operating revenue 5,064 4,251
Interest on deposits 2,565 5,971
Total revenue from transactions 255,005 343,028

Revenue andincome that fund delivery of the
services are accounted for consistently with the
requirements of the relevant accounting standards
disclosedinthe following notes.

Grants

Grantrevenueisrecognised asincome of not-
for-profit entities in accordance with AASB 1058
Income of Not-for-Profit Entities. Grant revenue
has beenearned underarrangements that are
eithernot enforceable and/or linked to sufficiently
specific performance obligations.

Revenue from grants without any sufficiently
specific performance obligations, or that are
not enforceable, isrecognised whenTZV has an
unconditional right to receive cash which usually
coincides withreceipt of cash.

Grantrevenue is provided for the following:

- Call-taking and dispatch (CTD) and data and
information (DI): whichis for the emergency and
non-emergency Triple Zero services provided to
the community.

- State service contracts: used to provide technical
advisory services (TAS) on behalf of the sector
during 2024-25; and used to deliver Emergency
Alerting System (EAS), Mobile Data Network (MDN),
Metropolitan Mobile Radio (MMR), Regional Mobile
Radio (RMR) and Managed Device Service (MDS)
services to emergency services organisations
in2023-24. State service contractsrevenueis
usedto make operating service payments and
lease liability repayments under the the EAS, MDN,
MMR, RMR and MDS programs (operating service
payments arereferred to as ‘Payments under
state service contracts’ onthe Comprehensive
Operating Statement). Referto Note 1.3.

Projectrevenue

Revenueis alsoreceivedto deliver specific

purpose projects. Where this enforceable and

with sufficiently specific performance obligations,
thisisaccountedunder AASB 15 Revenue from
Contracts with Customers. Inthese cases, revenueis
recognised when, or as, the performance obligations
(e.g. milestones and scope of work) inrelationto the
project are satisfied.
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Where the projectrevenueis either not enforceable
and/orlinked to sufficiently specific performance
obligations, thisrevenueisrecognisedinaccordance
withAASB 1058 Income of Not-for-Profit Entities.

Other operating revenue

Otheroperating revenueisrecognisedin
accordance withAASB 15 Revenue from Contracts
with Customers, either at a pointintime when

the performance obligationis satisfied when

The cost of delivering services

This section provides anaccount of the expenses
incurred by TZV in delivering services. In Section
2,the funds that enable the provision of services
were disclosed and in this note the cost associated
with provision of services are disclosed.

the service is completed; or overtime when the
customer simultaneously receives and consumes
the services asitis provided.

Interest on deposits
Thisincludesinterestreceived oncashand
deposits. Interest revenue is recognised using
the effective interest method which allocates the
interest over the relevant period.

Structure

3.1 Expensesincurredinthe
delivery of services

3.2 Otheroperating expenses

3.1 Expensesincurredinthe delivery of services

Employee expenses 311 205,035 187,093
Payments under state service contracts 1.3 - 106,402
Contractors and professional services 13,179 24,029
Other operating expenses 3.2 29,488 30,554
Total expenses incurred in the delivery of services 247,702 348,078

Payments under state service contracts relate to ongoing service payments to operate Emergency Alerting
System (EAS), Mobile Data Network (MDN), Metropolitan Mobile Radio (MMR), Regional Mobile Radio (RMR)
and Managed Device Service (MDS) services. In2023-24, these are recognised as expenses in the reporting
period services are provided. Subsequent to the transfer of Emergency Services Communication Contracts
to DJCS, there were no payments made in 2024-25. Referto Note 1.3.

3.1.1 Employee expensesinthe Comprehensive operating statement

Defined contribution superannuation expense 3.1.3 18,201 15,937
Termination benefits 2,261 538
Salaries and wages, annual leave and long service leave 184,574 170,618
Total employee expenses 205,035 187,093




Employee expenses comprise all costs
related to employmentincluding wages and
salaries, fringe benefits tax, leave entitlements,
termination payments, WorkCover premiums
and superannuation contributions. These are
recognised whenincurred.

The amount recognised inthe Comprehensive
operating statementinrelation to superannuation
is employer contributions formembers of defined
contribution superannuation plans that are paid or
payable during the reporting period.

Termination benefits are payable when employment
is terminated before normal retirement date, or
when anemployee accepts an offer of benefitsin
exchange for the termination of employment.
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Termination benefits are recognised when TZV
is demonstrably committed to terminating the
employment of current employees according
to adetailed formal plan without possibility of
withdrawal or providing termination benefits as
aresult of an offermade to encourage voluntary
redundancy. Benefits falling due more than 12
months after the end of the reporting period are
discountedto presentvalue.

3.1.2 Employee benefits in the Balance sheet

Provisionis made for benefits accruing to employees
inrespect of wages and salaries, annual leave, time
inlieuand long service leave for services rendered
tothereporting date andrecorded as an expense
during the period the services are delivered.

Employee expenses and provision for outstanding employee benefits

Current

Currentemployee benefits and on-costs 28,678 27,588
Non-current

Non-current provisions and on-costs® 3,073 2,739
Total provisions for employee benefits 31,751 30,327

(i) The unconditional long service leave classification has been amended to align with the respective Enterprise Agreements which entitles an employee to

long service leave after five years if theiremployment is ended for any reason.

Reconciliation of movementin on-costs provision

Opening balance 4,892
Additional provisions recognised 3,030
Additions due to transferin 46
Reductions arising from payments/other sacrifices of future (2,674)
economic benefits

Unwind of discount and effect of changesin the discountrate (69)
Reduction due to transfer out (1)
Closing balance 5,223
Current 4,666

Non-current

558
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Wages and salaries, annual leave

and timeinlieu

Liabilities forwages and salaries, including non
monetary benefits annual leave, timein lieu and
on-costs, are allrecognisedin the provision for
employee benefits as ‘current liabilities’, because
TZV does not have anunconditional right to defer
settlements of these liabilities.

The liability for salaries and wages isrecognisedin
the Balance sheet at remunerationrates which are
current at thereporting date. As TZV expects the
liabilities to be wholly settled within 12 months of
reporting date, they are measured at undiscounted
amounts.

The annualleave and time in lieu liabilities are
classified as current liabilities and measured at the
undiscounted amount expected to be paid, as
TZV does not have an unconditional right to defer
settlement of the liabilities for atleast 12 months
afterthe end of the reporting period.

No provision has been made for sick leave as all
sickleaveis non-vestinganditis not considered
probable that the average sick leave takenin the
future will be greater than the benefits accruedin
the future. As sick leave is non-vesting, an expense
isrecognisedin the Comprehensive operating
statement asitis taken.

Employment on-costs such as payroll tax, workers
compensation and superannuation are not
employee benefits. They are disclosed separately
as acomponent of the provision foremployee
benefits when the employment to which they relate
has occurred.

Long service leave
Liability forlong service leave (LSL) isrecognisedin
the provision foremployee benefits.

Unconditional LSLis disclosed as a current liability,
evenwhere TZV does not expect to settle the
liability within 12 months because it will not have the
unconditionalright to deferthe settlement of the
entitlement should an employee take leave within
12 months.

The components of current LSL liability are
measured at;

- nominalvalue: if TZV expects to wholly settle
within 12 months, or

- presentvalue: if TZV does not expect to wholly
settle within12 months.

Conditional LSLis disclosed as a non-current liability.
Thereis a conditional right to defer the settlement of
the entitlement until the employee has completed
the requisite years of service. Thisnon-current LSL
liability is measured at present value.

Any gain orloss following revaluation of the present
value of non-current LSL liability isrecognised as
atransaction, except to the extent thatagainor
loss arises due to changes inbondinterest rates for
whichitisthenrecognised as an ‘othereconomic
flow’inthe netresult,

3.1.3 Superannuation expenses

AllTZV employees are entitled to benefits under
accumulation funds. Employees are covered
under Aware Super (formerly Vic Super), Australian
Super oranother superannuation scheme.
Employees have the opportunity to make personal
contributions to the funds at a self-nominatedrate
oramount. The employer contributions to the fund,
pursuant to the Superannuation Guarantee Charge,
was 11.5 percent forthe period 1July 2024 and

30 June 2025 (2023-24: 11 per cent).
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Employer contributions

Aware Super (formerly Vic Super) 9,756 8,747
Australian Super 2,547 2,378
Other superannuation funds 5,825 4,683
Total employer contributions 18,128 15,808
Outstanding contributions 73 129
Total 18,201 15,937
3.2 Otheroperating expenses
Other staff related costs 3,545 3,444
Communications 4,249 4,487
Information technology andinfrastructure 16,473 16,156
Outgoings and utilities 2,770 2,628
Leaserental expenses - lease payments
- Lowvalue lease assets 46 50
Office equipment 345 1,511
Traveland accommodation 180 289
Stationery 67 176
Finance andinsurance costs 1,664 1,281
Audit services 50 300
Other 100 231
Total other operating expenses 29,488 30,554

Other operating expenses generally represent
the day-to-day running costs incurred innormal
operations andincludes supplies and services
costs, which are recognised as an expenseinthe
reporting period in which they are incurred.

The following lease payment are recognised ona
straight-line basis:

- short-termleases: leases with atermless
than12 months

- low value leases: leases with the underlying
asset’s fairvalue (when new, regardless of the
age of the asset being leased)is no more than
$10,000.

Audit fees of $50,200in 2025 ($48,400in 2024)
were paid or payable to the Victorian Auditor-
General’'s Office for the audit of the Annual

Financial Report.
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. Structure

Key assets available to support activities 4.1 Property, plantand
. _ _ equipment
This section outlines those assets that TZV
controls, reflecting investing activitiesin the 4.2 Intangible assets
currentand prior years. 4.3 Right-of-use assets

4.4 Depreciation,amortisation
andimpairment

4.1 Property, plantand equipment

Computers and communications equipment at fairvalue 19,594 (17,088) 2,506
Plant and equipment at fair value 2,155 (986) 1,169

Leaseholdimprovements at fair value 39,249 (22,962) 16,287
Capitalworks in progress at cost 18,253 - 18,253
Total property, plant and equipment 79,250 (41,035) 38,215

Computers and communications equipment at fairvalue 20,333 (16,095) 4,237
Plant and equipment at fair value 2,155 777) 1,384
Leaseholdimprovements at fair value 37,697 (21,279) 16,418
Capitalworks in progress at cost 1,114 - 1n4

Total property, plant and equipment 61,299 (38,145) 23,154




Initial recognition

ltems of property, plantand equipment, are
measured initially at cost and subsequently
revalued at fairvalue less accumulated depreciation
andimpairment. Where an assetis acquired forno
ornominal cost, the costisits fair value at the date
of acquisition.

The cost of constructed non-financial physical
assetsincludes the cost of all materials used
in construction, direct labour on the project
and an appropriate proportion of variable and
fixed overheads.

The cost of aleasehold improvementis capitalised
and depreciated over the shorter of the remaining
term of the lease or their estimated useful lives
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Subsequent measurement

Property, plant and equipment are subsequently
measured at fair value less accumulated depreciation
andimpairment. Fairvalue is determined with regard
tothe asset’s highest and best use (consideringlegal
or physicalrestrictionsimposed on the asset, public
announcements orcommitments made inrelationto
theintended use of the asset).

Fairvalue forall TZV's property, plant and equipment
(except capital works in progress whichis continued
tobe measured at cost) is determined using the
currentreplacement cost method.

4.1.1 Reconciliation of movements in net carrying amount of property, plant and equipment

Opening balance 4,237 1,384 16,418 1,14 23,154
Additions - - - 18,987 18,987
Reclassification (14) - - - (14)
Depreciation expense (1,988) (215) (1,708) - (3,911)
Disposal - - - - -
Capitalisation of works 271 - 1,577 (1,848) -
inprogress

Closing balance 2,506 1,169 16,287 18,253 38,215
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4.2 Intangible assets

Gross carrying amount

Opening balance 5,151 1,584 6,735
Additions - 309 309
Disposals (374) (318) (692)
Closing balance 4,777 1,576 6,352
Accumulated amortisation

Opening balance (2,220) (1,270) (3,490)
Amortisation (641) (94) (735)
Disposals 374 22 396
Closing balance (2,486) (1,342) (3,828)
Net carrying amount 2,290 234 2,524

Initial recognition

Purchasedintangible assets are initially
recognised at cost. When the recognition criteria
inAASB 138 Intangible Assetsis met, internally
generatedintangible assets are recognised at
cost. Subsequently, intangible assets with finite
usefullives are carried at costless accumulated
amortisation and accumulated impairment losses.
Depreciation and amortisation begins when

the assetis available foruse, thatis, whenitisin
the location and condition necessary foritto be
capable of operatinginthe mannerintended

by management.

Aninternally generated intangible asset arising from
development (or fromthe development phase of
aninternal project)isrecognisedif, and only if, the
following are demonstrated:

- the technical feasibility of completing the
intangible asset so thatit will be available foruse
orsale

- anintentionto complete the intangible asset and
use orsellit

- the ability to use or sell the intangible asset

- theintangible asset will generate probable future
economic benefits

- the availability of adequate technical, financial and
otherresources to complete the development
andtouse orselltheintangible asset

- the ability to measure reliably the expenditure
attributable to the intangible asset during
its development.

Subsequent measurement

Allintangible assets continue to be measured
atcostless any accumulated amortisation and
accumulatedimpairment losses.

TZV'sintangible assets all have finite useful lives and
are amortised as an ‘expense from transactions’ on
astraightline basis over theiruseful lives. Referto
Note 4.4.1fora summary of the useful life policy.

Impairment of intangible assets
Intangible assets with finite useful lives are
tested forimpairment whenever anindication
of impairmentisidentified.

Significant intangible assets

TZV has capitalised the computer aided dispatch
(CAD) software. The net carrying amount of the
softwareis $2.29 million (2024: $2.93 million). Its
usefullifeisnine years.



4.3 Right-of-use assets
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Buildings at fair value 56,232 (17,398) 38,833
Computers and communications equipment - - -
atfairvalue®

Motor vehicles at fairvalue 378 (70) 308
Total 56,610 (17,469) 39,141

Buildings at fair value 56,371 (12,234) 44,138
Computers and communications equipment - - -
atfairvalue®

Motor vehicles at fairvalue 328 (80) 248
Total 56,699 (12,313) 44,386

(a) Right-of-use computer and communications equipment related to the State of Victoria’s Emergency Services Communication contracts transferred

to DJCS from 30 April 2024 (referto Note 1.3).

Right-of-use asset acquired by lessees

- initial measurement

TZV recognises aright-of-use assetand alease
liability at the lease commencement date. The
right-of-use assetis initially measured at cost which
comprises theinitialamount of the lease liability
adjusted for:

- anylease payments made at orbefore the
commencement date; plus

- anyinitial direct costsincurred; and

- an estimate of costs to dismantle andremove the

underlying asset ortorestore the underlying asset
orthe site onwhichitislocated.

Right-of-use asset

- subsequent measurement

TZV depreciates theright-of-use assetsona
straight line basis from the lease commencement
date to the earlier of the end of the useful life of the
right-of-use asset or the end of the lease term. The
right-of-use assets are also subject to revaluation.

In addition, the right-of-use assetis periodically
reduced by impairmentlosses, if any, and adjusted
forcertainremeasurements of the lease liability.

Vehicles are valued using the current replacement
costmethod. TZV acquires new vehicles and at
times disposes of them before the end of their
economic life. The process of acquisition, use and
disposalinthe marketis managed by experienced
fleet managers who setrelevant depreciationrates
during use toreflect the utilisation of the vehicles.
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4.4 Depreciation, amortisation and impairment

4.4.1 Depreciation and amortisation expense by asset class

Buildings (including right-of use assets) 5,165 8,71
Computers and communications equipment 1,988 17,790
Motor vehicles (including right-of-use assets) 56 49
Plant and equipment 215 217
Leaseholdimprovements 1,708 67
Intangible assets 735 977
Total depreciation and amortisation 9,867 27,811

All property, plant and equipment, intangible assets
andright-of-use assets that have finite useful

lives are depreciated. Leasehold improvements
are depreciated over the shorter of the remaining
term of the lease or the estimated useful life of the
improvements using the straight-line method.

Depreciationis generally calculated on a straight-
line basis, atrates that allocate the asset’s value,
less any estimatedresidual value, overits estimated
remaining useful life.

Buildings (including right-of use assets)
Computers and communications equipment
Motor vehicles (including right-of-use assets)
Plant and equipment
Leaseholdimprovements

Intangible assets

The estimated useful lives, residual values and
depreciation method are reviewed at the end of
each annual reporting period, and adjustments
made where appropriate.

The following useful lives of assets are usedin
the calculation of depreciation and amortisation
forthe current year and prioryears, unless
otherwise stated.

5-150
3-10
2-30)
5-10
4-20
3-9

(i) Right-of-use assets are generally depreciated over the shorter of the asset’s useful life and the lease term. Where TZV obtains ownership of the
underlyingleased asset orif the cost of the right-of-use asset reflects that the entity will exercise a purchase option, the entity depreciated the

right-of-use asset oversits useful life.

4.4.2 Impairment

The recoverable amount of primarily non-cash-
generating assets of not-for-profit entities,

which are typically specialised in nature and held
for continuing use of their service capacity, is
expectedto be materially the same as fair value
determined under AASB 13 Fair Value Measurement,
with the consequence that AASB 136 Impairment
of Assets doesnot apply tosuch assets thatare
regularly revalued.

Every five years, anindependent valuation of land
and buildingsis performed by the Valuer-General
Victoria to determine the fair value using the market
approach. TZVis due for the five years revaluationin
2026.



Other assets and liabilities

This section sets out otherassets and
liabilities that arise from TZV operations.

5.1 Receivables
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Structure

5.1 Receivables

5.2 Payables

Contractual

Services 9 498

Otherreceivables 799 641
1,71 1,139

Statutory

GSTinput tax credit recoverable 857 1,240
857 1,240

Total receivables 2,567 2,379

Represented by:

Currentreceivables

Non-current receivables

2,567 2,379

Receivables comprise almost exclusively amounts
due from Victorian Government agencies.
Receivables consist of:

- Contractualreceivables - classified as financial
instruments and categorised as ‘financial assets
atamortised cost’. They are initially recognised at
fairvalue plus any directly attributable transaction
costs. TZV holds the contractual receivables with
the objective to collect the contractual cash
flows and therefore subsequently measured
atamortised cost using the effective interest
method, less any impairment.

- Statutoryreceivables - which do not arise from

contracts and are recognised and measured
similarly to contractual receivable (except for
impairment), but are not classified as financial
instruments for disclosure purposes. TZV
applies AASB 9 Financial Instruments forinitial
measurement of the statutory receivables, and
asaresult, statutory receivables are initially
recognised at fair value plus any directly
attributable transaction cost.
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5.2 Payables

Contractual

Supplies and services 5,460 7,236

Unearnedincome 387 147

Accrued expenses 1.3 5,877 56,192
1,724 63,575

Statutory

Payrolltax payable 947 786

GSTpayable 45 84
992 870

Total payables 12,716 64,444

Represented by:

Current payables 12,716 64,444

Payables consist of:

- Contractual payables, such as accounts payable
andunearnedincome. Contractual payables are
classified as financialinstruments and measured
atamortised cost. Accounts payable represent
liabilities forgoods and services provided to
TZV priorto the end of the financial year that are
unpaid, and arise when TZV becomes obliged to

make future paymentsinrespect of the purchase

of those goods and services.

The 2023-24 Accrued expensesincluded

$49 million Emergency Services Communication
contracts transferaccrual to the Department

of Justice and Community Safety (DJCS) and
payment was made after 30 June 2024,

All contractual payables are due to be paid within

one month of 30 June 2025.

- Statutory payables, such as goods and services
tax and fringe benefits tax payable. Statutory
payables are recognised and measured similarly
to contractual payables, but are not classified
as financialinstruments and notincludedinthe
category of financial liabilities at amortised cost
because they do not arise from contracts.

Payables for supplies and services have usual credit
period of 30 days.



How we financed our operations

TZ\V’s operations are financed through a variety
of sources. Recurrent operations are generally
financed from cash flows from operating
activities (see Cash flow statement). Asset
investment operations are generally financed
from a combination of surplus cash flows

from operating activities, finance leases and
contributions from owners.

6.1 Leaseliabilities
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Structure

6.1 Leaseliabilities
6.2 Leases

6.3 Cashflowinformation
and balances

6.4 Commitmentsfor
expenditure

Current lease liabilities

Lease liabilities® 4,714 4,442
Total current lease liabilities 4,714 4,442
Non-current lease liabilities

Lease liabilities® 35,893 40,417
Total non-current lease liabilities 35,893 40,417
Total lease liabilities 40,607 44,859

(i) Secured by the assets leased. Lease liabilities are effectively secured as the rights to the leased assets revert to the lessorin the event of default.

Lease liabilities are interest bearing liabilities arising from lease of assets. Lease liabilities are classified as
financial instruments. Interest bearing liabilities are classified at amortised cost.
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6.2 Leases

Information about leases forwhichTZVis alessee
is presented below.

TZV’s leasing activities

TZV leases various properties, computerand
communications equipment, and motor vehicles.
The lease contracts are typically made for fixed
periods of 1-15 years with an option torenew the
lease afterthat date. Leaserentals are renegotiated
periodically toreflect marketrentals.

6.2.1 Right-of use assets

Right-of-use assets associated withTZV’s lease
liabilities are presentedin Note 4.3.

6.2.2 Amounts recognisedin the
Comprehensive operating statement

The following amounts are recognisedinthe
Comprehensive operating statement relating
toleases.

Interest expense includes costsincurredin
connectionwiththe lease of assets andincludes
the interest component of lease repayments.
Interest expenses are recognisedin the periodin
whichitisincurred.

Interest expense onlease liabilities 1,532 1,797
Expensesrelating to leases of low-value assets 46 50
Total amount recognised in the Comprehensive operating statement 1,578 1,847

6.2.3 Amountsrecognisedin the Statement of cash flows

The following amounts are recognised in the Statement of Cashflows for the yearended 30 June 2025

relatingtoleases.

Total cash outflow for leases

(4,368) (19,341)

Forany new contracts enteredinto, TZV considers
whetheracontractis, orcontains alease. Alease
isdefined as ‘a contract, or part of a contract,

that conveys theright to use an asset (the
underlying asset) fora period of time in exchange
for consideration’. To apply this definition, TZV
assesseswhetherthe contract meets three key
evaluations which are whether:

- the contract contains anidentified asset, which
is either explicitly identifiedin the contract or
implicitly specified by beingidentified at the
time the assetis made available to TZV and for
which the supplier does not have substantive
substitutionrights

- TZV has theright to obtain substantially all of the
economic benefits from use of the identified
asset throughout the period of use, considering
its rights within the defined scope of the contract
and TZV has theright to direct the use of the
identified asset throughout the period of use

- TZV has theright to take decisionsinrespect
of ‘how and forwhat purpose’ the assetisused
throughout the period of use.

No changes to the above policy from the prior
financial year.



Recognition and measurement of leases
asalessee

Lease liability - initial measurement

The lease liability isinitially measured at the
presentvalue of the lease payments unpaid at

the commencement date, discounted using the
interestrate implicitinthe leaseif thatrateis readily
determinable orTZV'sincremental borrowing rate

Lease paymentsincludedin the measurement of
the lease liability comprise the following:
- fixed paymentsless any lease incentive receivable

- variable payments based onanindexorrate,
initially measured using the index orrate as at the
commencement date

- amounts expected to be payable under aresidual
value guarantee

- payments arising from purchase and termination
optionsreasonably certain to be exercised.

Lease liability - subsequent measurement
Subsequent toinitialmeasurement, the liability
willbe reduced for payments made and increased
forinterest. Itisremeasured toreflect any
reassessment or modification.
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When the lease liability isremeasured, the
corresponding adjustmentisreflectedin the right-
of-use asset, orprofitandlossif the right-of-use
assetis already reducedto zero.

Short-term leases and leases of low

value assets

TZV has elected to account for short-term leases
andleases of low value assets using the practical
expedients. Instead of recognising aright-of-use
asset andlease liability, the paymentsinrelation to
these arerecognised as an expense in profit orloss
onastraightline basis over the lease term.

During the year, TZV leased low value computer
equipment with contract termsranging fromone to
five years. Noright-of-use asset and corresponding
lease liability has beenrecognisedrelating to these
low value items.

At 30 June 2025, TZV did not have any short term
lease commitments.

The following table presents the future lease
payments and maturity analysis for leases.

NotlongerthanTyear 6,092 5,961
Longerthanlyearbutnotlongerthanb5years 20,226 21,023
Longerthan5years 21,070 26,156
Minimum future lease payments 47,388 53,140
Less future finance charges (6,781) (8,281)
Present value of minimum lease payments 40,607 44,859

6.3 Cashflowinformation and balances

Cash and deposits, including cash equivalents, comprise cash on hand and cash at bank which are subject to

aninsignificant risk of changesinvalue.
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6.3.1 Reconciliation of cash and cash equivalents

Cashanddeposits

47,613 96,220

Balance as per Cash flow statement?

47,613 96,220

(i) Balance as per Cash flow statementinclude:

- Provisions held foremployee entitlements and funds held for specific funded projects.

6.4 Commitments for expenditure

Commitments for future expenditure include
operating and capital commitments arising from
contracts. These commitments are disclosed by
way of a note at theirnominal value and inclusive of
the GST payable. In addition, where itis considered

information to users, the net present values of
significantindividual projects are stated. These
future expenditures cease to be disclosed as
commitments once the related liabilities are
recognisedinthe Balance sheet.

appropriate and provides additional relevant

6.4.1 Total commitments

(a) Capital expenditure commitments
Total capital expenditure contracted for the purchase and
implementation of infrastructure at balance date but not
provided forinthe accounts.

Notlongerthanlyear 14,528 1,571
Longerthanlyearandnotlongerthan5years 2,935 -
17,464 1,571
(b) Softwarelicence and services commitments®
A commitment exists inrelation to software licensing with various
vendors and the software licensing and support agreement for
CTD held with Intergraph Corporation Pty Ltd.
Notlongerthanlyear 6,721 4,448
Longerthanlyearandnotlongerthan5years - -
4,448 5,428
(c) Other expenditure commitments
Notlongerthanlyear 3,496 6,913
Longerthanlyearandnotlongerthan5years 29,588 6,034
Longerthan5years 12 -
33,096 12,947
Total commitments for expenditure (exclusive of GST) 57,280 18,966
Plus GSTrecoverable from the Australian Taxation Office 5,728 1,897
Total commitments for expenditure (inclusive of GST) 63,008 20,863

(i) The agreement with Intergraph Corporation Pty Ltd isrenewed annually.



Risks, contingencies and valuation judgements 7.1

TZVis exposedtorisks frombothits activities
and outside factors. Inaddition, itis often
necessary to make judgements and estimates
associated withrecognition and measurement
of itemsinthe financial statements. This section
presentsinformation on financial instruments,
contingent assets and liabilities, and fair value
determinations on TZV’s assets and liabilities.

7.1 Financialinstruments

Introduction

Financialinstruments arise out of contractual
agreements that giverise to a financial asset of one
entity and a financial liability or equity instrument of
anotherentity. Due to the nature of TZV’s activities,
certain financial assets and financial liabilities

arise under statute ratherthan a contract. Such
financial assets and financial liabilities do not meet
the definition of financial instruments in AASB 132
Financial Instruments: Presentation.

Categories of financial assets

Financial assets at amortised cost

Financial assets are measured at amortised costs if
both of the following criteria are met and the assets
are not designated as fair value through net result:

- the assets are held by TZV to collect the
contractual cash flows

- the assets’ contractual terms give rise to cash
flows that are solely payments of principal and
interest.

These assets areinitially recognised at fair value
plus any directly attributable transaction costs and
subsequently measured at amortised cost using the
effectiveinterest methodless any impairment.

TZV recognises the following assetsin this category:
- cashand deposits

- receivables (excluding statutory receivables).
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Structure

Financialinstruments

7.2 Contingentassetsand
contingent liabilities

Categories of financial liabilities

Financial liabilities at amortised cost
Financialliabilities at amortised cost are initially
recognised onthe date they are originated. They
areinitially measured at fair value plus any directly
attributable transaction costs. Subsequent to
initial recognition, these financial instruments are
measured at amortised cost with any difference
between the initial recognised amount and the
redemptionvalue beingrecognisedin profit and
loss over the period of the interest bearing liability,
using the effective interest rate method. TZV
recognises the following liabilities in this category:

- payables (excluding statutory payables)
- leaseliabilities.
The carrying amounts of TZV'’s financial assets

and financial liabilities by category arein the
following table.
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7.1.1 Categorisation of financial instruments

Contractual financial assets

Cashanddeposits 6.3.1 47,613 - - 47,613
Receivables? 51

- Services - 9N - on

- Other - 799 - 799
Total contractual

financial assets 47,613 1,71 - 49,324
Contractual financial liabilities

Payables® 5.2

- Supplies and services - - 5,460 5,460
-Accruals - - 5,877 5,877
Lease liabilities 6.1 - - 40,607 40,607
Total contractual

financial liabilities - - 51,944 51,944

Contractual financial assets

Cashand deposits 6.3.1 96,220 - - 96,220
Receivables® 51

- Services - 498 - 498

- Other - 641 - 641
Total contractual

financial assets 96,220 1,139 - 97,359
Contractual financial liabilities

Payables® 52

- Supplies and services - - 7,236 7,236
-Accruals - - 56,192 56,192
Lease liabilities 6.1 - - 44,859 44,859
Total contractual

financial liabilities - - 108,288 108,288

(i) The total amounts disclosed here exclude statutory amounts (i.e. GST input tax credit recoverable and taxes payable).



7.2 Contingent assets and

contingent liabilities

Contingent assets and contingent liabilities are not
recognisedinthe Balance sheet, but are disclosed
by way of anote and, if quantifiable, are measured
atnominal value. Contingent assets and liabilities
are presentedinclusive of GSTreceivable or
payable respectively.

7.2.1 Contingent assets

Contingent assets are possible assets that

arise from past events, whose existence will

be confirmed only by the occurrence ornon-
occurrence of one ormore uncertain future events
not within TZV's control. These are classified as
either quantifiable, where the potential economic
benefitis known, ornon-quantifiable.

TZV has no contingent assets as of 30 June 2025
(2024: Nil).

7.2.2 Contingent liabilities
Contingent liabilities are:

- possible obligations that arise from past events,
whose existence willbe confirmed only the
occurrence ornon-occurrence of one ormore
uncertain future events not wholly within the
control of the entity; or
> itisnot probable that an outflow of resources
embodying economic benefits will be required
to settle the obligations; or

> the amount of the obligation cannot be
measured with sufficient reliability.

TZV has no contingent liabilities as at 30 June 2025
(2024 Nil)
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' Structure

Otherdisclosures 8.1 Exgratiaexpense
This sectionincludes those additional 8.2 Equityandreserves
disclosuresrequired by accounting standards 8.3 Disaggregated
orotherwise, that are material, for the information

derstandi fthisfi ial t.
understanding of this financial repor 8.4 Responsible persons

8.5 Remuneration
of executives

8.6 Relatedparties

8.7 Subsequentevents

8.1 Exgratiaexpense

Ex gratia expenses are the voluntary payments of money or other non-monetary benefit (e.g. a write off) that
are not made eitherto acquire goods, services or other benefits for the entity orto meet alegalliability, orto
settle orresolve a possible legalliability of or claim against TZV.

Forgiveness orwaiver of debt® 4 -
Compensation foreconomic loss® 116 -
Total ex-gratia expenses 1n9 -

(i) The amount reflects a waiver of salary adjustments.

(i) Compensation for economic loss are payments to individuals to resolve possible claims or for loss incurred relative to disputes regarding
employment. These payments are reflected in salaries and wages expenses - referto Note 3.1.1.

8.2 Equity andreserves 8.3 Disaggregatedinformation

Capital appropriations (Additions This section disaggregatesrevenue andincome
to Net Assets) that enables the delivery of services (describedin
Consistent with the requirements of AASB 1004 Section 2) by output, andrecords the allocation of
Contributions, contributions by owners (that s, expensesincurred (describedin Section 3) also
contributed capital and its repayment) are treated by output.

as equity transactions and, therefore, do not form
part of TZV’sincome and expenses.

Additions to Net Assets $16.980 million ($3.144
millionin 2023-24) which have been designated
as contributions by owners are recognised as
contributed capital.
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8.3.1 Comprehensive operating statement - Lines of business

Revenue andincome
from transactions

Servicerevenue 217989 189162 2,994 139,397 - - 220,983 328,559
Projectrevenue 1,742 12,378 - - 32,280 2,091 34,022 14,469

Total revenue andincome 219,731 201,540 2,994 139,397 32,280 2,091 255,005 343,028
from transactions

Expenses from transactions

Employee expenses 197,921 184153 391 2,125 6,723 815 205,035 187,093
Depreciationand amortisation 9,867 8,672 19,139 - - 9,867 27,811
Other operating expenses 33,910 53,637 22 106,858 8,735 490 42,667 160,985
Interest expense 1,532 1,121 676 - - 1,532 1,797
Total expenses from

transactions 243,231 247,584 412 128,798 15,458 1,305 259,102 377,687
Net result fromtransactions (23,500) (46,044) 2,582 10,599 16,822 786 (4,097) (34,659)

(net operating balance)

Other economic flows
includedin netresult

Net (loss) from transfer - - (46,324) - - - (46,324)
of Emergency Services

Communication contracts

Net gain/(loss)on 49 20 - - - - 49 20
non-financial assets

Other gains/(losses) from 315 (241) 1 - 63 - 378 (24
othereconomic flows

Total other economic 364 (221) 1 (46,324) 63 - 428 (46,545)
flowsincludedin net result

Net result (23,136) (46,265) 2,582 (35,725) 16,884 786 (3,669) (81,204)
Comprehensive result (23,136) (46,265) 2,582 (35,725) 16,884 786 (3,669) (81,204)

(i) Call-taking and dispatch (CTD) and data and information (DI) services revenue
Based onthe objectives of TZV departments, their costs are largely allocated to CTD and DI Operations. The functions provided by these departments are
directed to support CTD and DI Operations.

(i) Operational Communications

Operational Communications represents revenue and expenses for the State of Victoria Emergency Services Communication contracts previously managed
by TZV on behalf of the state. Across the contracts there are different contract terms, and different financing and depreciation cycles. Responsibility for these
contracts was transferred to DJCS from 30 April 2024 (refer to Note 1.3). TZV continued to provide technical advisory services (TAS) on behalf of the sector
during 2024-25 financial year.

(iii) Projects

The Victorian Governmentis funding the Next Generation CAD (NGC) system. It is a multi-year project to replace the current CAD system.
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8.4 Responsible persons

Inaccordance with the Ministerial Directionsissued by the Assistant Treasurer under the Financial
Management Act 1994, the following disclosures are made regarding responsible persons for the
reporting period.

The persons who held the positions of Minister, Board Members and Accountable Officerat T2V
are as follows:

Minister for Emergency Services

-The Hon. Jaclyn Symes, MP 1July 2024 t0 18 December2024

- Vicki Ward, MP 19 December 2024 to 30 June 2025
Acting Minister for Emergency Services

-The Hon. Enver Erdogan, MP 1November2024to 5 November 2024
-The Hon. Jaclyn Symes, MP 4 January 202510 20 January 2025
-The Hon. Enver Erdogan, MP 4 June 202510 9 June 2025

Chair

- DrAlexandra Cockram 1July 2024 to0 14 June 2025

-Tass Mousaferiadis 15 June 2025 to 30 June 2025
Chief Executive Officer

-Ms DebraAbbott 1July 2024 to 30 June 2025

Acting Chief Executive Officer

- MrByron Crawford 8March20251t0 8 June 2025
Board members

- Ms Mary Delahunty 1July 2024 t0 14 June 2025

- Ms Christine Ferguson 1July 2024 t0 30 June 2025

- Ms Natalie MacDonald 15 June 2025 to 30 June 2025

- MrMichael Shatter 15 June 2025 t0 30 June 2025

- Ms Hazel Clothier 15 June 2025 t0 30 June 2025
-MrWilliam O’Shea AM 15 June 2025 to 30 June 2025

- Ms Stella Smith 15 June 2025 to 30 June 2025
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The totalremunerationreceived orreceivable by Responsible Persons in connection with the management of
TZV during the reporting period was in the following range:

$0-$9,999

$10,000 - $19,999
$20,000 - $29,999
$40,000 - $49,999
$50,000 - $59,999
$100,000 - $199,999
$340,000 - $349,999
$380,000 - $389,999
$490,000 - $499,999

1 -

Total

10 n

Remuneration comprises employee benefitsin all
forms of consideration paid, payable or provided
by the entity, or on behalf of the entity, inexchange
forservicesrendered, andis disclosedin the
following categories:

- Short-term employee benefits - includes
amounts such as wages, salaries, annual leave
orsickleave that are usually paid or payable ona
regular basis, as well asnon-monetary benefits
such as allowances and free or subsidised goods
orservices.

- Post-employment benefits - includes pensions
and otherretirement benefits paid or payable on a
discrete basis when employment has ceased.

- Otherlong-term benefits - include long service
leave, otherlong service benefits or deferred
compensation.

- Termination benefits - includes termination of
employment payments, such as severance
packages.

8.4.1 Remuneration of Board members and the Accountable Officer

Total remuneration 703 515
Total number of Board members and the Accountable Officer® 10 1
Total annualised employee equivalents® 4.1 4.9

(i) The total number of Board members and the Accountable Officerincludes persons who meet the definition of Key Management Personnel of the entity
under AASB 124 Related Party Disclosures and are also reported within the related parties note disclosure (refer to Note 8.5).

(i) Annualised employee equivalentis based on the time fraction worked over the reporting period.

The remuneration of the Ministeris reportedin the State of Victoria’s Annual Financial Report.
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8.5 Remuneration of executives

The number of executive officers, other than the Ministers, Accountable Officer and Board Members, and
their total remuneration during the reporting period are shown in the table below. Total annualised employee
equivalents provides a measure of full time equivalent executive officers over the reporting period.

Chief Operating Officer 1July 2024 to 30 June 2025
Deputy Corporate 1July 2024 to 30 June 2025
Chief Financial Officer 1July 2024 to 30 June 2025
DirectorLegal Services 1July 2024 to 30 June 2025
Acting Chief Information Officer 16 September2024to1February 2025
Executive Director - Governance and Strategy 1July 2024 t0 30 June 2025
Executive Director - Transformation 1July 2024 to 30 June 2025
Executive Director - Emergency Communications

Information Services 28 January 202510 30 June 2025
Executive Director - People and Culture 1July 2024 to 30 June 2025
Executive Director - Emergency Communication Services 1July 202410 30 June 2025

8.5.1 Remuneration of executive officers

Total remuneration 3,188 2,801
Total number of executives? 10 10
Total annualised employee equivalents® 8.8 8.0

(i) The total number of executive officers includes persons who meet the definition of Key Management Personnel of the entity under AASB 124 Related
Party Disclosures and are also reported within the related parties note disclosure (refer to Note 8.6).

(i) Annualised employee equivalentis based on the time fraction worked over the reporting period.



8.6 Related parties

TZVis awholly owned and controlled entity of the
State of Victoria.

8.6.1 Significant transactions with government
related entities

During the year TZV had the following Victorian
government-related entity transactions.

Department of Justice and

Community Safety

TZV received government funding for CTD and
Dl servicesthat TZV provides, which has been
recognised as revenue, through DJCS.

TZV also continues to provide technical advisory
services onbehalf of the sector post the transfer of
Emergency Services Communication contracts to
DJCS from 30 April 2024. Payments recognised as
expensesrelate to state mapping services.

Department of Government Services
Department of Government Services (DGS)is a
government department focused onimproving how
Victorians and businesses interact with the Victorian
government. They're connecting and digitising
government platforms and streamlining corporate
and procurement services. TZVreceived funding
forprojects whichhas beenrecognised as revenue,
alongwith proceeds from the disposal of leased
vehicles. Payments made to DGSrelate to lease
expenses for VicFleet motor vehicles.

Ambulance Victoria

Ambulance Victoria (AV) provides pre-hospital
treatment and ambulance transport for peoplein
urgent medicalemergencies. TZV provides CTD and
Dlservicesto AV, with funding received from the
governmentvia DJCS.

Country Fire Authority

Country Fire Authority (CFA) is a volunteer and
community based fire and emergency services
organisation. TZV provides CTD and Dl services

to CFA, withfunding received from the government
viaDJCS.
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Fire Rescue Victoria

Fire Rescue Victoria (FRV) provides fire and
emergency management services. TZV provides
CTD, Dland alarm monitoring services to FRV, with
funding received from the governmentvia DJCS.

Victoria Police

Victoria Police provides policing services to the
Victorian community. TZV provides CTD and Dl
servicesto Victoria Police, with funding received
from the governmentvia DJCS.

Victoria State Emergency Service

Victoria State Emergency Service (VICSES)is a
volunteer based emergency service that responds
to floods, severe storms, earthquakes, tsunami,
roadrescue and searchandrescue. TZV provides
call-taking, dispatch and information services to
VICSES, with funding received from the government
viaDJCS.

Monash Health

Monash Healthis Victoria’s largest public health
service. TZV supplied andinstalled radio equipment
atMonash Health which wasrecognised as revenue.

Victorian Auditor-General’s Office
Victorian Auditor-General’s Office (VAGO) plays
akeyrole inpromoting confidence in the public
sector. They conduct audits to ensure that public
sector entities are transparent and accountable
to the Victorian Parliament and the community.
Paymentsto VAGO relate to advised fee for the
audit of the financial statements.

Victorian Government Solicitor Office

The Victorian Government Solicitor's Office (VGSO)
provides Victorian Government legal expertise for
departments and statutory authorities. TZV pays
VGSO forlegal professional services, which are
recognised as expenses.

Victorian Managed Insurance Authority
TZVisinsured by the Victorian Managed Insurance
Authority (VMIA). Insurance payments to VMIA are
recognised as an expense.
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Receiptsrecognised asrevenue

Department of Justice and Community Safety 245,768 322,943
Department of Government Services 400 -
Ambulance Victoria 190 797
Country Fire Authority 3 2,338
Fire Rescue Victoria - 390
Major Transport Infrastructure Authority - 3,067
Monash Health 18 1
Victoria Police 274 3,306
Victoria State Emergency Service 341 245
246,994 333,097
Paymentsrecognised as expense
Ambulance Victoria 82 39
Department of Government Services 189 -
Department of Justice and Community Safety 2,651 80
Department of Treasury and Finance 3 141
Victorian Auditor-General’s Office BY 51
Victorian Government Solicitor’'s Office 55 15
Victorian Managed Insurance Authority 1,923 1,449
Victorian Rail Track - 78
4,957 1,853
Receivables
Ambulance Victoria 98 256
Country Fire Authority 70 48
Department of Justice and Community Safety - 3
Fire Rescue Victoria 59 20
Monash Health - 17
Victoria State Emergency Service 201 150
Victoria Police - 2
428 496
Payables
Department of Justice and Community Safety 35 -
35 -

All other transactions with Victorian government related party entities were made on normal commercial

terms and conditions.



8.6.2 Key management personnel

Key management personnel of TZVincludes the
Ministers, Board members, the Chief Executive
Officerand the members of the Executive
Leadership Team, as disclosedin Notes 8.4 and 8.5.

Remuneration forthe Board Members and the
Accountable Officeris disclosedin Note 8.4.

Remuneration for the executive officersis disclosed
inNote 8.5.

8.6.3 Transactions and balances with
key management personnel and other
related parties

Given the breadth and depth of the Victorian
government activities, related parties transact with
the Victorian public sectorin a manner consistent
with othermembers of the public. Further
employment of processes within the Victorian
public sector occuronterms and conditions
consistent with the Public Administration Act 2004
and Codes of Conduct and Standards issued by the
Victorian Public Sector Commission. Procurement
processes occuronterms and conditions
consistent with the Victorian Government
Procurement Board requirements.

Outside of normal citizen type transactions with
TZV,there were norelated party transactions
thatinvolved key management personnel, their
close family members and their personal business
interests. No provision has beenrequired, nor

any expense recognised, forimpairment of
receivables fromrelated parties. No provision has
beenrequired, norany expense recognised, for
impairment of receivables fromrelated parties.
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8.7 Subsequentevents

The policy in connection with recognising
subsequent events that are for events that occur
between the end of the reporting period and the
date when the financial statements are authorised
forissueisasfollows:

- adjustments are made to amounts recognised
inthe financial statements where those events
provide information about conditions that existed
atthereporting date

- disclosure is made where the eventsrelate to
conditions that arose after the end of the
reporting period that are considered to be of
material interest.

There are no events after thereporting date that are
considered of material interest.



96 | TRIPLE ZERO VICTORIA

Appendices
g

Appendix A: Disclosure index

TZV's annual report is prepared in accordance with all relevant Victorian legislation and pronouncements.
This index has been prepared to help identify TZV's compliance with statutory disclosure requirements.

Financial Reporting Directions (FRD)
Report of operations

Charterand purpose
FRD 22 Manner of establishment and the relevant Ministers 49
FRD 22 Purpose, functions, powers and functions 4,7
FRD 8D Departmental objectives, indicators and outputs 18-19
FRD 22 Nature and range of services provided 6-7
FRD 22 Key initiatives and projects 31-37
Management and structure
FRD 22 Organisational structure 10
Financial and otherinformation
FRD 8 Performance against output performance measures 19
FRD10 Disclosure index 96-97
FRD12 Disclosure of major contracts 52
FRD15 Executive disclosures 44-45
FRD 22 Employment and conduct principles 17
FRD 22 Occupational health and safety (OH&S) matters 16,46
FRD 22 Summary of financial results for the year 58-59
FRD 22 Significant change in financial position 58-59
FRD 22 Major changes or factors affecting performance 58-59
FRD 22 Subsequent events 95
FRD 22 Expenditure on consultancies - details of consultancies over 52-54
$10,000; details of consultancies under $10,000
FRD 22 Disclosure of government advertising expenditure 54
FRD 22 Disclosure of ICT expenditure 54
FRD 22 Application and operation of Freedom of Information Act 1982 54-55
FRD 22 Applicationand operation of the Public Interest Disclosures Act 2012 56

FRD 24 Reporting of office-based environmental impact 50-51
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Financial Reporting Directions (FRD)
Report of operations (continued)

FRD 25 Localjobs first 52
FRD 29 Workforce data disclosures 40-44
SD5.2 Specific requirements under Standing Directions 5.2 Inside cover

Compliance attestation and declaration
SD514 Financial Management Compliance Attestation 57
SD5.2.3 Declarationinreport of operations Inside cover

Financial performance and financial statements

Declaration
SD5.2.2 Declarationin financial statements 60

Otherrequirements under Standing Directions 5.2

SD5.21(a) Compliance with Australian accounting standards and other
authoritative pronouncements 67-68
SD5.2.1(a) Compliance with Standing Directions 67-68
Otherdisclosures as required by FRD’s in notes to the financial statement
FRD 21 Disclosures of Responsible Persons, Executive Officers and
otherPersonnel (Contractors with Significant Management
Responsibilities) in the Financial Report 90-92
FRD103 Non-financial physical assets 75
FRDT10 Cash flow statements 65
FRD112 Defined benefit superannuation obligations 72
FRD114 Financial Instruments - general government entities and public

non-financial corporations 85-87
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Appendix B: Acronyms

000 Triple Zero

AAR After-Action Reviews

ACMA Australian Communications and Media Authority
AEE Annualised Employee Equivalent

AHTAP Average Handling Time Action Plan

AlIMS Australasian Inter-Service Incident Management System
AV Ambulance Victoria

BAL Ballarat

CAD ComputerAided Dispatch

CEO Chief Executive Officer

CFA Country Fire Authority

CIRP Critical Incident Response Plan

COO Chief Operating Officer

CPR Cardiopulmonary Resuscitation

CTD Call-taking and Dispatch

DEECA Department of Energy, Environment and Climate Action
DGS Department of Government Services

DRUP2 Digital Radio Upgrade Project phase 2

DICS Department of Justice and Community Safety
DH Department of Health

DPS Department Performance Statement

EAS Emergency Alerting System

EAP Employee Assistance Program

ECIS Emergency Communication Information Services
ECO Emergency Communications Officer

ECS Emergency Communications Services

ECP Emergency Call Person

EFCO Emergency Field Communications Officers
EMC Emergency Management Commissioner

EMLO Emergency Management Liaison Officers

EMP Emergency Management Plan

EMV Emergency Management Victoria

EOI Events of Interest
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ESIP Emergency Sector Integration Platform

ESOs Emergency Services Organisations

ESTA Emergency Services Telecommunications Authority
FARM Finance, Audit, Risk Management Committee
FOI Freedom of Information

FRD Financial Reporting Direction

FRV Fire Rescue Victoria

FTE Full Time Equivalent

GHG Greenhouse Gas

GST Goods and Services Tax

IBAC Independent Broad-based Anti-corruption Commission
ICC Incident Control Centres

ICT Information and Communication Technology
IGEM Inspector-General forEmergency Management
KPI Key Performance Indicator

LJF Local Jobs First

MDN Mobile Data Network

MDS Managed Device Service

MMR Metropolitan Mobile Radio

MPSG Major Project Skills Guarantee

NEPT Non-Emergency Patient Transport

Next Gen CAD Next Generation CAD

OHS Occupational Health and Safety

OPSEA Operations Enterprise Agreement

ovIC Office of the Victorian Information Commissioner
PAL Police Assistance Line

PDP Privacy and Data Protection

QIT Quality Improvement and Investigations Team
RAP Reconciliation Action Plan

RMR Regional Mobile Radio

RTO Registered Training Organisation

SCC State Control Centre

SDA Service Delivery Audit

SDO State Duty Officer
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SECC State Emergency Communications Centre
SEMP State Emergency Management Plan

SES Senior Executive Service

Sl Systems Integrator

SPC Service Performance Centres

SPDM Service Performance Duty Manager

SPF Social Procurement Framework

SV Systems Vendor

TL Team Leader

THO Burwood East/ Tally Ho

TZV Triple Zero Victoria

UPS Unlimited Power Supply

VAGO Victorian Auditor-General’s Office

VGPB Victorian Government Purchasing Board
VICSES Victoria State Emergency Service

VIPP Victorian Industry Participation Policy

VP Victoria Police

VPS Victorian Public Service

VRQA Victorian Registration and Qualifications Authority
WES Wesley Court

WIL Williams Landing
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AV Emergency calls Codel N/A
Primary measure 20%in5s Primary measure 90%in150s
@ Secondary measure 95%in30s Secondary measure 95%in250s
Non-emergency calls Code2 N/A
Primary measure 90%in30s Primary measure 90%in300s
Secondary measure 95%in60s Secondary measure 95%in500s
Emergency calls Priority 1 N/A
Primary measure 80%in5s Primary measure 80%in160s
Secondary measure 95%in60s Secondary measure 90%in240s
Priority 2 N/A
Primary measure 80%in300s
Secondary measure 90%in715s
Priority 3 N/A
Primary measure 80%in900s
Secondary measure 90%in1260s
FRV Emergency calls 90%in5s Priority 1 90% overall
Operational calls 90%in20s Telephone event in120 s compliance
Non-emergency calls 90%in30s Automatic alarm in28s (aggregated
EMR* in28s sub-measures)
Otheragency event in60s -Pls
CFA Emergency calls 90%in5s Priority 1 90% overall
:.:-: Operational calls 90%in20s Urban fire service in120's compliance
CEA| Non-emergencycalls  90%in30s telephone event (aggregated
Rural fire service in190's sub-measures)
telephone event -Pls
Automatic alarm in28s
EMR in28s
Otheragency event in60s
Priority 3 90% overall
Urban fire service in160s compliance
telephone event (aggregated
Rural fire service in230s sub-measures)
telephone event -P3s
VICSES Stormemergency 90%in20s Priority 1event NA 90%in60s
e Operational calls 80%in20s Priority 2&3 90% overall
SES VICSESurbanevent  in460s compliance
" .
VICSES rural event in460's (aggregated
Otheragency event in230's sub-measures)

-P28&3s

* .
Emergency medicalresponse.
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Appendix D: CTD summary statistics

Five year total CTD activity summary

Total calls answered 2,819,452 2,803,126 2,690,445 2,889 050 3,099,136 7.3 2.4 9.9

Total events dispatched 2,287,410 2,226,702 2,278,150 2,484,023 2,598,726 4.6 3.2 13.6
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Five year call answer summary - by type of call

000 emergency calls 1,929,545 1,933,391 1,990,436 2,145,877 2,441,291 13.8 6.1 26.5
Non-000 emergency calls 425,965 386,592 346,153 396,462 350,497 -11.6 -4.8 -17.7
VICSES storm (132 500)

emergency calls answered 36,310 38,474 43,800 34,825 37,580 7.9 0.9 3.5
Totalemergency calls

- 000, directand storm 2,391,820 2,358,457 2,380,389 2,577,164 2,829,368 9.8 4.3 18.3
Non-emergency and

operational calls 225,842 271,687 178,776 154,515 123,548 -20.0 -14.0 -45.3
Enquiry calls 201,790 172,982 131,280 157,371 146,220 -7 -7.7 -27.5
Total calls answered 2,819,452 2,803,126 2,690,445 2,889,050 3,099,136 7.3 2.4 9.9

Five year call answer by period comparison

Average calls per day 7,725 7,680 7,372 7,894 8,491
Callevery Xseconds 1.2 1.3 1.7 10.9 10.2
Average 000 emergency 5,287 5,297 5,454 5,864 6,689
calls perday

000 emergency calls 16.3 16.3 15.8 14.7 12.9

every X seconds
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Five year summary of calls answered per ESO

AV 1,074,839 1,225,372 117,997 1,142,543 1,157,757 1.3 1.9 7.7
VP 1,412,496 1,271,703 1,297,353 1,452,921 1,640,686 12.9 3.8 16.2
FRV 25,389 25,076 25,339 28,993 35,608 22.8 8.8 40.2
CFA 238,009 209,443 165,215 200,201 196,834 -1.7 -4.6 -17.3
VICSES 68,719 71,5632 84,541 64,392 68,251 6.0 -0.2 -0.7
Total 2,819,452 2,803,126 2,690,445 2,889,050 3,099,136 7.3 2.4 9.9

Five year summary of events dispatched per ESO

AV 796,394 834,287 860,027 900,224 879,448 -2.3 2.5 10.4
VP 1,365,865 1,263,691 1,290,832 1,447,559 1,570,374 8.5 3.5 15.0
FRV 59,975 64,366 67,276 72,979 78,443 7.5 6.9 30.8
CFA 26,357 25,892 25,547 30,454 34,073 1.9 6.6 29.3
VICSES 38,819 38,466 34,468 32,807 36,388 10.9 -1.6 -6.3

Total 2,287,410 2,226,702 2,278,150 2,484,023 2,598,726 4.6 3.2 13.6
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Detailed events dispatched - by priority and type

AV

- Code 1 Emergency 388,956 393,754 403,843 2.56
- Code 2 Emergency 229,277 252,801 257,382 1.81
-Code 3 49,315 53,484 49,284 -7.85
- Patient transport 192,479 200,185 168,939 -15.61
VP

- Priority 1 140,337 161,455 177,838 10.15
- Priority 2 757,495 864,532 955,918 10.57
- Priority 3 393,000 421,572 436,618 3.57
FRV

- Priority 1

Alarms 19,870 20,800 21,187 1.86
EMR* 10,564 9,678 9,683 0.05
Telephone events 17,403 20,664 23,897 15.65
Otheragency 19,439 21,837 23,676 8.42
CFA

- Priority 1

Alarms 3,443 3,542 3,568 0.37
EMR 151 m 215 93.69
Rural 4,227 5,975 6,870 14.98
Urban 4,362 5,150 5,700 10.68
- Priority 1

Otheragency 10,883 12,415 13,925 12.16
- Priority 3

Rural 1,109 1,516 1,842 21.50
Urban 1,372 1,745 1,966 12.66
VICSES

- Priority 1

Otheragency 3,442 3,722 4,107 10.34
- Priority 2

Otheragency 5,992 5,840 5,991 2.59
- Priority 3

Otheragency 3,365 3,349 3,740 11.68
- Rural priority 2 3,050 2,438 2,739 12.35
- Rural priority 3 3,791 2,556 3,559 39.24
- Urban priority 2 3,463 3,686 3,230 -12.37
- Urban priority 3 11,365 11,216 13,022 16.10
Total events dispatched 2,278,150 2,484,023 2,598,726 4.62

*Emergency medicalresponse.
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Call answer performance' for emergency calls, and time to dispatch performance for emergency events

Call answer performance’' (emergency calls)

AV 90% answered within5's 97.2 95.0 -2.2 2.9 1 2
VP 80% answered within5s 89.9 88.0 -1.9 5.6 2 1
FRV 90% answered within5's 97.0 95.9 -1 3.4 1 2
CFA 90% answered within5's 97.6 97.0 -0.6 2.7 1 2
VICSES 90% answered within20 s 831 85.6 2.5 31.5 1 22

Time to dispatch performance (emergency events)

AV

Codel 90% dispatched within150 s 80.4 80.0 -0.4 123.0 m 181
events

VP

Priority 1 80% dispatched within160 s 94.7 94.4 -0.3 59.5 38 122
events

FRV

Priority 1 90% dispatched within benchmark 93.4 93.4 0.0

events?

- Telephone 82.7 901 75 147
- Alarms 99.4 9.9 8 1

- Otheragency 96.6 27.0 21 43

-EMR 98.8 8.9 8 1
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Call answer performance for emergency calls, and time to dispatch performance for emergency events (continued)

Time to dispatch performance (emergency events) (continued)

CFA

Priority 1 90% dispatched within benchmark 92.4 92.8 04

events?®

-P1Urban 86.0 81.9 67 135
-P1Rural 90.6 104.2 83 187
-Alarms 99.6 8.0 7 10
- Otheragency 94.8 29.2 21 46.6
-EMR 981 8.8 7 1
VICSES

Priority 1 90% dispatched within 60 s 89.9 89.9 0.0 45.0 20 61
events

1. Technicallimitations within the emergency telephone system prevent accurate determination of call answer time where 000 calls to TZV via the emergency call service calls are subject to re-presentation.
TZV uses a mathematical formula to estimate the overall call answer time for these calls, based on a number of assumptions. Figures stated for average, 50th, and 90th percentile call answer times include these
estimated times and should be considered indicative only.

2.Emergency medicalresponse/alarm events - 28 s; telephone events - 120 s; other agency events - 60 s.
3. Emergency medical response/alarm events - 28 s; urban telephone events - 120 s; rural telephone events - 190 s; otheragency events - 60 s.
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Financial year cumulative call-taking performance

AV

Emergency 90% answered within5s' 11 96.4 12 97.2 12 95.0
Non-emergency 90% answered within 30 s' 12 100.0 12 100.0 12 100.0
VP 80% answered within5s 12 89.3 12 89.9 12 88.0
FRV

Emergency 90% answered within5's 12 95.6 12 97.0 11 95.9
Non-emergency 90% answered withinbenchmark 12 97.9 12 95.8 12 97.2
/Operational

CFA

Emergency 90% answered within5s 12 97.5 12 97.6 12 97.0
Non-emergency 90% answered withinbenchmark 12 97.4 12 97.1 12 97.3
/Operational

VICSES

Emergency 90% answered within 20 s 10 83.6 10 83.1 9 85.6
Non-emergency 80% answered within20 s 12 97.3 12 99.9 12 99.9
/Operational

1. TZVs services are provided statewide and the figures displayed reflect statewide activity and performance against the standard as presented. However, with ambulance service the standard is applied to
metropolitan service delivery only.
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AV Emergency

Codel 90% dispatched within150 s'! 0 79.7 0 80.4 0 80.0
Code?2 90% dispatched within 300 s'! 7 90.2 7 90.1 5 89.9
VP

Priority 1 80% dispatched within160 s 12 94.6 12 94.7 12 94.4
Priority 2 80% dispatched within 300 s 12 87.3 12 86.9 12 86.3
Priority 3 80% dispatched within900 s 12 98.2 12 98.2 12 98.3
FRV

Priority 1 90% dispatched withinbenchmark 12 94.2 12 93.4 12 93.4
CFA

Priority 1 90% dispatched withinbenchmark 12 93.4 1 92.4 12 92.8
Priority 3 90% dispatched withinbenchmark 5 88.4 3 87.6 4 89.3
VICSES

Priority 1 90% dispatched within 60 s 6 90.2 7 89.9 7 89.9
Priority 2 & 3 90% dispatched withinbenchmark 12 97.3 1 93.5 11 91.8

1. TZVs services are provided statewide and the figures displayed reflect statewide activity and performance against the standard as presented. However, with ambulance service the standard is applied to

metropolitan service delivery only.
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Call answer percentiles for2024-25

AV

Emergency (ERTCOMM) 1,068,443 2.9 1 2 2
Non-emergency (NETCOMM) 89,314 1.4 1 2 2
VP

Emergency 1,640,686 5.6 2 3 1
FRV

Emergency 34,613 3.4 1 2 2
Field operational 995 5.6 4 6 9
CFA

Emergency 48,046 2.7 1 2 2
Enquiry 146,220 1.7 1 2 2
Field operational 2,568 6.0 4 6 10
VICSES

Storm 37,580 31.5 1 2 22
Field operational 30,671 1.5 1 2 2

Percentile columns refers to when a certain percentage (50, 80, 90) of calls fall below the number (in seconds).
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Dispatch percentiles for financial year 2024-25

AV ERTCOMM statewide

Codel 403,843 123.0 m 150 181
Code? 257,382 177.4 140 226 301
VP statewide

Priority 1 177,838 59.5 38 82 122
Priority 2 955,918 160.8 97 240 356
Priority 3 436,618 210.6 122 349 554
FRV

Phone events 23,897 90.1 75 114 147
Alarms 21,187 9.9 8 10 11
Other Agency 23,676 27.0 21 34 43
EMR 9,683 8.9 8 9 1
CFA

Priority 1

Urban - phone 5,700 81.9 67 104 135
Rural - phone 6,870 104.2 83 139 187
Alarms 3,555 8.0 7 9 10
Otheragency 13,925 29.2 21 35 46.6
EMR 215 8.8 7 9 1
Priority 3

Urban - phone 1,966 106.0 90 134 168
Rural - phone 1,842 128.9 105 171 227
VICSES

Priority 1

Otheragency 4,107 45.0 20 42 61
Priority 2 & 3

Otheragency 9,731 69.4 35 72 124
Urban 16,252 307.4 230 338 458
Rural 6,298 292.5 231 337 445

* Time to dispatch

Comparison of requests by event category

AV Codelevents 31,712 364,541 388,956 393,754 403,843
Police pursuits 417 308 301 270 322
Cardiac events 8,304 8,774 9,319 8,497 8,515
Burnoffsregistered 179,149 174,559 142,602 180,872 176,684

Assist with babies born 141 176 169 138 12
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