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Introduction
This Case Study documents a slice in time of the Town of Victoria Park’s digital journey from 
early 2012 until mid-2014. The digital journey sits within a bigger picture of community and local 
government transformation. As we hover on the next tipping point to quantum change in how we 
live, work and play, some communities and their local governments are sitting back while others, 
to coin a phrase, are leaning in. The Town of Victoria Park is in the latter category – embracing the 
change, seeking its meaning, and holding the pen on its own future.

In mid-2010, the second set of sites for National Broadband Network (NBN) roll-out was 
announced. These comprised 14 sites in all states and territories, of which three were in Western 
Australia. One of these was Victoria Park – the only one in Metropolitan Perth. Alongside the 
impending roll-out, the Federal Government made grants available to assist communities to take 
up the opportunities associated with fast broadband. A national Digital Economy Strategy was 
launched in May 2011.

At the time, the Town of Victoria Park had barely scratched the surface of the potential of the 
digital world. They didn’t yet have a digital strategy, or an economic development strategy. Their 
capability to understand and advance with their community into this world of potential was limited. 
Their relationship with the local business community was concerning and their own business 
model was no longer fit for the future.

In this context, the organisation’s leadership took an enquiring stance. What did the NBN offer? 
Was it just better infrastructure for business as usual? What was their role in community 
preparation? What did it mean for the Town’s own way of operating? How did it relate to their 
community vision and aspirations?

Early on, the Town decided to take a leadership role. This wasn’t a command and control approach, 
but a learning, enabling and facilitative approach with and for their community. They realised that if 
they waited until they were able to map out a detailed action plan, they would miss the boat. With 
clear and strong strategic intent as their guide, they took a more entrepreneurial, learning by doing 
approach, forming strong relationships with others who could partner and assist them.

They also knew that the digital opportunities for the local economy and community were deeply 
intertwined with the development of Victoria Park as a great place. They formed an early notion 
of the extended living room and applied that concept to their thinking about the Albany Highway 
(main street of Victoria Park), the adjacent parks, and the services that would help connect their 
people and businesses to social and economic opportunities.

Last but not least, they knew they had to get their own house in order. This involved a 
modernisation program of technology-enable efficiencies, online service delivery, and operating 
practices that encouraged innovation and broke down silos both internally and with external 
stakeholders.
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Strategy Map

Overview
The Going Digital Strategy Map (see Figure 1), shows at a glance what the Town of Victoria Park 
set out to do, why and how. Starting from the bottom, there were a number of key building blocks, 
including:

•	 the roll-out of the National Broadband Network (NBN) and accompanying Digital 
Communities funding from the Federal Government

•	 leading institutions for research and development, such as Curtin University and CSIRO, 
in their locality

•	 strong local leadership (by the Town of Victoria Park but also in the community), 
strategic direction and a culture of partnering

•	 collaborative neighbours

From these building blocks, activities started to form around three inter-related objectives and 
themes:

Objectives Themes

Enable opportunities for new and existing 
businesses in the digital economy Digitise, inform, enable

Local government organisational 
and service transformation Digitise, serve smarter, reduce inefficiency

Enable economic and social opportunities 
for citizens that bridged the digital divide Digitise, raise aspirations, support

The activities are not a comprehensive list but provide a snapshot of existing or planned activities 
at the time of writing. The ultimate outcomes are from the Strategic Community Plan, adopted in 
2013.

Monitoring Progress
The full impacts of Going Digital are difficult to measure. The initiatives are relatively new and 
some of the anticipated impacts are longer term. Many spillover effects (such as positive change 
in peoples’ lives and business outcomes) are difficult to capture at the micro level and virtually 
impossible to attribute at the macro level. Some of the easier to measure aspects (such as 
participation in programs) tell us about delivery (which is important) but not the results. Other 
measures, such as foot traffic and employment outcomes, give more of an indication of whether 
the desired improvements are occurring.

The Town is committed to measuring both outputs and impacts as much as possible. This is a 
critical feature of the Town’s strategic opportunism, whereby it is willing to trial new initiatives 
and gather data for assessment. Indeed, some of its initiatives are themselves about improving 
data for its business community and for itself. This data will increase in value over time as trends 
emerge.

The following section (the journey) includes currently available information on outputs and impacts.
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Figure 1: Strategy Map
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The Journey

Inception
The Town of Victoria Park’s Going Digital journey commenced in earnest after Victoria Park was 
announced as one of the 14 National Broadband Network (NBN) sites across Australia in the 
Federal Government’s second phase of the roll-out. The announcement came in mid-2010 and a 
national Digital Economy Strategy was launched by mid-2011. With this came Digital Communities 
funding opportunities for local government. A summary of the journey to date is shown in the 
timeline diagram on page 17.

By this time, the Town of Victoria Park had yet to fully explore the potential of the digital world. 
While there had been a number of internal discussions, they didn’t yet have a digital strategy, or 
an economic development strategy. Their relationship with the local business community was less 
than satisfactory1 and their own business model – which had served them well in the past – was 
no longer fit for the future. They had embarked on a culture transformation program (commencing 
in 2009) but that was still a work in progress. It was not yet aligned with the opportunities offered 
by digital technology. Similarly, their capability to understand and advance with their community in 
the digital age was still developing.

First Steps
Discovery and joining up

Recognising the critical need to understand the full capability of the NBN, the Town of Victoria 
Park engaged directly with the relevant Government agencies and also joined a national network 
of local governments. These relationships provided vital sounding boards as they shaped their 
early thinking. The Town also initiated the formation of the Inner City Cluster in early 2012 (see 
Figure 2). This was a collaborative group of three local governments, united by the shared Point 
of Interconnect, the Telstra Exchange located in Applecross (see Figure 3). The Office of Digital 
Economy was also a member of the group. The local government members were the Town of 
Victoria Park, and the Cities of Melville and South Perth. The group provided peer mentoring and 
support to accelerate the learning and development of all the participants and thought of itself as a 
research and development early adopters group. The Town also started connecting within its own 
community of residents, businesses and key institutions (see Figure 3).

1 Town of Victoria Park Business Survey 2012
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Figure 2: Local Governments in the Inner City Cluster

Figure 3: Town of Victoria Park – Key Locations
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Ongoing learning

In keeping with the learning approach, the first of two international study tours was undertaken by 
the Town of Victoria Park Senior Officer responsible for the digital activity in December 2012. 
The first study tour focused on the City of Birmingham in England. The second was in Europe a 
year later.

Birmingham’s digital journey since 2006 was a well-chosen example of a layered, iterative 
approach:

•	 Digital City large scale digital investment of initiative e-services to meet the needs of 
business, citizens and public services

•	 Intelligent City brought ICT and innovation together for economic competitiveness and 
prosperity of its citizens

•	 Smart City moved away from a focus on technology to the outcomes delivered, featuring 
joined up, entrepreneurial and sustainable approaches to enhancing the City’s economic and 
social health 

Grant funding

The Town prepared three grant applications for Federal funding mid-2011 – early-2012, as outlined 
below. The grants aimed to assist communities to embrace the opportunities associated with the NBN.

•	 Digital Hub It was suggested by the (then) Department of Broadband, Communications and 
the Digital Economy that the Town of Victoria Park create a Digital Hub to provide internet 
access and training. This was a good fit with the Town’s concern with social and economic 
inclusion as well as local residents’ low digital literacy. The Town had an available space 
(previously earmarked for storage) and considered there was strong latent demand for the 
services that a digital hub could offer. Furthermore, the concept held high synergy with the 
library with the ability for both services to leverage off each other’s activities.

•	 Digital Enterprise This application was for a partnership with Business Foundations Inc. to 
provide free group training sessions and individual mentoring to help small businesses and 
not-for-profits seize the competitive advantage of high speed internet – a synergistic activity 
for the Digital Hub. Training and mentoring covers topics such as SEO: Online Optimisation, 
eBiz Foundations, Designing a Digital Roadmap, Business Website, Social Media, CRM in the 
Cloud, Mastering Mobile Business, eCommerce, Measuring Online Success.

•	 Digital Local Government This was an integrated package for the building and 
development application process, video conferencing and document management. It 
consisted of a processing system to allow timely processing of all building and development 
applications that is fully integrated with the Town’s financial and property management 
systems. This was a prerequisite to implementing the Online Application Lodgement system, 
which was designed to enable applicants to lodge their applications online providing a range 
of benefits to both Council and the customer. 
Online Certificates were another component, offering customers the convenience of 
requesting property and rating certificates via Council’s website. The overall package also 
included high definition video communication, accessible to all members of the community 
to enable a lifelike communication medium, reducing the boundaries between remote users. 
An electronic document management system (which was also able to be incorporated into 
video conferences) completed the package.
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The Town was successful in all three applications, garnering $1.15m in Digital Communities 
funding from the former Department of Broadband, Communication and Digital Economy, now the 
Department of Communication. This was a key up front driver. The three programs provided a high 
level of direction, organisational development and community outreach.

Delivering the Digital Hub and Digital Enterprise
Once the funding was confirmed, planning began in earnest to deliver the new programs. The 
Digital Hub opened its doors in early 2013. The Digital Hub Program and iVan (essentially a mobile 
hub) form the Town’s flagship internet access and community programs to bridge the digital divide. 
Telstra, a keen supporter of digital literacy training within the community, supplied the technology 
to allow for mobile connectivity whilst utilising iVan.

The Hub is a comfortable place – another expression of the extended living room concept which 
is believed to be one of the central factors in the community support and uptake of training. It 
has forged strong business linkages with Centrelink and job agencies and has assisted 36 mature 
age community members to re-enter the workforce (at the time of writing).  In an age of declining 
volunteerism, the Hub has a full complement of enthusiastic and skilled volunteer supporters.

Members of the Langford Aboriginal Arts Group iVan

The Hub has assisted Aboriginal community members to engage with the digital age. For 
example, when the enterprising Langford Aboriginal Arts Group purchased laptops from the 
proceeds of an art exhibition, iVan was there to provide training and support when the laptops 
came out of their boxes.

At the time of writing, the Digital Hub Program has hosted training for over 120 community 
members every month since inception. Between January 2013 and June 2014, the Digital 
Enterprise Program delivered 42 group training sessions with 131 unique participants and 127 
returning trainees. 79 individual organisation training sessions were also delivered2.

2 Digital Enterprise Six Monthly Monitoring Reports January – June 2014
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Digital Hub Installation of 3D Printer Technology (Library & Hub)

The Hub is also procuring a 3D Printer, to complement the 3D printer already provided at the 
Library. These facilities provide community access to new technology that would otherwise be out 
of reach. For example, the Library provides Engineering and Mathematics (STEM) 3D modeling 
workshops for students at the Library.

Attracting and supporting smart business – The Nest

The Nest, Albany Highway

The Town is pleased to support other community leaders and activists in favour of Victoria Park’s 
vibrancy and local economy, such as the Nest – a private incubator for small businesses focused 
on growth. The Nest provides an out of home workspace, access to technology and a collegial 
environment.

In deciding to locate in Victoria Park, the Nest was attracted to the vibrant feel, local community 
spirit and welcoming local government.
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Economic Development Strategy
By early 2013, the Town of Victoria Park was ready to take the step of developing an Economic 
Strategy and Tourism Plan (the Strategy). This flowed directly from the Strategic Community Plan 
as a significant platform for achieving the community’s vision and aspirations.

The Strategy has a dedicated Digital Action Plan chapter which spells out the issues, strategic 
direction and indicative actions. The issues reflect the three key focus areas identified in the 
previous section and represented in the Strategy Map (see Figure 1). It outlines key priorities 
for addressing those issues such as providing free WiFi along the Albany Highway (main street) 
and associated tools to attract business and encourage custom to local businesses, exploring 
opportunities associated with the presence of tertiary education and research centres, moving 
progressively to online services and smart demand management, and training to bridge the digital 
divide. The Strategy also reflects the Town’s strong commitment to collaboration and partnership, 
a hallmark feature of their approach to the digital journey.

The Economic Strategy and Tourism Plan was the result of considerable research, analysis and 
consultation. The Town engaged extensively with its businesses, residents and stakeholders. 
There were over 120 attendees at the launch event which was considered a credit to both the 
process and the content of the Strategy.

While the Strategy is a guiding document, it is not a straitjacket. The Town has been able to 
identify, plan and implement other initiatives along the way, consistent with the overall strategic 
direction. This is a continuation of the strategic opportunism the Town has pursued and continues 
to do so.

Albany Highway – Victoria Park’s Main Street
The Town recognised early on that going digital had a strong relationship to placemaking. This has 
been at the core of their approach to the stretch of Albany Highway that effectively constitutes 
Victoria Park’s main street. The Town has sought to leverage this relationship for maximum 
benefit.

Albany Highway WiFi

Planning for the Albany Highway WiFi began early in 2013. It was a core plank of Going Digital. 
The WiFi is the longest continuous point-to-point stretch of free public WiFi in Western Australia 
(see figure 4) and provides internet access to anyone with a mobile or desktop device. It was 
intended to be a key point of differentiation for the locality and a competitive advantage for local 
businesses.

The WiFi was commissioned in June 2014. By then a number of complementary place-making 
initiatives had been implemented (see pages 13 and 14). The extended living room concept was 
integral to these initiatives.

Once logged into the WiFi network, users are directed to the Town’s new mobile website 
lifeinthepark.com.au. They can choose to browse its content or continue with their own internet 
experience. The mobile website is designed as an economic development tool to help promote 
local businesses as well as to create a user-friendly access point of information for things to do 
within the Town.

A Near Me feature assists users to find a variety of outlets nearby to them, a parking map and 
events listing page. A social media wall pulls all of the Town’s social media posts to one location. 
The hashtag #lifeinthepark also appears in the newsfeed so users can keep their finger on the 
pulse of what others are sharing about Victoria Park.
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Figure 4: Albany Highway – WiFi on Victoria Park’s Main Street Using WiFi

The Albany Highway WiFi is a clear representation of the relationship between Going Digital and a 
broader economic development approach to place-making. It is intended to ensure a sustainable 
and growing economic base for the community.

Evidence suggests that more people have been present in the area since the commencement of 
the service. The WiFi has established Albany Highway as an attractive place to do business and 
spend time, in conjunction with place-making initiatives.

WiFi being installed
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People Counters, Smart Parking Meters and Big Data

On 3 July 2013, the Town of Victoria Park, in conjunction with A Beautiful City, installed two 
pedestrian counters at either end of the main street stretch of Albany Highway to monitor footfall 
trends. The people counters provide accurate data so the Town and local businesses can develop 
strategies to realise opportunities as wallets pass their doors. The Town proactively shares the 
data to encourage innovation and assist the owners to play a role in local economic development. 
Smart parking meters are also providing valuable information about consumer habits.

Having installed the people counters prior to the Albany Highway WiFi being commissioned, the 
Town is able to use the data as part of its assessment of its impact. The data also helps to monitor 
and target place-making initiatives and to attract greater investment from incoming retailers and 
property developers3.

The next step is to provide ‘big data’ analysis of WiFi users. This will be a rich source of 
information for businesses and will be offered as a subscription service, enabling the Town to 
generate a return on their WiFi investment.

Placemaking

Later in 2013, as the people counters begun to provide the Town with reliable and comprehensive 
data, the Town began its place-making initiatives with a view to being ready to make the most 
of the impending WiFi. Following its extended living room concept, the Town installed a parklet 
opposite Café Gelato, which was followed shortly thereafter by another in December 2013 at Antz 
inya Pantz. The parklets were designed to be installed on a temporary basis, providing flexibility to 
be moved. They were the first on the ground activity in the Town’s place-making approach which 
is strongly tied to the digital aspects.

Café Gelato owner Omeed Mehdi with Town of  
Victoria Park Councillor Vicki Potter and her son Blake

3 A Beautiful City 2014, June People Counting Report – East Victoria Park
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Hawkers Market
TGIF Hawkers Market, Victoria Park

In July 2014, a Friday night Hawkers Market was 
launched. The Hawkers Market was initiated by a 
local community group – the Vic Park Collective. 
The Town has a strong and collaborative 
relationship with the Vic Park Collective. The 
Hawkers Market began with a 12 week trial 
period, again reflecting the Town’s strategic 
opportunism approach to place-making and 
economic development, trialling initiatives and 
being open to the possibility that some will fail. 
The markets have proved to be highly successful 
and in September 2014 were approved by the 
Town to extend through the summer period.

My Life, My Place images installed 
on Albany Highway

My Life, My Place was an initiative which profiled seven local residents of all abilities, with a focus 
on their unique stories, individual strengths and attributes. It was showcased to the community 
to introduce some of the remarkable people that live in Victoria Park. Their stories and photos 
were shown in a number of ways around the community, including a digital projection on Albany 
Highway during Disability Awareness Week in December 2013. This project was another 
example of the strong link in the Town’s approach between Going Digital and inclusion.

Community revitalisation – spillover effects
In tandem with Going Digital and the associated place-making and other community development 
initiatives, the community itself has experienced a revitalisation. While it is difficult to attribute the 
cause, it seems as if there has been a boost in the social fabric of the community (both residential 
and business). Some of these incidental or spillover effects include:

•	 Through the engagement facilitated by the Town as part of the development of the Economic 
Strategy and Tourism Plan, new community connections resulted in the creation of the Vic 
Park Collective by two local business owners. The Vic Park Collective is an interest group 
with a common aim to make the Town of Victoria Park uniquely awesome. The Town works 
closely with the Vic Park Collective, for example, in the delivery of the TGIF Hawkers Market.

•	 Formation of the Committee of the Local Chambers Victoria Park, which works towards the 
development of local activities and business representation. It works to provide ideas, issues 
and information to the board of Local Chambers of Commerce and Industry Inc. and the 
Local Chambers office coordinates the facilitation of these issues. Some of their business 
networking functions include corporate lunches and business after hours networking.

•	 Two service clubs have experienced revitalisation: the Lions Club of Victoria Park has 
reformed and the Rotary Club of Victoria Park has undertaken a membership drive.

•	 A number of new markets have been established through locally-led initiatives, which have 
contributed to the vibrancy of Victoria Park, including the weekly Young Designer Market at 
the Causeway Bar, Curtin Under the Pines and the Victoria Park Primary School Farmers’ 
Market.

•	 There has been strong local business participation in place-making initiatives such as 
the Parklets and art exhibition spaces, while also making complementary investments 
to leverage the benefits of public investment in economic development and place-based 
improvements.
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Themes from a community survey by the Vic Park Collective

Partnerships for Technology – Based Business Growth
The Town has developed a number of partnerships for technology-based business growth with the 
key hi-tech research and development institutions in their boundaries. Some examples are outlined 
below.

Cruise ship land package

The cruise ship industry is worth $187m+ to the WA economy in 2012 – 13 and growing. The 
Town is seeking to capture more of that market for the Victoria Park local economy. As a result, 
the Town has facilitated a partnership among the CSIRO’s Pawsey Centre, Captain Cook 
Cruises, Tourism WA, Experience Perth and the Town of Victoria Park to develop and market a 
digitally-based experience for cruise ship passengers. The Pawsey Centre has the capability to 
provide an extraordinary experience. With this as the central drawcard, a larger number of visitors 
can be introduced to the broader attractions of Victoria Park and its main street of boutique 
restaurants, cafes, bars and retail.

Pre-commercialisation trials

The Town is assisting the State Government’s Innovation Centre with confidential trials during 
product development and brings together like-minded stakeholders (business, education, 
research). This has created opportunities to access new technology (in the area of energy 
efficiency for example) while supporting commercialisation for economic growth.

The HIVE – Curtin University

The Town has also formed a relationship with the Hub for Immersive Visualisation E-research 
(HIVE); a facility for use across the university and for encouraging interactions and partnerships 
with external parties.

Fremantle is home port to The Astor 
for the next five years

Milky Way above Lake Ballard panorama 
at the HIVE
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Local Government Transformation
Elements

The Town’s internal transformation began before Going Digital. In 2009, the organisation 
embarked on a culture change program which aimed to reduce negative styles of working and 
increase constructive styles. The latter was seen as fundamental to being solution-focused, 
customer-focused and collaborative.

The Going Digital journey intersected with this culture change, as the heart of the local 
government transformation element was the striving for innovation, partnership and service 
excellence. New technology on its own would not enable the desired outcomes. The creation of a 
new position in 2013, focused on digital opportunities, was a key means of ensuring the potential 
was fully explored and priorities built into planning and action.

Internal WiFi network and package of enhancements

Over 2013, planning was underway to install the Administration building with a WiFi network and 
establish a package of customer service enhancements focused on the building and development 
application processes and ancillary backroom enhancements.

In early 2014, the WiFi network was installed and a trial of the online Development Application 
process commenced. The aim was to build the Town’s reputation as good to do business with; 
improve customer service levels and enable residents to do business with the Council in a way 
that is convenient for the customer; and release staff from manual tasks so that resources can be 
used more effectively.

This was part of an integrated package for the building and development application process, video 
conferencing and document management. It consisted of a processing system to allow timely 
processing of all building and development applications, fully integrated with the Town’s financial 
and property management systems. In turn, this enabled online application lodgement, providing a 
range of benefits to both Council and the customer, including 24 / 7 tracking of progress.

Online Certificates were another component, offering customers the convenience of requesting 
property and rating certificates via Council’s website. The overall package also included high 
definition video communication, accessible to all members of the community to engage remotely. 
An electronic document management system (which was also able to be incorporated into video 
conferences) completed the package.

Evaluation has revealed that these 
enhancements have saved between 10% 
and 20% in processing time compared to 
manual processing. This achievement is 
likely to compound in the coming years with 
high anticipated development demand.

The community can now make online 
payments for rates, fees and applications. 
A new call centre provides enhanced 
customer service and staff efficiencies.

Digital technology has also enabled the 
introduction of smart parking initiatives, 
including the installation of Licence Plate 
Recognition technology and roof mounted 
cameras in parking patrol vehicles. Smart Parking – Licence Plate Recognition
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Digital Opportunity Strategist

In August of 2013, in recognition of the momentum the Town had created with its Going Digital 
Strategy, the Digital Opportunity Strategist position was created, the first of its kind in the West 
Australian local government sector. This critical position was tasked with:

•	 defining what digital means to the Town

•	 developing a digital strategy

•	 development of an app to profile The Town, increase public precinct safety, support 
emergency management, promote business and events

•	 bring a higher level of expertise to the Town’s internal conversations and decision making.

The creation of this position is a reflection of the Town’s commitment to the Going Digital journey 
and its place amongst the leaders in the digital space amongst local government in Western 
Australia.

Cultural Change

As noted above, the Town’s leadership team had been implementing a process of culture 
optimisation from 2009.  This was an intensive and extensive, multi-year process of change 
through staff training, engagement and practice development. In 2014, the Town was recognised 
for its cultural transformation and won a national award. The Town was identified as changing 
their culture from one influenced by defensive styles of behavior to one influenced by constructive 
styles as shown in Figure 5 below.
Figure 5: Town of Victoria Park Culture Transformation

2009 Survey Results 2014 Survey Results



18 Victoria Park Going Digital Case Study



Victoria Park Going Digital Case Study 19

Conclusions
The Town of Victoria Park has gained valuable knowledge and experience through Going Digital.  It 
has been a journey about technology but ultimately that is a means to an end: first and foremost 
it has been a journey of economic and social development and repositioning itself as a local 
government fit to serve and partner with its community in the digital age.

The Town of Victoria Park passionately believes in the potential for communities to create their 
own futures. Going Digital has always been viewed in that light and the Town has openly shared 
its journey with others through hosting delegations, and speaking about their experience at a 
number of conferences, workshops and seminars. This case study is a snapshot in time to record 
what they have done and learnt, to celebrate their achievements and to further contribute to the 
collective knowledge base.

Chief amongst the insights gained are:

•	 The digital age is not coming; it is here.

•	 Proactive communities can create social and economic benefits by leveraging the 
opportunities – this takes strategic leadership, strong partnerships and the flexibility to adapt.

•	 Clear and strong strategic intent will help to attract the right people.

•	 Local governments need to upskill themselves, “walk the talk” and create an enabling 
culture if they are to successfully facilitate the process of identifying and leveraging the 
opportunities.

•	 Business growth can be at the high end of research, development and commercialisation 
of new high-value products and services right through to micro business start-ups and 
technological enhancements to existing businesses – the whole spectrum is important.

•	 There is strong complementarity between place-making and digital opportunities. These 
relate to the distinct identity, culture and attractiveness of the district.

•	 Digital inclusion is vital to prevent social and economic exclusion.

•	 Change in the digital arena is rapid and this can strike fear in local governments which in turn 
means they aren’t prepared or willing to engage or take action. However the progress the 
Town has experienced has been equally as rapid.

•	 In relation to the above point, and as is characteristic of the new and unknown, getting 
started is the hardest step.

•	 Partnership and collaboration are critical to any success
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