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ACRONYMS & TERMS 

 
ARCC- Alpine Resorts Coordinating Council 

ARMB- Alpine Resorts Management Board 

ABS- Australian Bureau of Statistics 

GRI- Global Reporting Initiative 

KPI- Key Performance Indicator 

 

***** 

Bonding Social Capital – the social support/benefit that results from positive relationships 

between homogenous or similar groups of people (such as close family and friends); provides 

the social support to help people ‘get by’ in life on a daily basis  

 

Bridging Social Capital - results from positive relationships between heterogeneous social 

groups, such as between different cultural groups living in the same community; associated 

with ‘getting ahead’ in life through the benefit of cross-cutting interactions 

 

Cultural heritage - includes both tangible and intangible elements: a) ‘tangible’ elements are 

the monuments, sites, or groups of buildings, of outstanding universal value from the point of 

view of history, art, science, historical, aesthetic, ethnological or anthropological point of 

view; b) the ‘intangible’ elements are practices, representations, expressions, and associated 

knowledge and skills, recognised as important to communities, groups or, individuals 

 

Data collection method – the procedure used to gather information specified by a measure for 

use in reporting on an indicator; may be a simple or composite  

 

Key Performance Indicator - statement of an important issue designed to elicit specific data to 

monitor change over time in a consistent and constant manner  

 

Key Social Topic –a pertinent social issue defined by Victorian government direction and in 

academic literature 
 

Linking Social Capital – benefit derived from relationships between heterogeneous groups, 

where a difference in power exists between them (such as between government or business 

and civil society); associated with ‘getting ahead’ in life through the benefit of cross-cutting 

interactions  
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Measure –the unit of information required to report on the corresponding indicator; does not 

specify the data collection method 

 

Social Capital – networks of social relations that are characterised by trust and reciprocity, 

facilitating cooperation for mutual benefit; may be bridging, bonding, or linking 

 

Social Equity -the widespread and fair distribution of social and economic benefits within a 

community; involves improving the share of opportunities, income, and services for 

disadvantaged groups 

 

Social Inclusion – the extent to which individuals or groups can influence decisions through 

their contributions to community goods and services; and the extent to which individuals or 

groups are likely to benefit from access to services, information, and facilities regardless of 

gender, age, ethnicity, religion, ability, or social or economic status 

 

Sustainable Development – an approach to community planning in which the needs of the 

present are met without compromising the needs of the future; a term first popularly 

introduced by the 1987 “Brundtland Report,” linking environmental problems with the socio-

economic problems of poverty in developing countries and patterns of consumption in 

developed countries 

 

Theme – a term or phrase that can be categorised within a given social topic (i.e. a topic may 

be ‘healthy living’ and the corresponding themes may include ‘housing,’ ‘safety,’ education,’ 

etc) 

 

Wellbeing – capability to pursue optimal health, better living conditions, and improved 

quality of life 
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EXECUTIVE SUMMARY 

 

In order to fulfill a Ministerial requirement, this study has undertaken identification of 

appropriate Social Key Performance Indicators (KPIs) and measures for Victoria’s Alpine 

Resorts. The method used is a review of relevant academic literature, social performance 

models currently being used in recreation, and key Government and resort documents –

including social information currently reported by Victorian Resorts. The literature review 

and analysis of other models reveal many of the strengths and challenges of social 

performance measurement which inform development of the indicators for Victorian Resorts. 

An outline of social factors currently reported by Victorian Resorts is also provided. All of 

these factors have been taken into account in preparing appropriate themes, KPIs, measures, 

and proposed data sources. 

 

The social objectives are divided into four themes based on prevalent topics emerging from 

analysis. These are: Valuing Cultural Heritage, Visitor Fulfilment, Workplace Quality, and 

Resort Community Strength. Inherent in these themes is high level performance in the three 

other primary topic areas in academic literature and the analysed frameworks. These are 

social inclusion, social equity, and social capital. Therefore, the four themes were cross-

referenced with these topics to identify eight social key performance indicators. 

 

The indicators and their corresponding measures are summarised in the matrix below. A 

‘measure’ states the unit of information necessary for reporting, but does not designate the 

means to obtain that information. This allows flexibility for the ARMBs to select data sources 

and collection methods appropriate to their circumstances. 

 

Important decisions for reporting include creation of reporting boundaries through 

identification of the relevant groups at each Resort, selection of data sources, and selection of 

data collection methods. Important considerations for each of these decisions are outlined, 

including options to enhance reporting in the future. The ARMBs may select data sources and 

collection methods most appropriate to their circumstances, but a proposed survey template is 

included. It uses the Australian Bureau of Statistics (ABS) design for reporting on the Social 

Inclusion/Equity indicators, and adapts indicators reviewed by the ABS to report Social 

Capital data. 

 

Recommended next steps describe the role for Resorts and for the ARCC following formal 

adoption of these social indicators. Data sources and collection methods must be selected and 
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monitored. Establishment of appropriate benchmarks and targets will be critical to success. 

The focus on resort collation and whole of industry reporting should be maintained, and will 

be a key in establishing Victoria as a positive example of sustainability in Alpine recreation 

management.  

 

 

Social Key Performance Indicators and Measures for Victoria’s Alpine Resorts 
Measures appear in italics below corresponding Indicators. Suggestions for collecting the required data appear in Section 5.2. 

Social Theme 

Social 
Topic 

In
di

ca
to

r 
or

 
M

ea
su

re
 

Valuing Cultural 
Heritage 

Resort Community 
Strength 

Workplace Quality Visitor Fulfilment 

In
di

ca
to

r 

Extent of Indigenous and 
other historical/ cultural 

heritage group 
participation in resort 
planning of heritage 

matters 

Extent of resort 
community’s participation 

in resort planning & 
decision making 

Extent of diversity in 
the workforce 

Extent of diversity 
amongst visitors 

Social 
Inclusion
& Equity 

M
ea

su
re

 

Age, gender, Indigenous, 
ability, occupation, 

country of birth,& main 
language spoken at home 
of participants in heritage 
planning : to population 

of heritage groups 
 

Age, gender, Indigenous, 
ability, occupation, country 

of birth, main language 
spoken at home, & address 

of primary residence of 
people from resort 

community participating in 
resort planning & decision 
making : number of times 

participation invited 

Age, gender, 
Indigenous, ability, 

occupation, country of 
birth,& main 

language spoken at 
home of workforce 

Age, gender, 
Indigenous, ability, 

occupation, country of 
birth,& main language 

spoken at home of 
visitors by season 

In
di

ca
to

r 

Extent of Indigenous and 
other historical/ cultural 
heritage group trust in & 
reciprocity with ARMB 
for portrayal of relevant 

beliefs and traditions 

Extent of resort community 
trust in and reciprocity with 
ARMB for a) consultation 
regarding resort operations 

& b) implementation of 
socially/environmentally 

sustainable practices 

Extent of staff trust in 
& reciprocity with 

ARMB for provision 
of a safe, productive 
workplace free from 

discrimination 

Extent of visitor trust in 
& reciprocity with 

ARMB for management 
of services & facilities 
to provide an enjoyable 

experience in a safe 
environment Social 

Capital 

M
ea

su
re

 % of heritage group trust 
in & reciprocity with 
ARMB for respectful, 
accurate, & sufficient 
portrayal of heritage 

issues 

% of resort community trust 
in & reciprocity w/ ARMB 

for a)consultation 
regarding resort operations 

& b) implementation of 
socially/environmentally 

sustainable practices 

% of staff trust in & 
reciprocity with 

ARMB for provision of 
a safe, productive 

workplace free from 
discrimination 

% of visitors trust in & 
reciprocity with ARMB 

for management of 
services & facilities to 
provide an enjoyable 

experience in safe 
environment 
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Alpine Resorts Co-ordinating Council 

Defining and Measuring Social Performance in Victoria’s Alpine 
Resorts: Identification of Potential Social Key Performance 

Indicators  
April 2007 

 

 

1.0 INTRODUCTION 

 
1.1 Background 

According to the Alpine Resorts (Management) Act 1997, Victoria’s Alpine resorts shall be 

developed, promoted, managed, and used “on a sustainable basis and in a manner that is 

compatible with the alpine environment” (Sect. 1A). In academic literature and development 

practice it is well established that long-term sustainability is enhanced by responsible social 

practice, particularly when paired with concurrent responsible economic and environmental 

practice. Victorian policies such as A Fairer Victoria and Growing Victoria Together: A 

Vision for Victoria to 2010 emphasise the importance of responsible social performance. The 

Alpine Resorts 2020 Strategy explicitly ties this performance to economic and environmental 

factors.  

 

Consistent with these policies, the Government’s 2003 reform of Victoria’s Alpine Resorts 

included requirements for continuation of the Resorts’ transformation into sustainable 

destinations. As part of the Government’s reform package, the Alpine Resort Management 

Boards (ARMBs), together with the Alpine Resorts Co-ordinating Council (ARCC), were 

directed to create six objective social, environmental, and financial Key Performance 

Indicators (KPIs) that would enable them to measure their progress toward sustainable 

operation. Following reform of legislative roles outlined in the Alpine Resorts (Management) 

(Amendment) Act 2004, financial KPIs were developed by the Department of Sustainability 

and Environment and presented in the 7 December 2004 document “Reporting and Planning 

Arrangements 2004-2009: Information Paper” (hereafter referred to as ‘the Guidelines’.) This 

document also provided direction for development of the social and environmental KPIs.  

 

In a 2005 letter to the ARCC, the Minister for Environment stressed the importance of 

completing the development of these KPIs. The ARCC has commissioned this report as part 

of its response to this Ministerial request. 

 

The ARMBs currently report on a number of social factors in their Annual Reports. These, 
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combined with an overview report prepared by ARCC member Di Patterson, provide a useful 

starting point for exploration 

 

1.2 Purpose 

This report aims to assist the ARCC and ARMBs in fulfilling the Ministerial requirement for 

social KPIs to be developed for Victoria’s Alpine Resorts.  

 

The KPIs will be used in: reporting to the Minister for Environment; providing specific 

information regarding resort interaction with the community; and for ongoing corporate 

planning and reporting. 

 

1.3 Method 

A review of literature including (i) academic literature on sustainability and social 

performance measurement, (ii) relevant government and resort documents, and (iii) similar 

principles applied in other contexts, provides the methodological framework for the present 

report. Stakeholder consultation through ARCC and ARMB review and feedback on this 

report further informs findings.  

 

1.4 Report Structure 

This report comprises four parts:  

1) Victorian Policy Context facilitates identification of key social issues with a review of 

relevant Victorian priorities. Also included is a brief look at how the KPIs will inform 

these priorities. 

2) Role and Applications of Social Measurement explores the purpose of social 

performance measurement, its relationship to concepts of sustainability and 

wellbeing, characteristics and challenges of measurement, and introduction of 

relevant issues in existing social performance reporting. Review of the Resorts’ 

current social measurement is included here. 

3) Critical Social Performance Themes draws from the social topics included in initial 

discussion to identify the key themes under which to group the KPIs.  

4) Recommended Social KPIs for Victorian Alpine Resorts makes use of findings from 

the first three parts in order to identify social KPIs and measures. Key issues in 

benchmarking are reviewed and options for data collection and integration of the 

identified KPIs with current social measurements are considered. 
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2.0 VICTORIAN POLICY CONTEXT 

 
Identification of KPIs not only meets Ministerial requirements for the ARCC, but also 

connects with Victoria’s overall development objectives. The Sustainability and Environment 

Policy Map below outlines Government’s key sustainability initiatives. Growing Victoria 

Together provides the overall vision for the state, while the high order policies of A Fairer 

Victoria; Our Environment, Our Future; and Victoria: Leading the way correspond with the 

social, environmental, and economic goals respectively. The link between social KPIs and 

Victorian policy is summarised briefly in the text below.  

 

Figure 1: Victoria’s Sustainability and Environment Policy Map 

 
Source: DSE Inform, Policies and Procedures 

 

Growing Victoria Together is the official ‘vision’ for building a better society in Victoria. It is 

based on consultation with the community and comprises eleven issues in the five key areas 

of: thriving economy, quality health and education, a healthy environment, caring 

communities, and a vibrant democracy. The development of social indicators will provide 

information on progress toward the priorities of increased and quality community 
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participation in decisions affecting community; lifelong education and training; reduced 

disadvantage; community safety; and access to regional Victoria.   

 

A Fairer Victoria is the social policy action plan which identifies areas to create opportunity 

and reduce disadvantage for Victorians. Focus includes support for Victoria’s growth areas 

and disadvantaged places; the best possible start for children; reduced disadvantage for 

multicultural communities; and improved community transport. Resorts stand to contribute to 

these goals through progress toward their objective for resort use by persons from varied 

economic and cultural groups. Progress can be assessed through use of appropriate social 

indicators and measurements. 

 

The DSE Corporate Plan outlines the State’s outputs designed for progress toward the overall 

Growing Victoria Together goals. The framework developed to monitor Government 

movement toward this end includes nine outcome indicators. Of these, ‘Living cultural 

heritage’ and ‘Liveable cities and responsible development’ are particularly relevant to social 

performance in the Resorts.  

 

The Alpine Resorts 2020 Strategy guides the long-term planning and management of 

Victoria’s six resorts. The vision of “Four season, vibrant, sustainable resorts” (2004:5) is set 

out by defining ‘sustainability’ and through description of six strategic directions. The 

Strategy both informs and will be informed by developing social performance measurement. 

 

In addition to establishing the ARCC’s and ARMBs’ existence and management, the Alpine 

Resorts (Management) Act 1997 provides the criteria for resort use, planning, and 

development. Paired with the Government’s 2003 resort reform package and the subsequent 

‘Guidelines’ for reform, the Act provides the most direct parameters for social indicator 

development. 
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3.0 ROLE & APPLICATIONS OF SOCIAL MEASUREMENT 

 
3.1 Social Performance & the Sustainability Objective 

The Government objective according to the Alpine Resorts (Management) Act 1997 includes 

‘sustainable development, promotion, and use’ of resorts. In order to identify appropriate 

social KPIs, it is first important to understand what is meant by ‘sustainable development’ and 

how it relates to social performance monitoring.  

 

The concept of sustainable development was first popularly introduced by the 1987 

“Brundtland Report” (UN 1992). The Report linked environmental problems with the socio-

economic problems of poverty in developing countries and patterns of consumption in 

developed countries. It called for uniting development and the environment so that the needs 

of the present are met without compromising the needs of the future. This is the now common 

concept of ‘sustainable development’ and it is essentially the proposal that society needs to 

take a new path to achieve the end goal of societal wellbeing. 

 

In 1992 the United Nations built on this concept with the release of “Agenda 21”, which is a 

plan of action to be taken at the global, national, and local levels for protection of the 

environment according to sustainable development principles. Victoria adopted these 

principles in the same year with its ecologically sustainable development framework. Since 

then, initiatives around the world have shown that not only is it necessary to monitor and 

report on the separate environmental, social, and economic aspects of development, but that 

these factors are interdependent.  

 

Improvement in one area frequently has spill-over effects for another, thus enhancing (or 

threatening) overall sustainability. For example, when populations are institutionally engaged, 

cultural diversity augments the likelihood of economic stability. It is also well established that 

a community socially invested in planned initiatives increases the likelihood of meeting 

sustainability goals. Interestingly, perceived ability to participate in, or influence decisions 

may have as great an impact on resulting community investment as actual level of influence. 

This has important implications for measurement, and is discussed further in Section 3.2. 

 

Community engagement and other social factors are also linked with sustainability through 

the wellbeing literature. ‘Wellbeing’ has received a great deal of global attention in recent 

years. It is defined by the Australian Bureau of Statistics as ‘the desire for optimal health, for 

better living conditions, and improved quality of life’ (2001 as cited in Bricknell, Fortune, & 

Madden 2004:1). Amartya Sen further defines quality of life in terms of one’s ‘capability’ to 
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achieve states of freedom and achievement (Korsgaard & Gaertner 1993:54). In other words, 

if one’s capabilities are limited, so is his or her opportunity to achieve an optimal quality of 

life. Limitations may come in the form of health problems, social or economic disadvantage 

or other circumstances reducing one’s potential. 

 

According to these definitions, wellbeing takes on sustainability from a different angle. 

Whereas the sustainability proposition is that we need to change behaviour now to ensure 

choices for future generations, the wellbeing proposition is that we are not even succeeding in 

meeting our needs at present. For example, while economic measures such as gross domestic 

product and capital gains indicate productive and prosperous wellbeing in Western societies, 

rising depression and environmental problems indicate a decline. Nevertheless, ‘better living 

conditions and improved quality of life’ are still prominently defined by these economic 

indicators.  

 

The important difference between the sustainability and wellbeing approaches to development 

is that the former concerns how the pursuit of wellbeing impacts others – and the focal point 

lies in the future. In contrast, the wellbeing approach is that our current practices not only 

threaten the condition for future generations, but are also not effective for achievement of our 

desired state (of wellbeing) right now. The emphasis here is on the present (Jackson 

2006:103).  

 

If wellbeing cannot be achieved through economic pursuit, then the sustainable development 

argument is further strengthened. In other words, not only is sustainable development 

important in order to protect the needs of future generations, but it is also important in order 

to meet our wellbeing needs today.  

 

In Victoria ‘wellbeing’ research is being conducted by organisations such as the Australian 

Institute of Health and Welfare and by Australian Unity. Findings from this research are being 

used to better understand the components of societal wellbeing and to develop policies for 

achievement of desired conditions. Since it has been established that quality recreation and 

leisure are essential components for overall wellbeing, the development of social KPIs for 

Victoria’s resorts is both informed by and may inform further development of this work.  

 

3.2 Characteristics & Challenges of Effective Social Performance Measurement 

While social performance is critically important to sustainable development, there is still great 

debate as to which aspects of social performance should be measured, how they should be 

measured and the relative importance of each factor. There is also inconsistency in 
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terminology, making it difficult to compare frameworks and information. This section 

includes a brief look at these challenges. 

 

The first step in social measurement is establishment of objectives. These are the goals of the 

organisation, event, or other entity and decisions about measurement should be made to 

provide the best possible indication of progress toward these goals. Key performance 

indicators (KPIs) summarise primary social, environmental, or economic issues of concern to 

elicit measurable data as evidence of an organisation’s quality of functioning regarding the 

specified issue. Figure 2 summarises the essential components of KPIs for social policy. 

 

Figure 2: Essential Components of Key Performance Indicators for Social Policy 

 
Relevant- reflecting important social issues 

 
Simple- meaning and intent is clear and may be understood by general population 

 
Valid- measures what it claims to measure 

 
Reliable- comparability not likely to be compromised by variation in data collection methods  

 
Measurable- consistent data is available or could be collected to inform the indicator 

 
 

Differences in forms of measurement arise from the fact that many social factors are difficult 

to define or quantify. Social performance refers to evaluation of wellbeing and since the 

‘quality of life’ component of wellbeing includes individual beliefs and customs, there is an 

intrinsic subjectivity in social performance measurement. Subjective feedback is important for 

assessing matters such as perceived quality of service or product affordability. As mentioned 

in the previous section, it has been shown that community perceptions have a significant 

impact on their support for organisations and initiatives. This support, in turn, is essential for 

long-term sustainability.  

 

Other components of social performance are measured objectively. These include matters 

such as: compliance with health and safety standards; ratios of male to female employees and 

salary levels; and annual visitation numbers. Objective measurements allow for consistent 

comparisons across communities or groups. Since objective measures are generally poor 

predictors of subjective quality of life, and subjective measures can limit comparisons across 

groups, it is important that effective social measurement includes a combination of both 

forms. 
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It is also important that social measures focus more on outcomes than outputs. An outcome is 

the result of an initiative or program output, and it informs progress toward a designated 

objective. For example, an output is the range of services offered by an organisation, while an 

outcome would be the resulting impact of those services on the community. If the objective is 

to target a particular demographic amongst users, it may be necessary to monitor and amend 

the organisation’s services (or outputs), but the indicative performance information is the 

outcome. 

 

Data may be quantitative or qualitative. Quantitative data can be graphed or charted to 

provide a relatively fast and simple view of measured circumstances. It is important for 

tracking trends, averages, and deviations from the norm. Qualitative data is collected through 

such modes as surveys, interviews, and questionnaires. It can add detail to quantitative 

measurement, or stand on its own. It is important for presentation of subjective information.  

 

A challenge of social performance measurement is that qualitative forms of data collection 

can be more time-consuming than their quantitative counterparts. While numerical data can 

often be collected and analysed mechanically, more qualitative processes such as interviews, 

focus groups, or open-ended surveys require more staffing time. These data collection 

methods often require a greater time commitment from participants as well. Since qualitative 

data can more effectively expresses subjective information, and quantitative data tends to 

provide a quick view of objective information, holistic social performance evaluation should 

include a combination of the two. 

 

Another matter to be considered in measurement is the weighting of indicators. Appropriate 

weighting is necessary to provide an accurate and balanced picture of collected data. Weight 

should be assigned in proportion to each factor’s relative importance in achieving overall 

social objectives. Most social measurement models currently weight factors evenly, although 

this may change with increased understanding of relationships between social factors. 

 

Progress toward social objectives should be presented through use of targets. Targets are 

stepping stone goals that, when achieved, indicate degrees of progress. Each target should be 

achievable, yet provide sufficient challenge to necessitate improvement in whatever area is 

being measured. 

 

There are also different frameworks and purposes for reporting the information collected. The 

wellbeing frameworks are principally designed to collect information about the condition of a 

society or group in order to better understand needs for the improvement of wellbeing in the 
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present. In contrast, an ecologically sustainable development approach is more closely 

associated with sustainability reporting and the state of wellbeing in the future. It is designed 

to examine the interrelationships of social, environmental, and economic factors. 

 

The ‘triple bottom line’ format is also linked with sustainability reporting and is designed to 

simply differentiate the performance in each area. The triple bottom line principles have been 

applied to everything from poverty alleviation strategies to accounting in private enterprise. 

While it is accepted as an important style of reporting, there is not yet a standardized 

framework.  

 

Finally, there is a range of terminology used in social performance frameworks. One may use 

domains, sub-domains, indicators, and indicator measures, while another may simply identify 

objectives and measures. A framework may use both indicators and indicator topics; or the 

objectives in one framework may be the same as indicators in another. This variability makes 

comparison of methodology and data complex. 

 

3.3 An Assessment of Selected Social Measurement Frameworks 

Social measurement has been developed and applied differently across a wide range of 

organisations and events. Among them are the frameworks listed in Figure 31. These were 

selected for analysis here based on: their relevance for use in social measurement (in 

recreation in particular); potential for posterity in social measurement; and regional 

significance. Monitoring for improvements in these and other frameworks will be a critical 

ongoing task once the social KPIs and initial procedure for the Resorts is established.  

 

Figure 3: List of Social Measurement Frameworks Used in Analysis 

Australian Institute of Health and Welfare Wellbeing Report 

Australian Unity Wellbeing Index 

Centre for Multicultural Youth Issues Culturally Inclusive Planning for Sports Toolkit 2006 

Commonwealth Games 

Global Reporting Initiative (GRI) 

Green Globe Program 

Victorian Community Indicators Project 

 

For example, the Global Reporting Initiative is the framework used for the Olympic Games 

                                                 
1 Appendix 1 contains a brief description of each framework, as well as further analysis that may serve 
as a reference for selection of data collection and reporting methods. This more detailed analysis is not 
discussed further in this document.  
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sustainability report. The Vancouver Committee for the 2010 Winter Olympic Games set 

“unprecedented” Indigenous participation, social inclusion, and accessibility as priorities for 

the Games. In the end of 2004 the Four Host First Nations2 (FHFN) and VANOC had already 

signed a Protocol Agreement outlining their relationship in carrying out the 2010 Winter 

Games. This Protocol marks the first time in Olympic history that an Indigenous population 

has been engaged in partnership with an Olympic Organising Committee right from the 

initiation of the Bid (Press Release, 2004). Attention to this partnership and resulting 

sustainability report will be useful in establishing best practice for social sustainability in 

sporting and tourism. 

 

Appendix 2 summarises all of the key social topics, themes, and indicators in the analysed 

frameworks. Those that appeared in at least three of the seven frameworks comprise Figure 4, 

below. This section discusses these topics, themes, and indicators according to the 

components of effective indicators previously named in Figure 2. 

 

Figure 4: Most Common Key Social Topics, Themes, & Indicators in Seven Social Performance Frameworks 
 

Seven social measurement frameworks were reviewed. Any topic, theme or indicator that appeared in at least three of 
the frameworks is listed in the table below. 

Key Social Topics Themes Indicators 

·  Health & 
Wellbeing 

·  Health & Wellbeing 
 
·  Safety 

·  Health: self-assessed, services, wellbeing, 
education/training 

 
·  Safety: feelings of, & product testing 

·  Social/Cultural 
Inclusion 

 
·  Participation  

·  Increased/ Diverse 
Community Engagement/ 
Participation 

·  Participation/Consultation: education,  in 
information gathering, Games, sport, cultural 
activities 

·  Social Cohesion/ 
Connectedness 

·  Social Capital/Community 
Connectedness 

 
·  Communication 

·  Community: involvement in groups/Games, 
impacts, commitment, connectedness, activities, like 
living in community 

 
·  Personal relationships/ informal social contact  

·  Cultural Heritage/ 
Richness 

·  Cultural Diversity/Equal 
Opportunity 

·  Culture: acceptance, understanding, connectedness, 
awareness, community open 

·  Local Socio-
Economic Benefits/ 
Resilience 

·  Economic Resources 
 
·  Employment/Labour Force 

·  Income: disadvantage, distribution 
 

·  Employment: differentials/ turnover by age, gender, 
group, region, local levels of 

No corresponding 
social topic 

·  Education, Knowledge, & 
Training 

·  Education/Training: participation, risk control, 
average/year for employees, human rights, 
apprenticeships & vocational training 

 

 

                                                 
2 The Lil’wat, Musqueam, Squamish, and Tsleil-Waututh Nations comprise the Aboriginal populations 
of the Four Host First Nations. 
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Since ‘indicator’ and other measurement terminology is defined and applied differently across 

the frameworks, it may be difficult to distinguish between ‘key social topics,’ ‘themes,’ and 

‘indicators’ listed in the Appendix 2 tables. Several of the frameworks have also used extra 

categorisations such as: ‘standards,’ ‘domains,’ ‘sub-domains,’ ‘indicator topics’ (which are 

distinct from the indicators), or ‘aspects.’ These additional categorisations have been left out 

of analysis here, and common ideas are grouped in the same row to reduce confusion. For 

present analysis, the categorisations are defined as follows: 

·  ‘key social topics’ are the pertinent social issues defined by government direction 

and in academic literature 

·  ‘themes’ are the terms or phrases assigned to these social topics for use in the given 

framework (i.e. while the topic may be ‘healthy living’ the corresponding themes 

may include ‘housing,’ ‘safety,’ education,’ etc) 

·  ‘indicators’ are statements of key issues designed to elicit specific data for 

monitoring change over time in a consistent and constant manner  

 

Analysis of the common topics, themes, and indicators assists in establishing relevant, simple, 

and valid indicators. Findings show several recurring topics and themes amongst the 

frameworks. (Note that ‘wellbeing’ is not further reviewed here, since it was covered in detail 

in Section 3.1.) 

 

‘Social inclusiveness’ includes ‘participation’ and refers to the extent to which individuals or 

groups can influence decisions through their contributions to community goods and services. 

It also entails the extent to which individuals or groups are likely to benefit from access to 

services, information, and facilities regardless of gender, age, ethnicity, religion, ability, or 

social or economic status (World Bank 2003:12). The intention of social inclusion is that 

greater, more equitable, and beneficial participation in community services, is related to 

‘Social cohesion and connectedness’, or ‘social capital’ which is of benefit to society as a 

whole. 

 

‘Social capital’ describes networks of social relations that are characterised by trust and 

reciprocity, facilitating cooperation for mutual benefit3. While a great deal of social capital 

literature focuses on the outcomes of this social cohesion, the term refers to the characteristics 

of the relationships, and focuses on positive interaction (Stone 2001:5). Therefore a subtle, 

but important distinction exists between a social capital ‘outcome measurement’, and 

                                                 
3 Some definitions of social capital describe potential negative action by associated groups, but here 
social capital can be understood to refer to the objective of positive relationships and action. 
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measuring an outcome of social capital. The former refers to monitoring network relations to 

determine whether the outcome of interaction is characterised by trust and reciprocity (e.g. a 

workplace where staff trust one another and work well together). The latter is a measure of 

what that network pursues or produces as a result of being a trusting social group (e.g. a 

presentation that is produced as a collaborative effort by the staff in the positive working 

environment). Both of these things are important.  

 

The relationships can be seen as a resource that can be used to obtain desirable wellbeing 

outcomes. These outcomes may appear in the form of policy changes, cross-cultural 

education, partnership-sponsored events and programs, etc and have the potential to improve 

social wellbeing for the larger population. For the purpose of measurement, the empirical 

links between levels of trust and reciprocity necessary to produce desired outcomes are still 

being developed.  

 

Social capital is characterised as bonding, bridging, or linking based on the groups in a given 

network. ‘Bonding’ social capital is produced in positive relationships between homogenous 

or similar groups of people (such as close family and friends). It provides the social support to 

help people ‘get by’ in life on a daily basis (Putnam 2001).  

 

‘Bridging’ social capital describes positive relationships between heterogeneous social 

groups, such as between different cultural groups living in the same community (ibid). 

‘Linking’ social capital also involves connection between heterogeneous groups, but linking 

involves the relationship between groups with different levels of power (such as between 

government or business and a community). Bridging and linking social capital entail the 

cross-cutting relationships that are associated with ‘getting ahead’ in life (Woolcock 2001). 

Monitoring the levels of trust and reciprocity in these networks improves understanding of 

what is necessary to achieve wellbeing goals. 

 

Finally, although social equity is not explicitly included in Figure 4, it is an implied element. 

‘Social equity’ is the widespread and fair distribution of social and economic benefits, and 

involves improving the share of opportunities, income, and services for disadvantaged groups. 

It provides an important link between social inclusion and social capital because if a range of 

social groups are participating in community activities, the result could be disconnection and 

poor communication due to differences in values and beliefs4. 

 

                                                 
4 This can also be described as negative social capital.  
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Social equity inserts the value of fair distribution of social benefits and services as a priority 

of participation. This levelling of the playing field facilitates community connection. Implicit 

use of the social equity concept in the analysed frameworks is evident in the example of the 

‘education and training’ indicator the measures yearly averages for employees. Employees 

should have access to and participation in equal amounts of training as part of equitable 

access to career advancement. 

 

The next topic in Figure 4 is ‘cultural heritage.’ It is defined by the United Nations 

Educational, Scientific and Cultural Organisation (2007) to include the ‘tangible’ monuments, 

sites, or groups of buildings, of outstanding universal value from the point of view of history, 

art, science, historical, aesthetic, ethnological or anthropological point of view. It also 

includes ‘intangible’ practices, representations, expressions, and associated knowledge and 

skills, recognised as important to communities, groups or individuals. This topic links to 

social inclusion and social capital because preservation of cultural heritage is necessary in 

some form for all groups to be included and feel connected with their communities. 

 

‘Local socio-economic benefits and resilience’ is a common topic and focus of development. 

Economic resilience indicators such as the Gross Domestic Product index provide the most 

common measures of societal wellbeing and do not need further explanation here.  

 

Most of these topics are defined using common words that may be understood by the general 

public. The clear terminology used suggests these are sufficiently uncomplicated themes and 

indicators to satisfy the simplicity requirement in Figure 2. 

 

Valid indicators measure what they say they will measure. A quick look at Figure 4 reveals 

that some of the indicators use terminology that may apply to a theme other than the one with 

which it is grouped. For example, ‘Cultural connectedness’ is an indicator of the theme 

‘Cultural diversity and equal opportunity,’ but is clearly also an indicator of ‘Social capital 

and community connectedness.’ The exchangeability of indicators is an illustration that social 

topics are complex and interdependent. A test of validity will show that these indicators do 

measure what they are intended to measure, but that no single measure provides sufficient 

information for an entire theme or indicator. For this reason it is important to have indicators 

with more than one measure to inform different aspects of the themes.  

 

Note, for example, that the final theme and indicator list has not been grouped with any one 

topic, because an indicator such as ‘Average training and education per year per employee’ 

relates to each of the listed social topics. Education and training empowers people to make 
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decisions to care for their health and wellbeing. Classes and trainings provide settings for 

social interaction, and the topics of trainings may be focused on community subjects, such as 

local responsible environmental practice or cultural awareness. These are all components of 

social capital, social inclusion, and cultural heritage. Finally, education and training is a 

resource to strengthen the labour force, so is also an indicator of ‘Local economic resilience.’  

 

Whether or not these indicators are reliable and measurable can be tested in development of 

measures, and subsequent data collection procedures. A ‘measure’ indicates the unit of 

information required to assess progress toward an indicator. The ‘data collection’ procedure is 

the specific means used to gather information for the measure, and it may be a composite 

index of multiple simple measures. Measures for resorts are determined in Section 5.1, and 

data collection methods are proposed in Section 5.2. 

 

3.4 Social Factors Currently Measured at Victorian Resorts 

Appendix 3 contains the comprehensive list of social factors reported by Victorian Resorts in 

their 2005 Annual Reports. Analysis of this information reveals a few notable points which 

are further discussed here.  

 

First are the sheer number and range of social factors reported by the ARMBs. Reporting 

touches on issues ranging from staff profile and governance, to skier safety and all-season 

visitation. There is consideration of such issues as the value added from comfortable and 

appropriate public spaces. Participation in forums to benefit nearby communities is included. 

One resort reports top-quality training, including as a high priority financial assistance with 

external education for career advancement. Transparent communication, Indigenous heritage, 

safety, visitor satisfaction, and responsible marketing are all included in the reports in some 

form.  

 

A second point is that reporting formats include a combination of both descriptive text and 

quantitative measures. Quantitative measures, such as: a combination of overall visitor 

numbers, snowfall, and ticket prices provide important objective information for social 

performance evaluation. The accompanying descriptive text may be understood to be 

qualitative observations. As previously discussed, qualitative measurement is also essential 

for effective social performance measurement.  

 

Importantly, one resort recently achieved Green Globe ‘benchmarked’ status. This is an 

indication of its commitment to provide meaningful measurement of environmental and social 

performance. Bearing in mind that Green Globe provides a fuller picture of environmental 
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than social performance, the benchmarked status means that resort-specific goals have been 

set and will be monitored.  

 

The 2005 Annual Reports use different reporting formats. One resort has adopted a triple 

bottom line layout, dividing information under themes of ‘social responsibility,’ 

‘environmental quality,’ and ‘economic viability.’ This useful format allows for quick access 

to - and comparison between - performance in each of the key areas for overall sustainability. 

 

In addition to information included in ARMB Annual Reports, many of the Resorts conduct 

visitor surveys. Data included in these surveys includes, but is not limited to: dates of 

visitation, number of people in party, gate entry value for money, accommodation, length of 

stay, method for booking accommodation, and perceptions of environmental management. 

Respondent ratings include perceived level of importance and resort performance. These 

surveys provide useful subjective data about distribution of resort visitation, as well as visitor 

satisfaction. 

 

Separate surveys targeting summer visitation have also been administered. Examples of data 

collected are: interest in visiting during a non-winter holiday; activities of interest; interest in 

facilities for use during non-winter visitation, demographic composition of visiting group, 

estimated spending, interest in non-winter events, reasons for choosing the Resort for a non-

winter holiday, and suggestions for improvement of a non-winter stay at the Resort. This data 

provides important information about who the users are, as well as visitor satisfaction, and 

demands.  

 

Ending in 1998, a standardized survey was administered by the Resorts, along with the Alpine 

Resorts Commission. Since that time, visitor surveys have been administered independently 

by the individual resorts. While recent practice has enabled resorts to collect information most 

relevant to individual circumstances, the ARCC is currently working with the Resorts to once 

again introduce a standardized format. This will enable state-wide performance monitoring, 

and should alleviate administrative demands placed on resorts. As the new survey is finalised, 

it will be important to integrate this information into KPI measurements. 
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4.0 CRITICAL SOCIAL PERFORMANCE THEMES 

 
Social performance may refer to anything from community participation to workplace 

communication policies. It may include access to services or cultural equity targets; 

marketing strategies or quality of services. It is important that social KPIs both measure 

policy priorities, and serve as a means to assure policy is focused on the most significant 

issues. Section 2 summarised reference points in Victorian policy and Section 3 included a 

look at important issues in social measurement. Here the two are merged for identification of 

critical social performance themes for Victoria’s alpine resorts. As a group these themes will 

describe the circumstances under which social sustainability is maintained and objectives are 

achieved. 

 

A priority matter highlighted in the Alpine Resorts (Management) Act 1997 is cultural 

heritage, in particular Indigenous cultural heritage. ‘Cultural heritage’ was also a key social 

topic in the frameworks previously identified. ‘Indigenous cultural issues’ is a reference to the 

fact that, despite cultural differences between Indigenous groups around the world, they share 

the common problem of protecting their rights as distinct peoples. This encompasses 

recognition of their identities, their ways of life and their right to traditional lands, territories 

and natural resources. Therefore, ‘Respect for and acknowledgement of Indigenous and other 

cultural and historical heritage and traditions in the Resort areas’ is an appropriate theme for 

social measurement at the Resorts. This can be abbreviated as ‘Valuing cultural heritage.’ 

 

The Government objective also specifies use of the Resorts primarily for alpine recreation and 

tourism; in all seasons; and by persons of varied economic and cultural groups. This objective 

further describes what the intended use is, when resorts are intended for use, and who resort 

users should be. It is a statement of the goals for resorts to be socially inclusive and equitable, 

with social connectedness through shared use.  

 

Again, these were amongst the relevant topics previously reviewed. Although the 

Government objective specifies economic and cultural equity, best practice measurement 

should also include gender, age, ethnicity, religion, disability, and social or economic status. 

Resorts must meet visitors’ expectations in order to attract and retain varied use and user 

groups, so it is necessary to identify visitors’ general interests. In tourism in general these 

include: quality facilities and services, fair pricing, safe environment, and enjoyable 

experience (UNEP 2005:33). Therefore, the aim for resorts is providing a ‘year-round safe, 

satisfying and fulfilling alpine recreation experience, available to all.’ This ‘Visitor 

fulfilment’ theme will also have corresponding social inclusion, equity, and capital indicators 
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as per the key themes in Section 4.  

 

There are two other key groups that have not yet been discussed, but are crucial to the 

sustainability of Victoria’s resorts. These are the Resort workplace and the Resort community. 

The relevant topics of social inclusion, quality experience and distribution of benefits 

(equity), and connectedness (social capital) are the same for these groups, yet they will look 

different based on their distinct interests in the Resorts. 

 

General interests of staff are safety on the job, healthy working conditions, equal treatment 

and opportunity for advancement, feeling valued and having opportunity to develop 

personally, quality training, and best possible wages and benefits. Responsible labour practice 

is a key topic of the Global Reporting Index, and corporate social responsibility literature. A 

healthy, well-trained workforce is more productive and has vested interest in the success of 

their workplace. Therefore, ‘equal opportunity, fair treatment, and high quality training in a 

safe, healthy, and secure workplace that values staff,’ abbreviated as ‘Workplace quality’ is a 

third relevant, valid, and simple theme.  

 

Since all entities in the supply chain collectively contribute to or undermine sustainable 

practice, a comprehensive workplace analysis would include all staff in any establishment 

affiliated with the Resort. This includes hotels, stores, the lift company, and suppliers. The 

most basic workplace assessment, however, includes those directly employed by the ARMBs. 

Corresponding workplace indicators will examine social inclusion, equity, and capital issues 

based on the interests described above. 

 

Lastly, the community in recreational and tourist areas are interested in protecting the social 

and environmental integrity of the area. They seek: to share benefits of the presence of 

tourism/recreation through access to services/facilities, valued participation and influence in 

decision-making, potential employment (either with the recreation company or through 

associated business), and other improvements to community wellbeing. They are particularly 

interested that recreation and tourism not have negative impacts such as environmental 

degradation and unaffordable living costs.  

 

The Alpine Resorts 2020 Strategy includes ‘resort contribution to the local and regional 

economies’ in its ‘vibrant resorts’ objective (2005:30). In part this can be monitored using 

indicators established under a ‘Resort community strength’ theme, defined as ‘responsible 

social and environmental practices, and inclusive, empowering engagement of the resort 

community for resort planning and decision-making.’  
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Note that resort communities may include those whose primary residence is in or nearby the 

resort, as well as leaseholders whose primary residence is elsewhere. It will be important to 

consider both groups as part of the resort community, but also to distinguish between the 

groups in benchmarking and reporting.  

 

The four useful themes identified in this section are summarised in Figure 5. So when will 

social sustainability be maintained? Engagement between Resorts and each of these groups 

will entail instances of conflict or dissatisfaction, but social sustainability will exist when the 

conditions describing each of these themes are predominantly secure and consistent. These 

are the objectives of measurement. 

Figure 5: Critical Social Themes for Measurement in Victoria’s Alpine Resorts 

 

1. Valuing Cultural Heritage - Respect for and acknowledgement of Indigenous and other 

cultural and historical heritage and traditions of the Resort areas 

 

2. Resort Community Strength – Responsible social and environmental practices, and inclusive, 

empowering engagement of the resort community for resort planning and decision-making  

 

3. Workplace Quality - Equal opportunity, fair treatment, and high quality training in a safe, 

healthy, and secure workplace that values staff 

 

4. Visitor Fulfilment - Year-round safe, satisfying  alpine recreation experience, available to all 
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5.0 RECOMMENDED SOCIAL KPIs  FOR VICTORIAN ALPINE RESORTS 
 

5.1 Social KPIs & Measures Identified 

Recall that indicators are statements of key issues designed to elicit specific data for 

consistent and constant change monitoring. Their corresponding ‘measures’ state the units of 

information necessary for reporting. Measures include a requirement for specific information, 

yet do not designate the means to obtain that information. This allows flexibility for the 

ARMBs to select data collection methods appropriate to their circumstances.  

 

Both the KPIs and measures are identified in this section, followed by a closer look at data 

collection methods in Section 5.2. Discussion here shows that the selected indicators are 

relevant, valid, measurable, reliable, and simple – therefore satisfying the requirements of key 

performance indicators outlined in Section 3.2. 

 

The themes described in Section 4.0 comprise many interconnected social issues. Since 

research has shown robust social measurement requires both subjective and objective 

measures, each theme requires a minimum of two indicators, comprising a minimum total of 

eight. This is slightly more than that anticipated in The Guidelines, but is important to provide 

valid measurement.  

 

The indicators are relevant because they are based on the previous analysis of key social 

topics and Victorian Government priorities (Appendix 4 contains a table summarizing the 

specific policy components addressed by the indicators.) Figure 6 presents the indicators and 

measures in a matrix. The top row comprises the theme groups: cultural heritage, resort 

community, workplace, and visitors. The left-hand column includes the key social topics of 

social inclusion/equity and social capital.  

 

While the indicators use sufficiently simple language, a few explanatory notes are necessary. 

First is that the ‘age, gender, Indigenous, etc’ numbers for the Social Inclusion/Equity 

measures are necessary because a valid equity measure requires distribution of 

use/participation data across different population segments. Ethnicity and income can be 

difficult to measure, so proxies are used here based on the Australian Bureau of Statistics 

(ABS) classifications used in the Australian Census. ‘Country of birth’ and ‘main language 

spoken at home’ are proxies for ‘ethnicity’; and ‘occupation’ is a proxy for ‘income’.  

 



 

Defining and Measuring Social Performance in Victoria’s Alpine Resorts:      
Identification of Potential Social Key Performance Indicators  

Page 28 of 75 

Figure 6: Social Key Performance Indicators and Measures for Victoria’s Alpine Resorts 
Measures appear in italics below corresponding Indicators. Suggestions for collecting the required data appear in Section 5.2. 

Social Theme 

Social 
Topic 

In
di

ca
to

r 
or

 
M

ea
su

re
 

Valuing Cultural 
Heritage 

Resort Community 
Strength 

Workplace Quality Visitor Fulfilment 

In
di

ca
to

r 

Extent of Indigenous and 
other historical/ cultural 

heritage group 
participation in resort 
planning of heritage 

matters 

Extent of resort 
community’s participation 

in resort planning & 
decision making 

Extent of diversity in 
the workforce 

Extent of diversity 
amongst visitors 

Social 
Inclusion
& Equity 

M
ea

su
re

 

Age, gender, Indigenous, 
ability, occupation, 

country of birth,& main 
language spoken at home 
of participants in heritage 
planning : to population 

of heritage groups 
 

Age, gender, Indigenous, 
ability, occupation, country 

of birth, main language 
spoken at home, & address 

of primary residence of 
people from resort 

community participating in 
resort planning & decision 
making : number of times 

participation invited 

Age, gender, 
Indigenous, ability, 

occupation, country of 
birth,& main 

language spoken at 
home of workforce 

Age, gender, 
Indigenous, ability, 

occupation, country of 
birth,& main language 

spoken at home of 
visitors by season 

In
di

ca
to

r 

Extent of Indigenous and 
other historical/ cultural 
heritage group trust in & 
reciprocity with ARMB 
for portrayal of relevant 

beliefs and traditions 

Extent of resort community 
trust in and reciprocity with 
ARMB for a) consultation 
regarding resort operations 

& b) implementation of 
socially/environmentally 

sustainable practices 

Extent of staff trust in 
& reciprocity with 

ARMB for provision 
of a safe, productive 
workplace free from 

discrimination 

Extent of visitor trust in 
& reciprocity with 

ARMB for management 
of services & facilities 
to provide an enjoyable 

experience in a safe 
environment Social 

Capital 

M
ea

su
re

 % of heritage group trust 
in & reciprocity with 
ARMB for respectful, 
accurate, & sufficient 
portrayal of heritage 

issues 

% of resort community trust 
in & reciprocity w/ ARMB 

for a)consultation 
regarding resort operations 

& b) implementation of 
socially/environmentally 

sustainable practices 

% of staff trust in & 
reciprocity with 

ARMB for provision of 
a safe, productive 

workplace free from 
discrimination 

% of visitors trust in & 
reciprocity with ARMB 

for management of 
services & facilities to 
provide an enjoyable 

experience in safe 
environment 

 

The relevance of ‘occupation’ for the Workplace Environment – Social Inclusion/Equity 

measure may not be immediately apparent. It is important, however, because it can be used to 

show degrees of diversity amongst different staff groups. For example, management may be 

more representative of gender and age diversity than staff; or vice versa. Goals - or targets - 

for diversity and other indicators are discussed in Section 5.3. 

 

(Note that ‘ability’ is not currently part of the Census but the ABS is working to include a 

question using the term ‘disability’ (ABS 2006). ‘Ability’ is included in the present list of 

measures because it should be added to Resort reports once an appropriate question is 

developed.) 
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The social capital indicators require greater explanation. Since social capital is a resource that 

can be used to achieve wellbeing outcomes, monitoring the quality of the resource (the levels 

of trust and reciprocity) is useful in order to increase likelihood of achieving desired 

outcomes. (The outcomes in this case are the descriptions of the social themes summarised in 

Section 4: Figure 5.)  

 

There are a wide range of social capital indicators and measures. Some measure the structural 

characteristics of networks (such as who belongs to community organisations and frequency 

of interaction). Others measure the quality of the relationships within the networks (such as 

ratings of trust, confidence, or reciprocity amongst friends, co-workers, or institutions). 

Finally, some attempt to measure the outcomes of those relationships (such as showing 

changed attitudes toward minority groups as a result of government-community engagement).  

 

Indicators seeking to measure the outcomes of relationships are in need of development, so 

have not been selected for use here. Since some key structural characteristics are collected 

using the Social Inclusion/Equity indicators, the Social Capital indicators and measures here 

are the second type mentioned above. That is, they measure the quality of relationships.  

 

In particular, they measure the relationships between heterogeneous groups, making them 

indicators of bridging and linking social capital. While leisure also provides opportunities for 

bonding social capital (as between family members who visit an alpine resort together) 

bridging and linking indicators are more appropriate to monitor performance issues over 

which Resorts have significant influence or control.  

 

For example, a Visitor Fulfilment bonding social capital indicator could measure the 

enhanced quality of relationships between family and friends as a result of visiting the Resort, 

but these relationships entail many factors over which the Boards have limited or no control. 

The role of Resorts is to provide the optimal environment for visitor fulfilment, where 

fulfilment will include enhanced personal relationships in many cases. Therefore, the selected 

linking social capital indicator has been selected to monitor the critical aspects of the Resort-

Visitor relationship. Visitors should be able to trust that Resorts will provide quality services 

and facilities. Visitors should be confident that their comments, compliments, and complaints 

are important to Boards in making decisions that affect the visitor experience. 

 

These indicators assess satisfaction with particular aspects of engagement. As noted in 

Section 3.4, many Resorts already report on visitor satisfaction using Visitor Surveys. 
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Potential adaptation of these, and development of surveys for the rest of the indicators is 

discussed further in Section 5.2.3. This serves to further explain the measurability of the 

indicators.  

 

Contributing to the indicators’ reliability is that the measures require both quantitative and 

qualitative data. In addition, the Social Inclusion/Equity indicators reflect an outcome focus. 

For example, ‘Extent of diversity amongst visitors’ elicits the end result of any initiatives to 

diversify visitation. It requires quantifiable data to identify who the visitors are. An output-

focused indicator, on the other hand, may be ‘number of marketing campaigns targeting 

socially disadvantaged groups.’ This type of indicator would provide information about 

whether or not the Resort intention is to diversify visitation, but would not provide 

information about results. Data collection methods and other reporting decisions are discussed 

in detail below. 

 

5.2 Selection of Reporting Boundaries & Data Collection Methods 

The social KPIs will provide meaningful information if the appropriate groups (cultural 

heritage, resort community, etc) and data collection methods are selected for reporting. Figure 

7 summarises the reporting decisions that must be made. Resorts can make these decisions 

based on individual circumstances, although the ‘simple or composite’ decision has already 

been made in order to establish valid and reliable measures. Each of these decisions is 

explained in detail below, and an example of this process is provided in Figure 8. (The Figure 

summarises how decisions might be made for the Visitor Fulfilment – Social Inclusion/Equity 

indicator at Lake Mountain Resort.) Suggested data collection methods are also provided. 

 

 5.2.1 Selection of Simple or Composite Measures 

The ‘Simple or Composite’ factor included in Figure 7 corresponds with the measurement 

selection process in Section 5.1. Each of the social measures for Victoria’s Alpine Resorts 

may be considered composites. A composite is required in any situation where several 

measures provide important information for the indicator, but independently none of them 

provide sufficient information to be considered a ‘complete’ measure. 

 

The Social Inclusion/Equity measures would not provide sufficient information if they only 

included data for one or two of the population segments. Likewise, the Social Capital 

indicators would not be complete if they measured only trust or reciprocity. While these are 

composites, Section 5.2.3 will show that all of the data can be collected using one data source 

per theme group. 
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Simple or Composite 
 

Does one measure provide sufficient information about the KPI? 
 
 

 

 5.2.2 Selection of Measurement Boundaries 

An obvious next step after specifying the measurement, is defining boundaries that clarify 

who and what is included in the report. The minimal requirements are outlined here, and 

Resorts may build on them for best practice reporting. In the case of visitation, the answer is 

clear. Anyone who visits the Resort and uses resort facilities or services is a visitor. Likewise, 

the cultural heritage definition in Section 3.3 provides a comprehensive list of matters that 

should be included for that theme group. 

 

 

 

Figure 7: Important Decisions for Social Reporting 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Data Sources 

 Which current 
measures & social 

reporting are 
relevant? 

Is any data being 
collected as a result 

of organisational 
relationships/ 
agreements? 

Are there 
measures used in 
other frameworks 
that can be used 

here? 

What new data 
would be relevant, 
simple, valid, & 

reliable? 

No: 
Select multiple measures  to create a composite. 

In addition to considerations for a simple 
measure, decide whether selected measures will 

be evenly weighted. Consider including measures 
of outputs designed to produce desired outcomes. 

Yes: 
Select one simple measure. 

Consider which data sources 
provide the most relevant, 
simple, valid, & reliable 

information. 

Boundaries 

 Visitor : 
Anyone who 

visits Resort or 
uses Resort 

facilities 

Cultural Heritage: 
Relevant, ‘tangible’ 

objects & 
‘intangible’ 

practices (see 
Section 3.3) 

Workplace: 
anyone directly 
employed by 
ARMB; (may 

extend to 
include others in 

supply chain) 

Resort Community: 
town(s), settlement(s), 

& residents 
significantly 
influenced or 

controlled by ARMB 

Data Collection Mode 
·  Select the most effective form of data collection given the resources available? (Survey, 

Questionnaire, Interview, Focus Group, etc) 

 
·  Allocate the person(s) responsible for collecting and reporting data 
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Figure 8: Example Identification of Reporting Decisions for the Visitor Social Inclusion/Equity 
Indicator at Lake Mountain Resort 

 
The decisions in Figure 7 provide the basis for the example below of potential data sources and data 

collection modes for the Visitor Social Inclusion/Equity indicator at Lake Mountain Resort. The  
2004-05 Annual Report was the reference for current social reporting. The information here could be 

assessed by the ARMB to determine which of the identified options is best given their resources. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Data Sources 

 Procedure used to 
collect data for 

‘Operations Report’ 
p.6-7 can be 

expanded to include 
visitor profiles for 
winter and summer 

AAT Kings bus 
service? 

ABS framework 
for collection of 
population data 

Developments in 
summer visitor 

counting 
procedure 

Simple or Composite 
 

Does one measure provide sufficient information about the KPI? 
 
 

No: 
Use composite made up of all identified segments of the population (age, gender, 

Indigenous, ability, occupation, country of birth, & main language spoken at home) 

 

Boundaries 

 Visitor : 
Anyone who visits Resort or uses Resort facilities 

Data Collection Mode 
 

Survey requesting the required information & administered via one of the options below. 
(Responsible person to be designated by ARMB.) 

 
Winter options: a) administer at gate entry b) hand out at gate entry & provide boxes around Resort 
to submit completed surveys c) administer at multiple points, such as: attendance at events, use of 

childcare services, ski school accommodation, equipment rental, etc. and use the total as a 
representative sample 

 
Summer options: a) make survey available at most highly trafficked areas, such as: restrooms, trail 
heads, near Resort maps, & other open facilities b) administer point-in-time surveys at Resort entry 

points during designated periods  
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The remaining decisions require an element of judgement and can be informed by the 

discussion in Section 4.0. Specifically, comprehensive reporting of the supply-chain was 

discussed. In best practice, any group over which the Resort has significant influence or 

control should be included in reporting. This means if a Resort has power over financial 

policies or operation of a group and can benefit from its activities, that group should be 

included. In addition, if the Resort is able to participate in decision-making that could have a 

significant impact on a group, that group should also be included.  

 

For example, while best practice would entail assessing all staff working in any establishment 

affiliated with the Resort, including hotels, stores, restaurants, the lift company, and suppliers, 

the initial minimum proposed requirement is that ‘workplace’ should include anyone directly 

employed by the ARMBs. As social performance monitoring becomes institutionalised in 

resort culture, assessment could expand to include these other supply-chain entities, providing 

a holistic picture of employment quality at the Resort. In the meantime, Boards could 

encourage businesses at the Resorts to take up their own quality workplace monitoring based 

on the issues identified here.  

 

As mentioned previously, the ‘Resort community’ may be many kilometres away from a 

Resort. Each Board will determine the town(s) or settlement(s) over which the Resort has 

significant influence or control. There may be more than one Resort community identified, 

such as in the case of on- and nearby off-mountain communities.  

 

 5.2.3 Selection of Data Sources 

The next step is identification of appropriate data sources. Appendix 5 contains suggested 

data sources for each of the indicators, but these may be modified according to particular 

Resort circumstances. If they are modified, the third oval in Figure 7 outlines the primary 

considerations and can serve as a resource for the Boards. Each of these considerations is 

discussed in greater detail below. 

 

The summary of social information reported in the ARMB 2005 Annual Reports (Appendix 

6) provides a useful starting point for identification of current social data at the Resorts. It 

shows that the Resorts are already reporting on all the indicators in some capacity. The data 

sources suggested in Appendix 5 complement current data collection such as that included in 

the Visitor Surveys and in monitoring of community input. (Description of community input 

was included in the Falls Creek, Lake Mountain, Mt Baw Baw, Mt Stirling, and Mt Buller 

2005 Annual Reports.)  
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For example, one Resort’s Visitor Survey assesses ‘Overall impression of environmental, 

aesthetic and infrastructure management’. One of the proposed questions to collect data for 

the Visitor Fulfilment – Social Capital indicator is ‘Extent to which the ARMB can be trusted 

to manage services and facilities to provide a safe, satisfying alpine recreation experience.’ 

This proposed question requires only a slight rewording of the current survey in order to 

report on social capital. 

 

Additionally, while engagement with the Resort Boards, staff, suppliers, community 

members, and other stakeholders was not part of the current methodology, input in the form 

of semi-structured interviews, surveys, or focus groups would provide a more complete 

picture of (i) the information already being collected, (ii) information Resorts would find 

useful, and (iii) the feasibility of various data collection options.  

 

Data may also be produced as a result of partnerships between the Resorts and other 

organisations. For example, in its 2005 Annual Report Lake Mountain reported a new 

partnership with AAT Kings bus service to transport visitors to the Resort. If the bus company 

is collecting segmented population data (gender, ethnicity, etc) about passengers, this could 

be used as a data source for the Visitor Fulfilment – Social Inclusion indicator. Another 

example is that the ARCC has engaged with Aboriginal Tourism Australia to explore methods 

for increasing Indigenous themes and activities in all-season alpine programs. Measures 

adopted for reporting progress may be applicable to the corresponding cultural heritage KPIs.  

 

Information resulting from such partnerships and Resort initiatives can also be used to 

enhance the integrity of reporting on the indicators. In other words, as a means of adding 

potency to reports the Boards may choose to include information above and beyond the 

required KPI data. For example, if Resorts are reporting high levels of staff satisfaction in the 

workplace, further evidence can be provided using data showing decreases in staff turnover, 

or increases in career advancement for Resort staff.  

 

The third data source consideration entails data used in other social reporting frameworks 

(such as those analysed in Section 3.3) or collected from other reliable sources. Since Resort-

specific social performance data is not being measured by other organisations, the relevance 

of this option here is to identify data sources which may be adapted for use at the Resorts. 

 

For example, as mentioned previously, the Australian Bureau of Statistics (ABS) proxies for 

income and ethnicity have been selected as part of the Social Inclusion indicators. Likewise, 

the proposed data source for the Social Inclusion indicators is based on the ABS survey 
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design for the Australian Census. (See Appendix 5) Use of this established system will 

facilitate comparisons of Resort data to broad Australian statistics. 

 

The proposed social capital questions in Appendix 5 are also based on a report by the ABS, 

(Edwards 2004) They have been adapted to assess trust and reciprocity according to the 

specific objectives identified in Section 4.0.As mentioned previously, there is room for 

improvement in social capital measurement, and as new questions and data sources are 

developed, they should be integrated into reporting5.  

 

Finally, an evaluation of data sources may show that a new data collection process must be 

developed. Whether developing a new data collection process or using one that is currently in 

place, methods should be evaluated and selected based on Resort resources, as well as 

capability to provide data that is relevant, simple, reliable, and valid for the corresponding 

indicator.  

 

In Section 3.4 it was noted that the ARCC is working with Resorts to re-develop a 

standardized Visitor Survey. As noted above, this revised survey could be an effective data 

source for reporting on Visitor Fulfilment. Existing surveys such as Mt Hotham’s 2005/2006 

Summer Survey, already request gender, age, and occupation. This could be amended in the 

standardized winter and summer surveys to include the information from Appendix 5 That is: 

whether or not visitors are Indigenous; their country of birth, main language spoken at home, 

a question about ability (when one is developed); and the questions regarding social capital. 

Similar surveys could then be created for reporting on cultural heritage groups, the Resort 

community, and the workplace. 

 

 5.2.4 Selection of Data Collection Modes 

The next oval in Figure 7 is selection of data collection methods. The above proposed data 

source is through survey. Whether this or another data source is used, the data collection 

mode decisions include: a) designating the person(s) responsible for data collection and 

reporting, and b) selecting how the survey (or other data source) will be administered. 

 

Challenges in data collection include time constraints and ability to reach the designated 

group. In particular, if surveys are the selected data source, it may be difficult for Resorts to 

distribute and receive a representative sample of visitor responses during the summer season. 

                                                 
5 In addition to the frameworks analysed in Section 3.3, watch developments offered by the Australian 
Bureau of Statistics (see Stone 2001). If the World Bank Social Capital Initiative (2007) pursues further 
work, or additions are made to the UK Social Capital Question Bank (2002), they may also be useful. 
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One option to mitigate this challenge is to make surveys available at the most highly 

trafficked areas, such as next to Resort maps, walking trails, outside restrooms, and at any 

other open facilities. These and other resource challenges should be taken into consideration 

as Boards select data collection methods. 

 

As measurement procedures become routine Resorts should strive for best practice by 

utilising a variety of data sources and collection methods for the Social Capital indicators. 

They can offer free or discounted lunch, lessons, or lift passes to visitors who are willing to 

spend an hour in a focused discussion of the indicator topics. Other incentives can be offered 

to staff or community members willing to be trained and give time to interviewing other staff 

or community members. Each of these methods provides a different type of qualitative 

information, and each would add depth to social performance monitoring. 
 

5.3 Developing Performance Targets 

As part of the KPI ‘Planning and Reporting Arrangements’ outlined in The Guidelines 

(2004:10), the Boards must identify their current sustainability position and set performance 

targets according to their resources. These resort benchmarks and targets for each of the 

above indicators must be established so that Resorts can gauge progress toward the ultimate 

social sustainability objective.  

 

The ARCC should also establish a separate set of Victorian industry targets for monitoring 

overall performance in the State. Both sets of targets should be consistent with the 1 year, 3 

year, 5 year, 10 year, and 20 year planning cycle outlined in The Guidelines (2004:24), with 

the view that within twenty years Victoria’s alpine resorts will be operating as socially 

sustainable tourist and recreation destinations.  

 

In some cases Resorts may have different initial targets for the same indicators because they 

are starting from different points. In these situations, the disparity between targets should 

decrease as progress is made. In other cases however, due to the unique setting at each Resort, 

the targets might never be identical. For example, given the industry goal for socially 

equitable visitation, Resort A may be nearer to a more diverse community than Resort B, so 

Resort A would seek more diverse visitation than Resort B. Each Resort should focus on the 

issues most pertinent to their circumstances while overall the industry seeks a high level 

performance in all areas.  

 

The first round of social KPI reporting could be used as the baseline from which to establish 

both the Victorian industry and Resort benchmarks. A suggested process is use of the year 
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one measurement findings to show the existing status of social performance in Victoria’s 

Resorts. These results and any other relevant data could be used by the ARCC to establish 

realistic 1, 3, 5, 10, and 20 year industry targets.  

 

Each ARMB can then use its own year one findings along with these industry benchmarks to 

create Resort-specific 1, 3, 5, 10, and 20 year targets. Any relevant data collected in years 

prior to adoption of KPIs could further inform the Resorts’ selections. Although in some cases 

there may not be any pre-existing data (such as for the Cultural Heritage – Social Capital 

indicator), in other cases there will be several years of data (as with Visitor Fulfilment 

informed by the annual Visitor Surveys).  

 

The Victorian industry and Resort targets should be evaluated by the Government after year 

three data is collected. Issues to be evaluated could include: whether the individual resort 

targets are set appropriately to achieve the industry balance, and whether they are sufficiently 

challenging at both the Resort and industry levels. Consultation with the Boards should be 

used during this review, and subsequent target reviews can be scheduled to correspond with 

review of the Alpine Resorts 2020 Strategy and amendment of the ARMB Strategic and 

Corporate Plans.  

 

In establishing targets, care should be taken to fully understand the social issues. For 

example, the closest established community may be many kilometres away from a 

Resort, making it appear that because of great distance Resort engagement of that 

community is not important. Geography, however, is a common barrier to social 

cohesion in rural communities, so it is important for Resorts to bridge the distance, 

drawing these communities in to positive relationships with them. Bridging may be 

through transportation partnerships so residents have greater access to the Resort, or 

so visitors may be more likely to explore regional areas. Among benefits for the 

Resort will be increased visitation and positive perceptions of the Resort. 

 

5.4 Reporting & Review Format 

A consistent method of reporting should be adopted by all Boards. Mt Buller’s triple bottom 

line format provides information according to the three distinct categories for which Key 

Performance Indicators are currently being developed. Once each set of KPIs has been 

formally adopted the ARCC should use the new KPIs and the Mt Buller format to provide a 

reporting template for all resorts. 
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Informal review of measurement processes should be performed by the ARMBs annually. 

This should include consideration of key successes and shortfalls of initial social monitoring 

and triple bottom line reporting; the major risks and opportunities for continued overall social 

monitoring and for individual measures; analysis of major changes in the Resort and how 

these might have impacted performance or data collection; and key strategies for moving 

forward. Key strategies should include enhancing reports with newly developed measures that 

show the quality and outcomes of relationships between the Resort and each of the designated 

groups. 

 

This informal review should be accompanied by the formal target review outlined in Section 

5.3. This process would effectively assist Boards in making necessary changes to their 

measures. Although the key performance indicators were selected in part to allow for ease of 

measurement, allowing for adjustments is standard in development of effective frameworks. 

One shouldn't make important the things that are easy to measure - rather measure the 

important however hard that may be.  
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6.0 SUMMARY & NEXT STEPS 
 

Social sustainability is a process of ongoing monitoring, evaluation, and adjustment. Not all 

community members will engage with the Resorts, and not all people will be attracted to the 

Alpine region. The intent is that nobody is institutionally excluded from engagement, access 

is available to all that want to engage, and that the experience is a positive one.  

 

Through desktop analysis of: current academic debates, seven reporting frameworks, and data 

collected at Victorian Resorts - this project has sought to define appropriate Social Key 

Performance Indicators and measures, as well as suggested data sources for Victoria’s Alpine 

Resorts. The KPI themes were selected based on dominant topics in Government policy and 

in academic literature. The subsequent KPIs and measures are designed to elicit outcome-

focused information about the ARMBs social performance. Many of these themes are already 

monitored by Resorts in some form, and these clearly defined indicators will facilitate the 

process for systematic monitoring and improved social performance. 

 
Following formal adoption of the social KPIs, next steps for the Boards will include defining 

the boundaries for reporting as per their control and significant influence over groups in the 

supply chain. It is suggested that only minimal supply-chain information be required in these 

initial measures because it is first important to institutionalize social responsibility within 

Resort culture.  

 

Consistent with the Minister’s reform package, Boards will select data sources and data 

collection methods. Findings will be reported in the designated ‘KPI Target Sheet,’ the 

Annual Reports, and in the ARMB Strategic and Corporate Plans. Guidance for selection was 

provided in Section 5.2, including specific suggestions for use of surveys as data sources.  

 

There is opportunity for Victoria’s Resorts to become beacons for sustainability in the region 

and this will be partly determined by the quality of the industry and resort targets established 

after the first round of reporting. A suggested process for setting and evaluating the 

benchmarks and targets was proposed in Section 5.3. The ARCC and Government could 

coordinate this, and other necessary amendments to the process.  

 

It will also be important to monitor developments in social measurement. For example, the 

proposed data sources are based on the Australian Bureau of Statistics design. As research 

yields more effective ways of measuring issues such as ethnicity, ability, trust and reciprocity, 

the new methods should be considered and applied appropriately in Alpine Resort reporting.  
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In addition, progress in partnerships such as that between the Vancouver Committee for the 

2010 Winter Olympic Games and the Four Host First Nations will supply important lessons 

for best practice engagement with Indigenous populations. These may be applicable to the 

ARCC’s partnership with Aboriginal Tourism Australia, or to individual resort initiatives. 

 

Victorian Alpine Resorts are in a unique position to stand out as models of sustainability 

monitoring in Alpine recreation. The number of social issues already reported by ARMBs 

positions them well for efficient adoption and implementation of social indicators. The ARCC 

provides a forum for Resorts to share information, develop best practice, and collate whole of 

industry reporting. Ongoing communication and cooperation amongst them will be a key to 

consistent process and maximising social sustainability performance. 
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APPENDIX 1: ANALYSIS OF SEVEN SOCIAL MEASUREMENT FRAMEWORKS TO 

INFORM SOCIAL REPORTING 

 
Each of the tables below includes a brief description of the analysed framework, as well as answers to 
the seven questions used to complete the analysis. The purpose of this information is described below. 
 
The debate about credibility in reporting agents makes it important to know whether a report is 
completed by the entity whose performance is being evaluated, or by a third party. For resorts the case 
is most likely to be the former, and it will be important to disclose any assumptions or other limitations 
due to internal reporting. If possible, a third party should confirm the accuracy of information 
presented. In the case of a strictly third party report, it is important that the reporting entity not have 
vested interest in the organisation on which it reports. 
 
Multiple modes of data collection should be used to provide robust qualitative and quantitative 
information. Modes should be selected to enable consistent collection of reliable data. 
 
Weighting of indicators should be based on their relative importance in the given context. Any 
assumptions made in decisions to weight indicators should be disclosed in the report. 
 
Reporting on entities in the supply chain enhances transparency and accountability for all entities with 
whom the reporting agency engages. The choice to include or exclude any entity in the supply chain 
should be disclosed in the report.  
 
Responsible social performance requires identification of the groups to whom the reporting agent is 
responsible. This disclosure should be included in reporting. 
 
Effective sustainability reporting connects the reporting agent’s activity with broad sustainability 
issues and targets. 
 
Findings for each of these questions are presented to allow for a quick review of reporting decisions 
made for use in other framework. This may assist ARMBs in their own process. 
 

The Australian Institute of Health and Welfare: 
Biennial Welfare Report 

 
This report is the nation’s premier source of statistical information on welfare services. It provides an 
overview of national welfare across program boundaries and ongoing development of the reporting 

framework is designed to enrich understanding of Australia’s welfare services. 
 

1. Who completes the report/uses the      
framework? 

The Australian Institute of Health and Welfare 

2.  What is the mode of data collection? Varied modes (questionnaires, surveys, etc) from 
multiple data sources, including Australian Bureau of 
Statistics, focused studies, and state statistics.  

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

No. 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 
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Australian Unity Wellbeing Index 

 
The Australian Unity Wellbeing Index was developed because of the increasing evidence that economic 
measures are not sufficient indicators of societal wellbeing. The Index is a subjective measure designed 
as a barometer of Australians’ satisfaction with their personal lives and with the state of the nation. It is 

intended to complement economic measures to create a more complete view of wellbeing. 
 

1. Who completes the report/uses the 
framework? 

Staff under the direction of Australian Unity  

2. What is the mode of data collection? Over the phone questionnaire responses were rated 
0-10.  

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

No. 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

 
 

Centre for Multicultural Youth Issues  
Culturally Inclusive Planning for Sports Toolkit 

 
The Centre for Multicultural Youth Issues is a community based organisation that aims to build and 

strengthen partnerships between young people, support services and the community in order to enhance 
life opportunities for young culturally and linguistically diverse individuals and groups. The toolkit is 

designed for use by sports associations, organisations, clubs, and facilities to develop culturally 
appropriate policies and programs. 

 
1. Who completes the report/uses the 

framework? 
Self assessment by reporting entity 

2. What is the mode of data collection? Data collected through a checklist with three action 
points for completion under each area. No formal 
reporting. 

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

Yes 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

4. Are indicators weighted? No 

5. Whose performance in the supply chain is 
included in report? 

Model is for direct internal evaluation, but not 
supply chain 

6. Does the report identify groups of people 
or individuals to whom it is responsible? 

Includes staff, government, and non-government 
bodies; Makes reference to staff and ‘culturally and 
linguistically diverse’ communities 

7. Is performance reported relative to 
broader sustainability goals, such as 
regional or global targets? 

No. The provided policy template includes 
legislation references, but report does not require 
comparison with targets other than achieving own set 
goals 
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2006 Commonwealth Games 

 
The Commonwealth Games bring together participants from seventy-one Commonwealth countries for 

competition in the world’s second largest multi-sport competition. Over time they have developed a 
particular ethos of friendly competitive spirit and culture. The triple bottom line assessment of the Games 

by Insight Economics consultants was commissioned by the Office of Commonwealth Games 
Commission, with the objective of providing a systematic, thorough, and credible assessment of the 

Victorian Government’s planning and organisation of the Games. 
 

1. Who completes the report/uses the 
framework? 

Insight Economics  

2. What is the mode of data collection? Data collected through multiple modes, including 
questionnaires, surveys, and available statistics. Report 
comprised descriptive and analytical text, with KPI 
scorecards used in a triple bottom line assessment 

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

Yes 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

4. Are indicators weighted? No. Each factor is equally weighted and on a KPI 
scorecard, receiving one of three marks indicating: 
long-term benefits expected from KPI achievement, 
short-term benefits expected from KPI achievement, or 
an indication that KPI was not achieved. 

5. Whose performance in the supply chain is 
included in report? 

The performance of the Office of Commonwealth 
Games Commission, M2006 (a statutory authority 
responsible for management and provision of the 
Games), the Commonwealth Government, and Local 
Government is to be concluded from outcomes-based 
analysis 

6. Does the report identify groups of people 
or individuals to whom it is responsible? 

Yes. The citizens of Melbourne are the key group(s). 

7. Is performance reported relative to 
broader sustainability goals, such as 
regional or global targets? 

Performance is reported relative to that at the 
Manchester Games, and relative to goals set prior to 
the Melbourne Games. 
 

 



 

Defining and Measuring Social Performance in Victoria’s Alpine Resorts:      
Identification of Potential Social Key Performance Indicators  

Page 49 of 75 

 
Global Reporting Initiative 

 
The Global Reporting Initiative is a collaborating centre of the United Nations Environment Programme. 

A multi-stakeholder network of experts around the world has contributed to this Initiative intended to 
create a generally accepted framework for economic, social, and environmental reporting by organisations 

of any size, sector, or location. 
 

1. Who completes the report/uses the 
framework? 

Self assessment by reporting entity with option for 
external review to claim ‘+’ status 

2. What is the mode of data collection? Determined by reporting entity based on GRI 
guidelines for defining report quality. (That 
information should be sufficiently accurate, detailed, 
reliable, timely, and clear for stakeholders to assess 
performance, and that this means any assumptions and 
techniques in selected data collection modes be 
disclosed.) Modes are suggested through detailed 
definition of indicators. 

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

Yes.  

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

4. Are indicators weighted? Determined by reporting entity based on GRI 
guidelines for defining report quality. (That 
information should be proportionate to their significant 
social impacts or influence on stakeholder assessments 
of performance.) 

5. Whose performance in the supply chain is 
included in report? 

Determined by reporting entity based on GRI 
guidelines for boundary setting. (That reporting entity 
should include entities over which it exercises control 
or significant influence both in and through its supply 
chain, customer, and distributions relationships.)   

6. Does the report identify groups of people 
or individuals to whom it is responsible? 

Determined by reporting entity based on GRI 
guidelines for defining content. (That reporting entity 
should identify stakeholders and explain in the report 
how it has responded to their reasonable expectations 
and interests.)   

7. Is performance reported relative to 
broader sustainability goals, such as 
regional or global targets? 

Determined by reporting entity based on GRI 
guidelines for defining content. (That reporting entity 
should present its performance in the context of wider 
sustainability issues.)  
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Green Globe Program 

 
The Green Globe Program is a multi-level sustainability benchmarking initiative that seeks to establish 

global standards for tourism eco-certification. The Green Globe ‘Benchmarked’ and ‘Certified’ logos may 
be used by organisations/entities that complete the assessment process. 

1. Who completes the report/uses the 
framework? 

Dependent upon status sought. If seeking 
‘Benchmarked’ status, report completed internally by 
reporting entity and checked by Green Globe office. If 
seeking ‘Certified’ status, third party verification 
required through site visit from accredited Green Globe 
assessor. Results of self assessment and assessor’s 
findings undergo final consideration by Green Globe. 

2. What is the mode of data collection? Appropriate mode determined by entity in order to 
fulfil Green Globe requirement for completion of 
‘Benchmarked Assessment Report’ for benchmarked 
status and ‘Certification Checklist and Report’ for 
certified status 

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

Yes 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

4. Are indicators weighted? No 

5. Whose performance in the supply chain is 
included in report? 

Model is for direct internal evaluation but not supply 
chain, although it does include clause that reporting 
entity’s policy should give preference to products and 
services of local origin that do not adversely affect 
entity’ operational activities, viability, or 
environmental/social impacts. 

6. Does the report identify groups of people 
or individuals to whom it is responsible? 

Yes. It focuses on entity’s responsibility to the 
community in which it operates. 

7. Is performance reported relative to 
broader sustainability goals, such as 
regional or global targets? 

No indication that this is a requirement. 
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Victorian Community Indicators Project 

 
The Victorian Community Indicators Project was funded by VicHealth with support from the Department 
of Human Services. Its aim is to establish a framework and sustainable process for development and use 

of community wellbeing indicators for use at the local government level across Victoria.  
 

1. Who completes the report/uses the 
framework? 

Framework designed for Victorian local government 
implementation, with assistance from Community 
Indicators Victoria 

2. What is the mode of data collection? Data gathered through existing data sources 
(particularly Australian Bureau of Statistics, Local 
Government Authority, and Census); development of a 
Victorian Community Survey; and recommendation of 
composite indicator development or simplified 
summary indicators for ease of understanding.  

3. Is the report/framework designed to 
analyse social performance of a particular 
organisation, event, or entity? 

Intention is for collection and analysis, but an analytical 
report is not yet designed. 

Questions 4-7 are only applicable if the answer to #3 is ‘Yes.’ 

4. Are indicators weighted? Report options discussed include indicator suites 
(summarizing performance by theme area) and 
snapshot reports with text and weighted composite 
indicators 

5. Whose performance in the supply chain is 
included in report? 

Not specified; framework targets communities more 
than bodies such as businesses, organisations, etc 

6. Does the report identify groups of people 
or individuals to whom it is responsible? 

Yes – citizens, Victorian government departments, and 
other community organisations 

7. Is performance reported relative to 
broader sustainability goals, such as 
regional or global targets? 

Report not yet developed. Framework discusses steps 
taken to link with broader wellbeing goals including: 
local, regional, and national government initiatives, the 
OECD global indicators project, the Canadian Index of 
Wellbeing, the Newfoundland and Labrador 
Community Accounts, and the ABS National 
Community Indicators workshop 

 

 

 

 
 

 



 

Defining and Measuring Social Performance in Victoria’s Alpine Resorts:      
Identification of Potential Social Key Performance Indicators  

Page 52 of 75 

APPENDIX 2: KEY SOCIAL TOPIC, THEMES, AND INDICATORS IN SEVEN SOCIAL MEASUREMENT FRAMEWORKS 

 
Below the title of each of seven frameworks appears in italics, followed by the key social topics, themes, and indicators used in that framework. Those that appear in at least 

three of the frameworks or are sufficiently similar to another that appears in at least three frameworks, comprise the contents of the final row. 
 

Key Social Topics Themes Indicators 

Australian Institute of Health & Wellbeing 
·  Healthy living 
·  Autonomy & participation 
·  Social cohesion 

·  Shelter and housing 
·  Health 
·  Safety 
·  Education and knowledge 
·  Economic resources and security 
·  Employment and labour force participation 
·  Transport and communication 
·  Recreation and leisure 
·  Family formation and functioning 
·  Social and support networks 
·  Trust 
·  Community and civic engagement 
 

66 indicators (one example of each theme listed here) 
·  Housing affordability 
·  Self-assessed health status 
·  Feelings of safety 
·  Participation in education 
·  Income disadvantage 
·  Age, sex, indigenous & marital status differentials in employment 
·  Transport accessibility for people with disabilities 
·  Age differences in recreation and leisure time 
·  Family support and cohesion 
·  Frequency and quality of informal social contact 
·  Acceptance of diversity 
·  Involvement in community groups 

Australian Unity Wellbeing Index 

·  Subjective wellbeing ·  Personal wellbeing 
·  National wellbeing 
·  Social capital 

 

·  Life as whole 
·  Standard of living 
·  Health 
·  Achievement in life 
·  Personal relationships 
·  How safe you feel 
·  Community connectedness 
·  Future security 
·  Life in Australia 
·  Economic situation 



 

Defining and Measuring Social Performance in Victoria’s Alpine Resorts:      
Identification of Potential Social Key Performance Indicators  

Page 53 of 75 

Key Social Topics Themes Indicators 

·  State of the environment 
·  Social conditions 
·  Wealth/Income distribution 
·  Health services 
·  Family support 
·  Trust in people 
·  Own life changing for the better 
·  Australia changing for the better 

Centre for Multicultural Youth Issues Culturally Inclusive Planning for Sports Toolkit 
·  Cultural Inclusiveness  ·  Increased participation  

·  Responsibility for multicultural plan 
·  Consultation with ‘culturally and linguistically 

diverse’ communities and other groups  
·  Programs sensitive to cost, gender, culture needs 
·  Staff and volunteer training 
·  Recruitment of ‘culturally and linguistically 

diverse’ staff 
·  Varied communication and promotion strategies 
·  System for evaluation of performance 

·  Planning & evaluation  
·  Information gathering and consultation 
·  Policy development & implementation 
·  Program development and service delivery 
·  Communication  
·  Staffing and human resources 
·  Reviewing against set goals 

2006 Commonwealth Games 
·  Greater social inclusion & 

community participation and 
connectedness 

·  Improved community awareness & 
attitudes towards diversity 

·  A lasting volunteering legacy 

·  Performance 
·  Participation 
·  Profile 

 

·  Significant sense of pride, confidence & optimism amongst general public 
·  Majority sense of involvement in the Games 
·  Significant numbers of Melbournians attended the sporting events of the Games 
·  Significant participation in local community activities 
·  Strong family participation  
·  Majority sense of fun and friendliness at the Games 
·  Majority sense of schools involvement 
·  Majority perceptions the Games had encouraged greater sport participation 
·  Significant numbers of Melbournians attended the cultural events at the Games 
·  Majority perceptions the Games increased cultural understanding/connectedness 
·  Strong perceptions the Games had ensured accessibility to Games 
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Key Social Topics Themes Indicators 

events/activities for people with disabilities/access needs 
·  Increased willingness to attend a cultural events 
·  Increased willingness to participate in a community event or activity 
·  High levels of volunteering at the event 
·  Majority perceptions the Games encouraged volunteering 
·  Increased willingness to volunteer post-Games 

Global Reporting Index 

·  Labour practices 
·  Human Rights 
·  Society 
·  Product Responsibility 

·  Employment 
·  Labour/management relations 
·  Occupational health and safety 
·  Training and education 
·  Diversity and equal opportunity 
·  Investment and procurement practices 
·  Non-discrimination 
·  Freedom of association & collective bargaining 
·  Child labour 
·  Forced and compulsory labour 
·  Security practices 
·  Indigenous rights 
·  Community 
·  Corruption 
·  Public policy 
·  Anti-competitive behaviour 
·  Compliance 
·  Customer health and safety 
·  Product and service labelling 
·  Marketing communications 
·  Customer privacy 
·  Compliance 

 

·  Total number and rate of employee turnover by age group, gender, & region 
·  Min. notice period(s) regarding significant operational changes 
·  Education, training, counselling, prevention, and risk-control programs in place 

to assist workforce members, their families, or community members regarding 
serious diseases 

·  Average hours of training per year per employee by employee category 
·  Total hours of employee training on policies/procedures concerning aspects of 

human rights relevant to operations, including % employees trained 
·  Total number of discrimination incidents & actions taken 
·  Operations identified in which right to exercise freedom of association and 

collective bargaining may be at significant risk, and actions taken to support 
these rights 

·  Operations identified as having significant risk for incidents of child labour, and 
measures taken to contribute to the elimination of child labour 

·  Operations identified as having significant risk for incidents of 
forced/compulsory labour, and measures taken to contribute to the elimination 
of forced/compulsory labour 

·  % security personnel trained in organization’s policies/procedures concerning 
aspects of human rights relevant to operation 

·  Total number of incidents involving violation of indigenous rights, and actions 
taken 

·  Nature, scope, & effectiveness of any programs & practices that assess and 
manage the impacts of operations on communities, including entering, 
operating, and exiting 
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Key Social Topics Themes Indicators 

·  Actions taken in response to incidents of corruption 
·  Public policy positions and participation in public policy development and 

lobbying 
·  Total number of legal actions for anti-competitive  behaviour, anti-trust, and 

monopoly practices & their outcomes 
·  Monetary value of significant fines & total number of non-monetary sanctions 

for non-compliance with law and regulations 
·  Life cycle stages in which health & safety impacts of products & services are 

assessed for improvement, and % of significant products and service categories 
subject to such procedures 

·  Type of product and service information required by procedures, & percentage 
of significant products and services subject to such information requirements 

·  Programs for adherence to laws, standards, & voluntary codes related to 
marketing communications, including advertising promotion, and sponsorship 

·  Total number substantiated complaints regarding breaches of customer privacy 
& losses of customer data 

·  Monetary value of significant fines for non-compliance with laws and 
regulations concerning the provision and use of products and services  

Green Globe Initiative 
·  Social/cultural impact management 
·  Local socio-economic benefits 
·  Cultural heritage 

·  Community/destination  
·  International ecotourism  
·  Design and construction 
·  Company  

 

·  Sustainability Policy 
·  Community commitment 
·  Local community activities (sector specific, optional indicator) 

Victorian Community Indicators Project 
·  Healthy, safe and inclusive 

communities 
·  Dynamic, resilient local economies 
·  Sustainable built and natural 

environments 
·  Culturally rich and vibrant 

·  Personal health and wellbeing 
·  Community connectedness 
·  Early childhood development 
·  Personal and community safety 
·  Lifelong learning 
·  Service availability 

65 indicators (one example of each theme listed here)- 
·  Physical activity 
·  % people who like living in their community 
·  Australian Early Development Index 
·  Perceptions of safety 
·  Apprenticeships & vocational training enrolments 
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Key Social Topics Themes Indicators 

communities 
·  Democratic and engaged 

communities 
 

·  Economic activity and employment 
·  Income and wealth 
·  Work-life balance 
·  Access to open space 
·  Housing affordability 
·  Transport accessibility 
·  Participation in arts and cultural activities 
·  Participation in recreational and leisure activities 
·  Cultural diversity 
·  Citizen engagement 

 

·  Extent to which residents feel they can access services 
·  Local employment (ratio of local jobs to working resident population) 
·  Per capita wealth & distribution of wealth 
·  % people rating work-life balance as adequate or better 
·  Satisfaction with accessibility and appearance of public areas 
·  Housing rental prices as % of income 
·  % community who say lack of transport significantly limits capacity to achieve key 

work/life goals 
·  % people who feel they have opportunities to participate in affordable local arts & 

culture 
·  Opportunities to participate in sporting/recreational activities (facilities, events, 

programs) 
·  % people who believe their community is an accepting place for people from diverse 

cultures and backgrounds 
·  % people who think they have an opportunity to have a real say on issues important 

to them 

·  Health & Wellbeing 
·  Social/Cultural Inclusion 
·  Participation 
·  Social Cohesion/ Connectedness 
·  Local Socio-Economic 

Benefits/Resilience 
·  Cultural Heritage/Richness 

·  Health & Wellbeing 
·  Safety 
·  Education, Knowledge, & Training 
·  Economic Resources 
·  Employment/Labour Force 
·  Communication 
·  Increased/Diverse Participation 
·  Social Capital/Community Connectedness 
·  Community Engagement/Participation 
·  Cultural Diversity/Equal Opportunity 

·  Health: self-assessed, services, wellbeing, education/training 
·  Safety: feelings of, & product testing 
·  Income: disadvantage, distribution 
·  Employment: differentials/ turnover by age, gender, group, region, local levels  
·  Education/Training:  participation, risk control, average/year for employees, human 

rights, apprenticeships & vocational training 
·  Culture: acceptance, understanding, connectedness, awareness, community open to 
·  Personal relationships/ informal social contact 
·  Community: involvement in groups/Games, impacts, commitment, connectedness, 

activities, like living in community 
·  Participation/Consultation: education, information gathering, Games, sport, 

cultural activities  
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APPENDIX 3: SOCIAL DATA REPORTED IN VICTORIA’S ALPINE RESORT 2005 

ANNUAL REPORTS 

 
This table summarises the social data reported by Victoria’s Alpine Resorts in 2005. The ‘Theme’ has 
been designated by the author to facilitate review of the data/information included. A blank ‘Measure 
Frequency’ box indicates that a time period was not cited. The ‘Reporting Structure’ allows for review 

of which data/information is reported in qualitative versus quantitative form. 
 
 
*BB=Baw Baw     FC=Falls Creek     H=Hotham     LM=Lake Mountain     S&B=Stirling & Buller
  

Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

Governance: Existing Committees FC, 
S&B, H 

 Description 

 Committee Attendance 1. FC 
2. LM 
3. BB 
4. S&B 

1 year 1. Number of total 
meetings attended by each 
member 
2. As above & dates of 
each meeting 
3. As #2 
4. As #1 

 Management FC, LM, 
BB, S&B, 
H 

 Role Description 

 Transparent 
communication 
practices 

BB  Description  & flow chart 

Staff Profile: Executive salary range  FC 2 years Number of staff -including 
gender specification – 
earning above/ below 
indicated level 

 Male vs. female staff 
composition 

1. FC, BB 
2. S&B 

2 seasons 1. Number males % 
females in various levels 
of employment 
2. Number males & 
females in part-, full-time, 
seasonal 

 Gender equity BB, H  Description of women in 
management 

 Cultural equity S&B  Description of designated 
staff position added 

 Ski patrol H 1 season  Number paid, volunteer, 
trainee, new recruit 
patrollers & number shifts 

 Staff exchange 
programs 

H 1 season Description ski patrol 
exchange 

 Part- vs. full-time vs. 
seasonal staff 
composition 

S&B 2 seasons Number part-, full-time, 
seasonal staff 

 Mechanical 
maintenance staff 

H  Description, including 
hours overtime saved 

 Information technology 
duties 

H  Description of staff 
responsibilities 

 Work days lost- sick 
time 

S&B 1 season Number sick days 
administration/ outdoor 
staff 
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

 Work days lost- work-
related injury 

S&B 1 season Number injury days off 

 Number snow school 
staff 

BB 1 year Description & number full 
time instructors 

 Staff input LM  Description of engagement 
for capital works program 

 Quality product 
knowledge & customer 
service training 

FC, 
BB, 
S&B, H 

 Description 

 Occupational health & 
safety training 

BB, S&B  Description  

 Snow school staff 
training 

BB  Description 

 Bus driver training H  Description 
 Transportation 

management training 
H  Description 

 Quality of ski patrol FC, BB, 
S&B, H 

 Description 

 Career advancement 
training 

S&B  Description of external 
study support 

 Factors influencing 
staff retention 

BB  Description 

 Staff Structure S&B  Flow chart 
Community: Elite athlete support LM  Description of discounts/ 

services offered 
 Other community 

support 
LM, S&B  Description of gifts, 

donations, etc supplied 
 Indigenous heritage 1. LM 

2. BB, H 
3. S&B 
 

 1. Description of intended 
projects 
2. Description of intent 
3. Indigenous history in 
timeline 
 

 Regional heritage 1. S&B 
2. H 

 Timeline 
2. Narrative description 

 Participation in 
committees/forums for 
community benefit 

S&B  Description 

 Community input FC, LM, 
BB, S&B 

 Description 

 Contribution to 
regional economy 

FC  Description 

 Resort impact on:  
·  Employment 
·  Business returns 
·  Investment 

attraction 
·  Property returns 

FC  Description 

 Added community 
value: 
·  Recreation 
·  Environmental 

values 

FC  Description & 
Report of Victorian Grants 
Commission figures for 
visitation 

 Facilities suited for 
multi-lingual/ cultural 
use 

BB, H  Description of signage 
used 
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

 Youth training/ 
education 

BB, H  Description 

 Transparent 
communication 
practices 

1. BB 
2. S&B, H 

 1. Description  & flow 
chart 
2. Description 

Visitors: Winter visitation 1. LM 
2. BB 
3. S&B 
4. H 

1. 1 season 
2. 9 seasons 
3. 2 seasons 
4. 4 seasons 

1. Number of visitors 
2. As above & percentage 
comparison w/ 2001, 2004 
3. As #1, & number first 
time/returning visitors, & 
percentage difference 
4. As #1, percentage down 
from previous year, 
percentage Victorians, & 
max vehicle count w/ 
comparison to previous 
max 

 Length of winter stay S&B 2 seasons 1. Average number nights 
on mountain 

 Satisfaction 1. FC, LM, 
BB 
2. S&B 
3. H 
 

1. Not 
specified 

2. 1 season 
3. H 

1. Description of services 
to enhance experience 
2. As above & summary of 
gate survey responses 
3. As #1 & percentage 
survey results – reported 
N/A past 2 years 

 Benefit from integrated 
services 

BB  Description 

 Transparent 
communication 
practices 

1. BB 
2. H 

 1. Description  & flow 
chart 
2. Description modes 
communication 

 Safety education 
program 

1. LM 2. 
S&B 
3. H 

1 season 1. Description of 
SnowSafe 
2. As above, & numbers of 
program-specific materials 
produced 
3. Description 

Supply Chain 
Relationships: 

Partnerships 
developed/ maintained 

FC, 
LM, BB, 
S&B 

 Description 

 Locally sourced 
supplies 

LM  Description of capital 
works programs 

 Transparent 
communication 
practices 

BB  Description  & flow chart 

Winter Operations: Trail fees 1. LM 
2. BB 

1. 2 seasons 
2. 3 seasons 

1. Prices and increase from 
previous year 
2. As above & prices for 
different modes entry & tix 
options 

 Alpine & nordic lesson 
fees 

BB 1 season Prices listed 

 Snow reporting BB, S&B, 
H 

 Description 

 Max snow cover 1. BB 
2. H 

1. 5 seasons 
2. 1 season 

1. Number centimetres, 
both natural & snow 
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

making 
1. Number centimetres & 
date recorded 

 Snowfall 1. FC 
2. BB 
3. H 

1. 1 season 
2. 5 seasons 
3. 6 seasons 
& 10 year 
average 

1. Centimetres per month 
2. Number of centimetres 
3. As above, description, & 
graph 

 Ski trails  BB 1 season Kilometres ski trails 
operated 

 Snow Making 1. LM 
2. BB 
3. S&B 

1. 1 season 
2. ?? 
3. 2 seasons 

1. Number hours of use 
and description 
2. As above, & number 
guns, fraction of coverage 
3. Megalitres water used, 
percentage difference 

 Domestic water 
use/quality 

S&B 7 seasons Megalitres water used, 
percentage difference from 
last year, description water 
quality standard 

     
 Alpine lift operation 1. FC 

2. BB 
3. H 

1. 1 season 
2. 5 seasons 
3. 2 seasons 

1. Open date & capacity 
2. Number full operation 
days 
3. Description, open date, 
total days, & percentage 
down from previous year 

 Alpine trail grooming LM 1 season Number of grooming hours 
 Nordic trails grooming 1. FC 

2. H 
1 season 1. Description of start date 

and kilometres groomed 
2. Description, including 
quality of grooming 
equipment 

 Snow sports lessons BB 4 seasons Description, number 
lessons, including number 
first time lessons 

 Snow facilities for 
range of abilities 

BB  Description 

 Night skiing H  Description 
 Quality childcare FC  Description 
 Other programs FC, BB  Description 
 Quality 

accommodation 
booking services  

BB  Description 

 Benefit from food 
outlets 

LM, BB  Description 

 Quality retail services BB  Description 
 Benefit from Available 

Public Spaces 
LM  Description of facilities 

Non-winter 
Operations: 

Benefit from Available 
Public Spaces 

LM 1 season Description 

 Trails & amenities 
improvement initiatives 
for winter use 

LM 1 season Description 

 Food sales LM 1 season Description 
Safety: Number ski patrol 

responses  
1. FC, LM 
2. BB 

1. 1 season 
2. 3 seasons 

1. Number of incident 
responses 
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

3. S 
 

3. 2 seasons 
 

2. As above & mention of 
detailed injury analysis 
over past seasons – 
numbers not reported here 
3. As #1 and percentage 
difference 

 Average ski patrol 
response time 

FC 1 season Average in minutes 

 Most common time  of 
day for incidents 
requiring ski patrol 

FC 1 season Average time of day 

 Injuries 1. FC 
2. LM 
3. H 

 

1. 1 season 
2. 1 season 
3. 4 seasons 

1. List most common types 
2. Ratio to total visitor 
number; list all modes, 
types, contributing factors 
3. Accident rate per ‘0000 
visitor days 

 Fatality H  Number & description of 
incident 

 Male vs. female ratio 
for injuries 

FC  Description 

 Age distribution for 
injuries 

FC  List most common 

 Ability distribution for 
injuries 

FC  List of top two common 

 Missing persons LM 1 year Number reported & 
description of resort 
initiatives to reduce 

     
 Safety training/ 

education 
FC, LM  Description 

 Fire service presence BB  Description  
 Police presence S&B  Description 
 Risk & emergency 

management 
FC, LM, 
BB, S&B, 
H 

  

Awards: Tourism & Hospitality 
Awards attained 

FC 1 year Listed 

Events: Benefits from events 
held 

FC, 
LM, BB, H 

 Description 

Built 
Environment: 

Environmental 
protection  

FC, 
LM, 
BB 

 Description & quantitative 
reports of initiatives 

 Capital works FC, LM, 
BB 

 Description 
 

 Geotechnical & 
remedial works 

BB, S&B, 
H 

 Description 

 Provision of diverse 
accommodation 

BB  Description of family 
accommodation developed 

 Road maintenance S&B  Description 
 Asset replacement S&B  Description of intended 

plan 
 Signage around resort H  Description 
Transportation & 
Resort Access: 

Access, coordination, 
& value added by 
travel to, from, & 
around resort 

1. FC 
2. LM 

 1. Description of services, 
and of strategic review 
undertaken 
2. Description 
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

 Free shuttle operation 
& use 

1. S&B 
2. H 

1. 2 seasons 
2. 1 season 

1. Number winter visitors 
using shuttles & 
percentage difference 
2. Description, number 
buses, number 
collisions/breakdowns 

 Access, coordination, 
& value added by 
oversnow operations 

FC  Description of review 
undertaken 

 Car parking FC, S&B, 
H 

 Description 

 Snow chains required 1. LM 
2. BB 

1 season 1. Number of days snow 
chains required 
2. Description 

 Snow clearing 1. LM 
2. BB 
3. H 

1 season 1. Number of clearing 
labour hours 
2. Description 
3. As #1 & #2 

 Gate entry LM, H 2 seasons 1. Prices and increase from 
previous year 
2. Description  

 Non-winter parking 
fees 

LM  Description 

Product 
Development: 

New winter products  FC 1 year Description 

 New non-winter 
products 

FC  Description 

 Research & 
development 

LM  Description 

Marketing: Website use 1. FC 
2. LM 
3. BB 
4. S&B 
5. H 

1. 1 year, 2 
year, & 4 
year trends 
2. 4 years 
3. 1 year 
4. 2 years 
5. 4 years 

1. Number hits & page 
views, & percentage 
growth in each 
2. As above, & page 
views, & visits 
3. Description 
4. Description, number hits 
& percentage change 
5. Description, graph of 
use by month over 4 years, 
highest single day hits, 
multiple days/weeks 
visitation over set 
numbers, and emailed 
snow reports, newsletters, 
calendar alerts 

 Positioning & 
branding: 
For socially & 
economically diverse 
populations 

LM, BB, H  Description 

 Public relations 
initiatives 

LM  Description 

 Diverse media 
coverage 

LM, H  Description  

 Sponsorship H  List of sponsors 
Compliance: Legal & Operational 

Compliance 
FC, 
LM, BB, 

1 year Descriptions  
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Theme 
Data or 

Information 
Included 

*Resort Measure 
Frequency Reporting Structure 

Overall 
Environmental/ 
Social 
Sustainability 

Green Globe 
benchmarking 

FC  Mixed description & 
quantitative 

 Triple Bottom Line 
Strategy 

S&B  Description 

Source: Adapted from Victorian ARMBs 2005 Annual Reports 
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APPENDIX 4: LINKS BETWEEN VICTORIAN POLICY & PROPOSED SOCIAL KEY PERFORMANCE INDICATORS 

 
The table bellow illustrates the applicability of the proposed social key performance indicators to existing Victorian policies.  Each row contains a list of the policy points 

most relevant to that indicator.  
 

Relevant Policy 

T
he

m
e Key 

Performance 
Indicator Growing Victoria Together A Fairer Victoria DSE Corporate Plan Alpine Resorts 2020 Strategy 

Alpine Resorts (Management) 
Act 1997 

Social 
Inclusion/ 
Equity 

·  Building cohesive 
communities & reducing 
inequalities 

·  Promoting rights & 
respecting diversity 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Developing better ways of 
working together at a 
regional & local level 

·  Liveable cities & responsible 
development 

·  Living cultural heritage 

·  Vibrant resorts 
·  Stewardship of public land 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 

V
al

ui
ng

 C
ul

tu
ra

l H
er

ita
ge

 

Social Capital ·  Building cohesive 
communities & reducing 
inequalities 

·  Promoting rights & 
respecting diversity 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Developing better ways of 
working together at a 
regional & local level 

·  Liveable cities & responsible 
development 

·  Living cultural heritage 
·  Development of resorts 

·  Resort use & visitation 
·  Vibrant resorts 
·  Environmental management 
·  Stewardship of public land 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 
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Relevant Policy 

T
he

m
e Key 

Performance 
Indicator Growing Victoria Together A Fairer Victoria DSE Corporate Plan Alpine Resorts 2020 Strategy 

Alpine Resorts (Management) 
Act 1997 

Social 
Inclusion/ 
Equity 

·  Building cohesive 
communities & reducing 
inequalities 

·  Promoting rights & 
respecting diversity 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Creating new opportunities 
for people w/ disability  

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Developing better ways of 
working together at a 
regional & local level 

·  Liveable cities & responsible 
development 

·  Vibrant resorts 
·  Stewardship of public land 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 

R
es

or
t C

om
m

un
ity

 S
tr

en
gt

h 

Social Capital ·  Promoting sustainable 
development 

·  Protecting the environment 
for future generations 

·  Promoting rights & 
respecting diversity 

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Developing better ways of 
working together at a 
regional & local level 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Creating new opportunities 
for people w/ disability 
Building stronger 
communities 

·  Liveable cities & responsible 
development 

·  Living cultural heritage 

·  Climate change 
·  Development of resorts 
·  Vibrant resorts 
·  Environmental management 
·  Stewardship of public land 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 
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Relevant Policy 

T
he

m
e Key 

Performance 
Indicator Growing Victoria Together A Fairer Victoria DSE Corporate Plan Alpine Resorts 2020 Strategy 

Alpine Resorts (Management) 
Act 1997 

Social 
Inclusion/ 
Equity 

·  Valuing & investing in 
lifelong education 

·  More jobs & thriving, 
innovative industries across 
Victoria 

·  Promoting rights & 
respecting diversity 

 

·  Helping older Victorians 
stay independent 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Creating new opportunities 
for people w/ disability 

 ·  Vibrant resorts ·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 

Q
ua

lit
y 

W
or

kp
la

ce
 

Social Capital ·  Promoting sustainable 
development 

·  Protecting the environment 
for future generations 

·  Promoting rights & 
respecting diversity 

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

Creating new opportunities 
for people w/ disability 

·  Liveable cities & responsible 
development 

·  Living cultural heritage 

·  Climate change 
·  Development of resorts 
·  Environmental management 
·  Stewardship of public land 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 
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Relevant Policy 

T
he

m
e Key 

Performance 
Indicator Growing Victoria Together A Fairer Victoria DSE Corporate Plan Alpine Resorts 2020 Strategy 

Alpine Resorts (Management) 
Act 1997 

Social 
Inclusion/ 
Equity 

·  Building cohesive 
communities & reducing 
inequalities 

·  Promoting rights & 
respecting diversity 

·  Helping older Victorians 
stay independent 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

·  Creating new opportunities 
for people w/ disability 

 ·  Resort use & visitation ·  S.1A sustainable 
development, promotion, 
management and use of 
resorts  

·  S.38 Board functions 

V
is

ito
r 

F
ul

fil
m

en
t 

Social Capital ·  Promoting sustainable 
development 

·  Building cohesive 
communities & reducing 
inequalities 

·  Protecting the environment 
for future generations 

·  Promoting rights & 
respecting diversity 

·  Building stronger 
communities 

·  Changing the way we work 
w/ communities 

·  Providing fairer access to 
services 

·  Building a new partnership 
w/ Indigenous Victorians 

Creating new opportunities 
for people w/ disability 

·  Liveable cities & responsible 
development 

·  Living cultural heritage 

·  Climate change 
·  Resort use & visitation 
·  Environmental management 
·  Stewardship of public land 
·  Development of resorts 

·  S.1A sustainable 
development, promotion, 
management and use of 
resorts 

·  S.38 Board functions 
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APPENDIX 5: SUGGESTED SURVEY FOR REPORTING ON THE SOCIAL KPIs 

 
The Resorts may report on the identified social KPIs using the survey template below. It is based on 
Australian Bureau of Statistics design used for the Australian Census and review of social capital 

indicators. The existing Visitor Survey could be amended to collect this data and similar surveys could 
be created for the Cultural Heritage, Resort Community, and Workplace groups. 

 
To Report on Social Inclusion Indicators: 

Survey each group requesting the following information. Note that ‘country of birth’ and ‘language spoken at home’ 
have been chosen as proxies of ethnicity. ‘Occupation’ is a proxy for income.  
Person Characteristics 
(Select all that apply) 
 
 

Indigenous Person (comprises Aboriginal and Torres Strait Islander 
 
Male 
Female 

Age 
(Select one) 

0-4 years 
5-14 years 
15-24 years 
25-54 years 
55-64 years 
65 years and over 

Country of Birth 
(Select one) 

Australia 
England 
Germany 
New Zealand 
Italy 
Scotland 
Other (Provide blank space to fill in) 

Main Language Spoken at Home 
(Select one) 

English 
Italian 
German 
Cantonese 
French  
Greek 
Other (Provide blank space to fill in) 

Occupation 
(Select one) 

Professional 
Associate Professional 
Intermediate Clerical, Sales and Service Worker 
Managers and Administrator 
Tradespersons and Related Worker 
Elementary Clerical, Sales and Service Worker 
Intermediate Production and Transport Worker 
Labourers and Related Worker 
Advanced Clerical and Service Worker 
Other (Provide blank space to fill in) 

Source: adapted from ABS (2001).  
 
Note: The Cultural Heritage and Resort Community Indicators require additional information: 
 
·  The ‘population of heritage groups’ can be taken from official membership or clan population numbers provided by 

the groups included in reporting. 
·  For the ‘number of times participation invited’ for Resort Community, the ARMB should define what is considered 

‘participation’ (consultation, informing, or partnership) and count the number of times each process is used during 
the reporting period 
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To Report on Social Capital Indicators: 
Survey each group, requesting the designated information. The percentage measurement required for the social capital measures 

should be taken by averaging the responses to both  

1. Extent to which the ARMB can be trusted to respectfully, sufficiently, and accurately portray Indigenous and other 
historical/cultural heritage issues. 

 
(Select one: Cannot be trusted at all, Cannot be trusted much, Can be moderately trusted, Can be trusted quite a lot, Can be 
trusted a great deal) 
 

C
ul

tu
ra

l H
er

ita
ge

 

2. Level of agreement that Indigenous and other cultural/heritage group views and interests are sought and considered 
when the ARMB decides how to portray heritage matters. 

 
(Select one: Strongly agree, Agree, Neither agree nor disagree, Disagree, Strongly disagree) 
 

1. Extent to which the ARMB can be trusted to effectively engage the resort community regarding resort operations 
that impact the community. 

 
(Select one: Cannot be trusted at all, Cannot be trusted much, Can be moderately trusted, Can be trusted quite a lot, Can be 
trusted a great deal) 
 

2. Extent to which the ARMB can be trusted to implement socially/environmentally sustainable practices in resort 
operations 

 
(Select one: Cannot be trusted at all, Cannot be trusted much, Can be moderately trusted, Can be trusted quite a lot, Can be 
trusted a great deal) 
 

3. Level of agreement that resort community views and interests are sought and considered when the ARMB makes 
decisions about resort operations that impact the community. 

 
(Select one: Strongly agree, Agree, Neither agree nor disagree, Disagree, Strongly disagree) 
 

R
es

or
t C

om
m

un
ity

 

4. Level of agreement that resort community views and interests are sought and considered when the ARMB makes 
decisions about social/environmental sustainability practices in resort operations 

 
(Select one: Strongly agree, Agree, Neither agree nor disagree, Disagree, Strongly disagree) 
 

1. Extent to which the ARMB can be trusted to provide a workplace that values employees; and is safe, productive, and 
free from discrimination 

 
(Select one: Cannot be trusted at all, Cannot be trusted much, Can be moderately trusted, Can be trusted quite a lot, Can be 
trusted a great deal) 
 

W
or

kp
la

ce
 

2. Level of agreement that staff views and interests are sought and considered when the ARMB makes decisions that 
affect the workplace environment (including health/safety, provision of equal opportunity, fair treatment,  and high 
quality training) 

 
(Select one: Strongly agree, Agree, Neither agree nor disagree, Disagree, Strongly disagree) 
 

1. Extent to which the ARMB can be trusted to provide a safe environment that facilitates a satisfying alpine recreation 
experience 

 
(Select one: Cannot be trusted at all, Cannot be trusted much, Can be moderately trusted, Can be trusted quite a lot, Can be 
trusted a great deal) 
 

V
is

ito
rs

 

2. Level of agreement that visitor views and feedback are sought and considered when the ARMB makes decisions that 
affect the visitors’ experience (including safety, provision of services, etc) 

 
(Select one: Strongly agree, Agree, Neither agree nor disagree, Disagree, Strongly disagree) 

Source: adapted from Edwards (2004). 
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APPENDIX 6: INTEGRATION OF CURRENT ARMB REPORTING WITH 

RECOMMENDED SOCIAL KEY PERFORMANCE INDICATORS 

 
This table shows which social data reported by Victoria’s Alpine Resorts in 2005 may be relevant for 

reporting on the proposed social key performance indicators. An ‘X’ is placed in the appropriate 
column where current reported issues could inform a recommended high level indicator. Resorts can 

use this table as a reference in selection of operational indicators and selection of data sources. 
 

 
*BB=Baw Baw     FC=Falls Creek     H=Hotham     LM=Lake Mountain     S&B=Stirling & Buller
  

Cultural 
Heritage 

Resort 
Community 

Strength 

Quality 
Workplace 

Visitor 
Fulfilment  

Data or 
Information 

Included 
*Resort 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

Existing Committees FC, 
S&B, H 

 
       

Committee 
Attendance 

FC, LM, 
BB, S&B 

 
    X   

Management All  
       

Transparent 
communication 
practices (workplace) 

BB  
    X   

Executive salary 
range  

FC  
   X X   

Male vs. female staff 
composition 

FC, BB, 
S&B 

 
   X X   

Gender equity BB, H  
   X X   

Cultural equity S&B 
X X   X X   

Ski patrol H  
   X   X 

Staff exchange 
programs 

H  
   X X   

Part- vs. full-time vs. 
seasonal staff 
composition 

S&B  
   X X   

Mechanical 
maintenance staff 

H  
       

Information 
technology duties 

H  
       

Work days lost- sick 
time 

S&B  
    X   

Work days lost- work-
related injury 

S&B  
    X   

Number snow school 
staff 

BB  
      X 
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Cultural 
Heritage 

Resort 
Community 

Strength 

Quality 
Workplace 

Visitor 
Fulfilment  

Data or 
Information 

Included 
*Resort 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

In
cl

us
io

n 

S
oc

ia
l C

ap
ita

l 

Staff input LM  
    X   

Quality product 
knowledge & 
customer service 
training 

FC, BB, 
S&B, H 

 

    X  X 

Occupational health 
& safety training 

BB, S&B  
    X   

Snow school staff 
training 

BB  
    X  X 

Bus driver training H  
    X  X 

Transportation 
management training 

H  
    X   

Quality of ski patrol FC, BB, 
S&B, H 

 
    X  X 

Career advancement 
training 

S&B  
    X   

Factors influencing 
staff retention 

BB  
   X X   

Staff Structure S&B  
   X X   

Elite athlete support LM  
X  X    X 

Other community 
support 

LM, S&B  
X  X    X 

Indigenous heritage LM, BB, 
H, S&B 

 
X X X  X  X 

Regional heritage S&B, H 
X X X X  X  X 

Participation in 
committees/forums 
for community benefit 

S&B 
X X X X  X   

Community input FC, LM, 
BB, S&B 

X X X X     

Contribution to 
regional economy 

FC 
 X X X     

Resort impact on:  
·  Employment 
·  Business returns 
·  Investment 

attraction 
·  Property returns 

FC 

 X  X     

Added community 
value: 
·  Recreation 
·  Environmental 

values 

FC 

X X  X     
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Cultural 
Heritage 

Resort 
Community 

Strength 

Quality 
Workplace 

Visitor 
Fulfilment  

Data or 
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Facilities suited for 
multi-lingual/ 
cultural use 

BB, H 
X X X X   X X 

Youth training/ 
education 

BB, H 
 X X X   X X 

Transparent 
communication 
practices (community) 

BB, S&B, 
H  X  X  X   

Winter visitation LM, BB, 
S&B, H 

 
     X X 

Length of winter stay S&B  
     X  

Satisfaction (visitors) All  
      X 

Benefit from 
integrated services 

BB  
      X 

Transparent 
communication 
practices (visitors) 

BB, H  
    X  X 

Safety education 
program (visitors) 

LM, S&B, 
H 

 
    X  X 

Partnerships 
developed/ 
maintained 

FC, 
LM, BB, 
S&B 

X X X X  X  X 

Locally sourced 
supplies 

LM  
X  X  X   

Transparent 
communication 
practices (staff) 

BB  
    X   

Trail fees LM, BB  
     X X 

Alpine & nordic 
lesson fees 

BB  
     X X 

Snow reporting BB, S&B, 
H 

 
      X 

Max snow cover BB, H  
      X 

Snowfall FC, BB, 
H 

 
      X 

Ski trails  BB  
      X 

Snow Making LM, BB, 
S&B 

 
      X 

Domestic water 
use/quality 

S&B  
       

Alpine lift operation FC, BB, 
H 

 
      X 

Alpine trail grooming LM  
      X 
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Nordic trails 
grooming 

FC, H  
      X 

Snow sports lessons BB  
      X 

Snow facilities for 
range of abilities 

BB  
     X X 

Night skiing H  
      X 

Quality childcare FC  
     X X 

Other programs FC, BB  
       

Quality 
accommodation 
booking services  

BB  
      X 

(Community) benefit 
from food outlets 

LM, BB  
  X     

Quality retail services BB  
  X    X 

Benefit from 
Available Public 
Spaces 

LM  
X  X    X 

Trails & amenities 
improvement 
initiatives for winter 
use 

LM  

      X 

Food sales LM  
       

Number ski patrol 
responses  

FC, LM, 
BB, S 
 

 
      X 

Average ski patrol 
response time 

FC  
      X 

Most common time  of 
day for incidents 
requiring ski patrol 

FC  
       

Injuries FC, LM, 
H 

 
      X 

Fatality H  
      X 

Male vs. female ratio 
for injuries 

FC  
       

Age distribution for 
injuries 

FC  
       

Ability distribution for 
injuries 

FC  
       

Missing persons LM  
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Safety training/ 
education 

FC, LM  
    X   

Fire service presence BB  
    X  X 

Police presence S&B  
    X   

Risk & emergency 
management 

All  
    X  X 

Tourism & 
Hospitality Awards 
attained 

FC  
X  X  X  X 

Benefits from events 
held 

FC, LM, 
BB, H 

 
X  X     

Environmental 
protection  

FC, LM, 
BB 

 
 X X  X  X 

Capital works FC, LM, 
BB 

 
  X    X 

Geotechnical & 
remedial works 

BB, S&B, 
H 

 
      X 

Provision of diverse 
accommodation 

BB  
     X X 

Road maintenance S&B  
  X    X 

Asset replacement S&B  
       

Signage around resort H 
 X  X   X X 

Access, coordination, 
& value added by 
travel to, from, & 
around resort 

FC, LM  

     X X 

Free shuttle operation 
& use 

S&B, H  
     X X 

Access, coordination, 
& value added by 
oversnow operations 

FC  
      X 

Car parking FC, S&B, 
H 

 
      X 

Snow chains required LM, BB  
      X 

Snow clearing LM, BB, 
H 

 
      X 

Gate entry LM, H  
      X 

Non-winter parking 
fees 

LM  
     X X 

New winter products  FC  
     X X 
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New non-winter 
products 

FC  
     X X 

Research & 
development 

LM  
       

Website use All  
      X 

Positioning & 
branding: 
For socially & 
economically diverse 
populations 

LM, BB, 
H 

 

     X X 

Public relations 
initiatives 

LM  
X X X     

Diverse media 
coverage 

LM, H  
X       

Sponsorship H  
       

Legal & Operational 
Compliance 

FC, 
LM, BB, 

 
    X   

Green Globe 
benchmarking 

FC  
       

Triple Bottom Line 
Strategy 

S&B  
       

 
  


