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Introduction

The 2020–2023 Strategic Plan provides the strategic direction for Southern 

Metropolitan Cemeteries NSW over the next 3 years. 

The Board and Executive Leadership Team undertook a workshop on the 

12 February 2020 facilitated by Julie Garland McLellan, Board Strategist 

Consultant. At that workshop, the group defined the working strategic priorities 

and deliverables which have been refined into a 3 year Strategic Plan.

The Strategic Plan has four Strategic Priorities and 15 Strategic Deliverables for 

the organisational direction forward, detailed on the following pages.

The 2020–2023 Business Delivery Plan will be developed to align with this plan.

Strategic Plan Priorities
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People are at the
heart of everything

we do

We are 
prepared

for the future

We build and
maintain relationships with

families and communities and
other stakeholders

We are a
sustainable
organisation

People



SMC NSW Strategic Plan Overview
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People are at the
heart of everything
we do

• We deliver a high standard of service
 throughout the entire customer journey,
 from customer service and facilities, to
 grounds and services
• We have activated place making and spaces
 which are meaningful and attractive to
 visitors and focus on maximising the
 commercial and social use of our facilities
 and assets.
• Our sta� are fully supported to do their job
• We have a merit-based, diverse workforce
 that are supported, engaged, adaptable and
 high performing under one brand across
 multiple sites

People

We are prepared
for the future

• We operate in an informed
 environment based on best
 available evidence/research which
 shapes our agreed Vision
• We demonstrate leadership
 through challenging our current
 approach and encouraging
 innovative thinking
• We seek opportunities for
 business development to ensure
 we can serve our future growing
 communities
• We embrace innovation and
 developments in technology that
 enhance our services

Future Ready

We are a 
sustainable
organisation

• Our asset management policy is
 sustainable
• Our environmental performance is
 sustainable
• Our financial performance is
 sustainable, accountable and
 transparent
• Our organisation is fully compliant
 with government legislation and
 other applicable standards

Sustainability

We build and maintain
relationships with families 
and communities 
and other stakeholders

• We actively engage with our
 customers and the community to
 understand and provide options
 to meet their diverse needs
• We have an established and
 engaged stakeholder network and
 seek to deepen engagement
• We influence government reform.
 We lobby e�ectively for the sector
 and ensure cemeteries and the
 essential services we provide are
 on the NSW Planning agenda

Relationships

People are at the heart  
of everything we do

•  We deliver a high standard of service  
throughout the entire customer journey,  
from customer service and facilities,  
to grounds and services

•  We have activated place making and spaces 
which are meaningful and attractive to visitors 
and focus on maximising the commercial and 
social use of our facilities and assets

•  Our staff are fully supported to do their job

•  We have a merit-based, diverse workforce  
that are supported, engaged, adaptable  
and high performing under one brand  
across multiple sites

We are prepared  
for the future

•  We operate in an informed environment  
based on best available evidence/research 
which shapes our agreed Vision

•  We demonstrate leadership through 
challenging our current approach and 
encouraging innovative thinking

•  We seek opportunities for business  
development to ensure we can serve  
our future growing communities

•  We embrace innovation and developments  
in technology that enhance our services

We are a sustainable 
organisation

• Our asset management policy is sustainable

• Our environmental performance is sustainable

•  Our financial performance is sustainable, 
accountable and transparent

•  Our organisation is fully compliant with 
government legislation and other  
applicable standards

We build and maintain 
relationships with 
families and communities 
and other stakeholders

•  We actively engage with our customers and  
the community to understand and provide 
options to meet their diverse needs

•  We have an established and engaged 
stakeholder network and seek to deepen 
engagement

•  We influence government reform. We lobby 
effectively for the sector and ensure cemeteries 
and the essential services we provide are on 
the NSW Planning agenda



SMC NSW Strategic Plan Deliverables
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Strategic 
Priority

Strategic 
Deliverable

Actions – Short Actions - Medium KPIs

1 People are at 
the heart of 
everything  
we do

1.1 We deliver a high 
standard of service  
throughout the 
entire customer 
journey,  
from customer 
service and facilities, 
to grounds and 
services

Values training for staff to 
ensure these values are 
embedded in everything 
we do

Publications, website and 
policies reviewed for this aim

Review and refresh our 
customer complaints and 
feedback procedures

Customer journey mapped 
to identify areas of 
improvement and connection 
with other parts of the 
business

Customer engagement 
satisfaction scores (includes 
public and key stakeholders 
e.g. funeral directors)

No. of referrals from funeral 
directors

No. of sales

Customer queries responded 
to within 24 hours

Complaints and feedback 
action commenced within 
7 days

1.2 We have activated 
place making and 
spaces which 
are meaningful 
and attractive to 
visitors and focus 
on maximising the 
commercial and 
social use of our 
facilities and assets.

Develop a capital works 
program in line with 
a Cemetery Plan of 
Management 

Commence planning and 
negotiation with La Perouse 
Aboriginal Land Council to 
deliver the first Aboriginal 
cemetery on the Bumborah 
Point site (assuming we 
are appointed as the Land 
Manager)

Review our technology and 
improve AV services in our 
chapels

Work with local communities 
to develop an events 
calendar for our sites

Update buildings to  
provide adaptable  
non-denominational 
reflection places to offer  
the option of religious 
themes and accommodate 
different cultural 
requirements of our 
community

Implement streaming 
services and multiple 
international webcasting 
capability

Ensure WiFi is available 
across our sites

Customer engagement 
scores

No. of visitors to sites for 
recreational purposes

Participation in community 
events on sites

Take up of AV services at 
Chapels

Increased bookings and use 
of facilities

1.3 Our staff are fully 
supported to do their 
job

Review organisational 
technology, systems and 
other work practices 
to support our staff 
to undertake their 
responsibilities efficiently

Implement new IT solutions 
for payroll, cemetery 
management and financial 
transaction management

Implement new user 
interface to deliver reliable 
and sound information

Continue the existing 
program of investigating 
new technology to improve 
safety and productivity for 
maintenance tasks

Review the operation of our 
crematoriums 

Staff engagement surveys

New personnel data base

Payroll system and cemetery 
management system online 
by July 2020

Outcomes of technology and 
use data informs purchase of 
new/replacement equipment

Business Continuity Plan 
enacted

Injuries and accidents are 
consistently declining

1.4 We have a merit-
based, diverse 
workforce that are 
supported, engaged, 
adaptable and high 
performing under 
one brand across 
multiple sites

A comprehensive staff 
learning and development 
program is in place for staff, 
including training for new 
systems

EAP available to staff and 
Board

Develop apprenticeships and 
cadet programs

Role descriptions are 
reviewed and refreshed to 
ensure they reflect tasks and 
responsibilities

Review current policies and 
processes to support and 
promote staff wellbeing 
generally 

Develop leadership 
programs and offer training 
programs to further develop 
staff to meet the needs of 
the organisation

A performance management 
framework is implemented 
for senior staff and 
progressively cascaded 
through teams

Staff turnover is managed

Staff engagement scores

Staff satisfaction scores with 
senior leadership

Staff diversity statistics

Remuneration within 
benchmark levels

All members of the executive 
leadership team have a 
performance agreement  
in place

People are at the
heart of everything
we do

• We deliver a high standard of service
 throughout the entire customer journey,
 from customer service and facilities, to
 grounds and services
• We have activated place making and spaces
 which are meaningful and attractive to
 visitors and focus on maximising the
 commercial and social use of our facilities
 and assets.
• Our sta� are fully supported to do their job
• We have a merit-based, diverse workforce
 that are supported, engaged, adaptable and
 high performing under one brand across
 multiple sites

People

People are at the heart  
of everything we do

•  We deliver a high standard of service  
throughout the entire customer journey,  
from customer service and facilities,  
to grounds and services

•  We have activated place making and spaces 
which are meaningful and attractive to visitors 
and focus on maximising the commercial and 
social use of our facilities and assets

•  Our staff are fully supported to do their job

•  We have a merit-based, diverse workforce  
that are supported, engaged, adaptable  
and high performing under one brand  
across multiple sites

Update buildings to provide 
adaptable non-denominational 

reflection places

Embracing Diversity

Queries within 24 hours
and complaints actioned 

within 7 days

Service Prompt

Provide apprenticeships 
and cadet programs through
agreement with land councils

Aboriginal Inclusion

New IT solutions for payroll, 
cemetery management 

and financial transactions

Integrated IT



SMC NSW

We are a 
sustainable
organisation

• Our asset management policy is
 sustainable
• Our environmental performance is
 sustainable
• Our financial performance is
 sustainable, accountable and
 transparent
• Our organisation is fully compliant
 with government legislation and
 other applicable standards

Sustainability

Strategic Plan Deliverables
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Strategic 
Priority

Strategic 
Deliverable

Actions – Short Actions - Medium KPIs

2 We are a 
sustainable 
organisation 

2.1 Our asset 
management policy 
is sustainable

Review asset management 
policy to maximise use of 
existing assets; maintain and 
renew ageing assets; recycle 
or dispose of unwanted 
assets

Develop policy to guide the 
decision-making for purchase 
or replacement equipment 

Implement a sustainable 
Family Reunite program

Train staff in renewable 
tenure offerings

Stakeholder engagement 
and education program for 
renewable tenure

Explore renewable tenure 
and provide customers with 
informed choices

Asset management policy 
targets met

Family reunite targets set

Documentation to support 
program is in place

Records are up to date and 
monitored for accuracy

2.2 Our environmental 
performance is 
sustainable

Review operation of 
crematorium to ensure full 
utilisation of our crematorium 
services (across both sites) 
and maximise efficiency  
and safety

Review operations to identify 
areas for improvement e.g. 
waste; recycling; solar power; 
carbon emissions etc

Ensure Cemetery Plan 
of Management reviews 
buildings to improve  
capacity and provide more  
non-denominational  
reflection spaces

Develop and implement an 
environmental performance 
plan

Develop a ROI Business 
Case to:

•  Upgrade our buildings to 
maximise capacity circa 
250-300 persons);

•  Upgrade infrastructure with 
a focus on improving ‘front-
of house’ appearance;

•  Develop achievable 
emissions reduction 
targets; including offsets  
via plantings

Decreased % cost of 
managing waste

Increased % recycling 
collection on site and reuse 
of green materials via 
composting and mulching 
programs

Decreased energy costs

Increased improvement of 
crematoria efficiency

2.3 Our financial 
performance 
is sustainable, 
accountable and 
transparent

Review pricing policy against 
benchmarking to ensure it is 
sustainable and competitive

Implement new systems to 
enable collection and analysis 
of spend and cost data across 
the organisation

Implement effective 
procurement systems and 
processes

The best available data is 
acted upon for decision 
making 

We engage with quality 
business partners to 
understand the utility and 
safety of all our investments 
in assets

Our operating model is 
reviewed to consider 
alternative income streams
Determine perpetual 
maintenance costs to ensure 
our business adequately 
sustains our future perpetual 
service obligations
Communicate our prices in 
various formats to ensure 
pricing is transparent to the 
communities we serve
Improve the data analytics 
and forecasting capabilities 
of the organisation
Develop an annual sales 
strategy and campaigns to 
support specific products
Undertake regular market 
research to inform product 
development 

Pricing policy is competitive 
by benchmarked standards

Improvement in no. of sales

Financial reporting is 
available across the 
organisation 

The Board receives regular, 
accurate and timely 
information regarding 
expenditure and revenue

2.4 Our organisation 
is fully compliant 
with government 
legislation and other 
applicable standards

Review all policies that 
require compliance and 
prioritise into immediate and 
future policy development

Finalise policies on those 
identified as requiring 
immediate action 

Implement program of 
compliance review and 
monitoring

Finalise policies on those 
identified as future policy 
development

100% compliant (against list)

System in place for 
scheduled reviews of 
policies

2.5 We provide a safe 
and accessible 
environment

Deliver a site-specific safety 
audit program that identifies 
and addresses current and 
emerging risks, and options 
for cost effective remediation 

Develop and implement 
emergency management 
plans suitable for response to 
the Covid-19 environment

Develop Cemetery plan of 
management that:

•  Ensures our capital works 
are integrated with our 
heritage and operational 
plans;

•  Addresses new 
developments in a 
sustainable manner

100% compliant with site 
safety audit actions including 
social distancing and other 
measures as directed by 
the Government during 
the time COVID Pandemic 
Government Orders apply
Reduced no. of significant 
incidents
Our properties are safe, 
functional, aesthetic and 
attractive spaces

We are a sustainable 
organisation
• Our asset management policy is sustainable

• Our environmental performance is sustainable

•  Our financial performance is sustainable, 
accountable and transparent

•  Our organisation is fully compliant with 
government legislation and other  
applicable standards

•  We provide a safe and accessible environment

Implement a sustainable 
Family Reunite program

Family Reunite Emissions Reduction

Communicate pricing clearly
and ensure it is competitive by 

benchmarked standards

Transparent Pricing

Systems in place 
for scheduled reviews of 

policies & procedures

100% Compliant

Develop achievable emissions 
reduction targets; including 

o�sets via plantings

$



SMC NSW

We build and maintain
relationships with families 
and communities 
and other stakeholders

• We actively engage with our
 customers and the community to
 understand and provide options
 to meet their diverse needs
• We have an established and
 engaged stakeholder network and
 seek to deepen engagement
• We influence government reform.
 We lobby e�ectively for the sector
 and ensure cemeteries and the
 essential services we provide are
 on the NSW Planning agenda

Relationships

We build and maintain
relationships with families 
and communities 
and other stakeholders

• We actively engage with our
 customers and the community to
 understand and provide options
 to meet their diverse needs
• We have an established and
 engaged stakeholder network and
 seek to deepen engagement
• We influence government reform.
 We lobby e�ectively for the sector
 and ensure cemeteries and the
 essential services we provide are
 on the NSW Planning agenda

Relationships

Strategic Plan Deliverables
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Strategic 
Priority

Strategic 
Deliverable

Actions – Short Actions - Medium KPIs

3 We build 
and maintain 
relationships 
with families, 
communities 
and other 
stakeholders

3.1 We actively engage 
with our customers 
and the community 
to understand and 
provide options to 
meet their diverse 
needs 

Develop the Community 
Engagement Plan which 
is informed - including by 
market research of the local 
communities

Deliver the Community 
Engagement Plan to 
Board by no later than 30 
November 2020

Regular formal and informal 
consultation processes are 
in place

3.2 We have an 
established and 
engaged stakeholder 
network and seek to 
deepen engagement 

Develop a Stakeholder 
Engagement map and plan 
including our regulatory 
body, local governments 
local/state/federal elected 
members and relevant 
community and religious 
groups

Implement Stakeholder  
Engagement Plan 

Review Stakeholder 
Engagement Plan

Targets of engagement are 
identified and implemented

3.3 We influence 
government reform

We lobby effectively 
for the sector and 
ensure cemeteries 
and the essential 
services we provide 
are on the NSW 
Planning agenda 

Action as required

Build and maintain Dept and 
ministerial relationships

Align major capital works 
initiatives with government 
land use and strategic 
management plans

Ensure all planning for 
Capital works includes 
regular negotiation and 
contact with Government 
entities in a relationship 
as well as procedural 
sense, and reflects our 
strong connections with 
stakeholders and local 
indigenous and spiritual 
communities 

% submissions completed on 
time and agreed by Board to 
be of high quality

Views of CCNSW and 
other stakeholders on our 
effectiveness 

Participation in industry and 
government consultation 
processes

•  We actively engage with our customers and the 
community to understand and provide options 
to meet their diverse needs

•  We have an established and engaged 
stakeholder network and seek to deepen 
engagement

•  We influence government reform. We lobby 
effectively for the sector and ensure cemeteries 
and the essential services we provide are on 
the NSW Planning agenda

We build and maintain 
relationships with 

families and communities 
and other stakeholders

Community Engagement Plan 
developed for, and informed 

by local communities

Local Matters

Connect with stakeholders:
regulatory body, local/state/federal 
governments, relevant community 

and religious groups

Plan of Engagement

Align major capital works 
with government land use and 

strategic management plans

Coordinated E�ort

Ensure all planning for capital 
works reflects our stakeholders,

local indigenous and 
spiritual communities 

Staying True



SMC NSW

We are prepared
for the future

• We operate in an informed
 environment based on best
 available evidence/research which
 shapes our agreed Vision
• We demonstrate leadership
 through challenging our current
 approach and encouraging
 innovative thinking
• We seek opportunities for
 business development to ensure
 we can serve our future growing
 communities
• We embrace innovation and
 developments in technology that
 enhance our services

Future Ready

We are prepared
for the future

• We operate in an informed
 environment based on best
 available evidence/research which
 shapes our agreed Vision
• We demonstrate leadership
 through challenging our current
 approach and encouraging
 innovative thinking
• We seek opportunities for
 business development to ensure
 we can serve our future growing
 communities
• We embrace innovation and
 developments in technology that
 enhance our services

Future Ready

Strategic Plan Deliverables
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Strategic 
Priority

Strategic 
Deliverable

Actions – Short Actions - Medium KPIs

4 We are 
prepared for 
the future

4.1 We operate in 
an informed 
environment based 
on best available 
evidence/research 
which shapes our 
agreed Vision

Develop and implement:

• Business Continuity Plan

•  Community Engagement 
Plan

•  Stakeholder Engagement 
Plan

•  Cemetery Plans of 
Management 

• Capital works master plan

Ongoing review of  
these plans 

Equipment and technology 
innovation is considered as 
part of budget planning on 
an annual basis, based on 
use data and financial cost/
benefit analysis

Plans are actioned, with key 
initiatives included in rolling 
budget forecasts over a  
3 year period

4.2 We demonstrate 
leadership through 
challenging our 
current approach 
and encouraging 
innovative thinking

Develop systems to facilitate 
the safe sharing and 
expressing of ideas within 
the workforce

Staff forums/townhalls

No. of staff recognised 
for their contribution 
(recognition and reward 
program)

4.3 We seek 
opportunities 
for business 
development to 
ensure we can serve 
our future growing 
communities

Work with CCNSW and DPIE 
to identify opportunities for 
new cemetery spaces

Refresh existing sites and 
create opportunities for 
different products to refresh 
and consolidate use of 
existing space, especially 
Ash walls

Finalise planning and 
approvals for Bumborah 
Point

Research and assess other 
land opportunities

Cemetery master plans 
to include options for 
consolidation; alternative 
products to create space 
efficiency

Develop an approach 
to Government to fund 
monument restoration to 
meet safety standards and 
create opportunities for 
further use of existing sites 

Meet the obligation as 
outlined in the C&C Act 

% increase in uptake/
conversion of existing space 

External funding identified 
for monument restoration 
where current owner of 
interment right do not fulfil 
their obligation and/or other 
family descendants of the 
interred do not restore 

4.4 We embrace 
innovation and 
developments in 
technology that 
enhance our services

Deliver the upgraded IT 
infrastructure program for 
enhanced services and 
communication

Roll out of phase 2 phone 
systems

Appoint resource to support 
use of upgraded equipment 
in chapels

Improved call response  
to customers

Improved uptake of AV  
and live streaming

% in use of live chat

We are prepared  
for the future
•  We operate in an informed environment  

based on best available evidence/research 
which shapes our agreed Vision

•  We demonstrate leadership through 
challenging our current approach and 
encouraging innovative thinking

•  We seek opportunities for business  
development to ensure we can serve  
our future growing communities

•  We embrace innovation and developments  
in technology that enhance our services

Innovation and technology 
is considered during the budget 

planning on an annual basis

Innovation Allocation Knowledge Sharing

Refresh and consolidate 
use of existing sites & spaces, 

especially Ash walls

Open Opportunities

Upgraded IT infrastructure 
program for enhanced 

services and communication

IT Upgrade

Systems developed to facilitate 
the safe sharing and expressing 

of ideas within the workforce



Further information
Enquiries welcome, please contact Southern Metropolitan Cemeteries NSW.

Acknowledgement of Country
Southern Metropolitan Cemeteries NSW acknowledges the traditional custodians 

of the land, and pays respect to elders past, present and emerging.
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Eastern Suburbs Memorial Park

12 Military Road, Matraville 2036

T. 02 9661 5655  ·  F 02 9311 3654

easternsuburbsmemorialpark.com.au

Woronora Memorial Park

121 Linden Street, Sutherland 2232

T. 02 9545 4677  ·  F 02 9545 1010

woronoramemorialpark.com.au


