
BEN There, Done That
• How Melville Rolled Out Business Events Notifications 

(Eventually)

• Presented by: Monique Ross

• First speaker of the day – you’ve got this!



City Overview



City of Melville - Overview
Situated in the southern suburbs of Perth, Western 

Australia, the City of Melville is a vibrant local 

government area boasting a population of 103,523 

residents. 

Nestled between the bustling city centre of Perth 

and the picturesque port city of Fremantle, 

Melville is renowned for its idyllic blend of urban 

amenities and natural beauty. 

Staff



Council Services
The City of Melville shares its borders with 5 other 
LG’s as well as the Swan River. The council 
consists of 17 suburbs which have several 
different cultural and age demographics.

Catering to a diverse range of sporting and 
recreation activities, City of Melville is home to 23 
active reserves, 100+ passive reserves and two 
leisure centers featuring indoor courts and 50m 
and 25m indoor heated pools.

Major CoM Buildings

• 2 Leisure Centres (1 inc pool facility)
• Heathcote Precinct
• 4 Community Centres
• 5 Libraries
• Operations Centre
• Golf Course



Council Staff
The City of Melville has approximately 770 staff with an FTE
count of around 550.

The Information Technology and Communication Team has
grown 24 staff members spread across both operations
and projects. The CoM operates an inhouse IT Team
servicing all the IT needs of the City.

The IT functional breakdown is:

• Infrastructure (inc Help Desk): 8 staff

• Business Systems: 8 staff (2 in Application Support)

• Projects & Innovation: 7 staff



Council Core Applications

• Infor Pathway - SAAS

• TechOne – Financials – SAAS

• TechOne – CiA - ECM – SAAS

• TechOne – Intramaps - SAAS

• Aurion - SAAS – HR

• Envibe - SAAS – Leisure

• Symphony –SAAS- Libraries

Current IT Projects for Upgrade \ Replacement

• Infor Pathway – Rel 2025.3

• TechOne – Financials – move to CiA

• TechOne – Financials – AP Automation

• CXR Project – Proof of concept

• Chronosoft – Pathway Integration – Real time incident
management solutions for our security and ranger staff.

• Pathway Applications – rewrite of all workflow \ reporting
requirements

• 3D Counter for all libraries \ leisure \ museums

• Creation of a Datalake

• Helpdesk software replacement

• Teams Phone with Call Plan

• Windows 11 \ Data Centre Move
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The Project



What Even *Is* BEN?

• Stands for Business Events Notifications
• Auto-emails the customers instead of 

manual work
• Customer Relations in June 2023: 'Can’t this 

be automatic?'
• Me: 'How hard can it be?' – Famous last 

words



I’m Smart… Right?

• Setup doc made no sense

• Right-clicking didn’t help
• Placeholder method failed – back to basics



Let’s Just Throw It In… Easy!

• Feb 2024: Basic emails for New and Closed 
requests

• Went live in August 2024
• Bada Bing Bada Boom... right?



Plot Twist

• Complaints started rolling in
• Requests marked complete before actual 

completion
• Staff being random!



Customer Confusion 101

• Some customers didn’t remember lodging 
requests

• One asked: 'Are you sure this is me?' –
Awkward



BEN, You’re in Time-Out

• User errors 
• Suspended BEN
• Returned to manual workflows



BEN, The Comeback Tour

• Feb–Jul 2024: CiA project, leave, resignations
• Finally restarted slowly and carefully
• Cue Rocky theme



Slowly Slowly This Time

• One request type at a time
• Low-risk stuff first
• Avoided complaints & EM requests



Data Transformer

• Vanessa (Infor) helped
• Took ages to get right
• Like IKEA furniture 

– eventually worth it



Waste Not, Want BEN

• Needed address & customer info
• Learned XSLT – aka robot poetry



What’s Working

• BEN for 60% of new requests
• Custom templates for General and Waste

using the Data Transformer
• No 'Completed' emails (yet)

– Still refining staff processes



Demo

• BEN Setup



Demo

• BEN Demo



The BEN Sequel

• Post-2025.3 Upgrade:
• BEN for licensing & applications

–Milestone emails for planning/building
• SMS for pool inspections



What I’ve Learned

• Slow = fast sometimes
• Users will break things
• XML gets easier (after the tears)



Thank You!

• Questions?

• Complaints? Please email 
IT.Help@theoffice.gov.au


