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Planning and Assessment

• Assessment of State significant projects

• Digitisation of planning system

• Improve assessment practices and information systems 

• Ensure industry compliance 

• Support councils in rezoning's and new LEPs 

• Implementing strategic planning in rural and regional NSW 

• Supporting Planning Panels throughout NSW



The Broad Context

108,878
1.15 m

Increase in population by 2.2 million people

people each year on average

Of these 1.74m will be in Sydney  and almost

of them in Western Sydney

985k 64.7%

We will need Sydney will be home to 

of NSW population

3.5m

Regional NSW will grow to about

peoplemore homes

By 2036
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Key Achievements – State Significant Projects 

Projects
assessed 18 59

Capital Investment of Generating

Jobs
B106 k$



Key Achievements – Compliance and Enforcement

$819k
Total fines issued
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3
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There is a great awareness across the organisation that the 
information challenges need to be dealt with

“And then there have been turnovers and so 

now the people in the department have very 

little knowledge of some of those systems.” 
Quote from Interviews

“We have a whole bunch of 

geo databases just on our 

standard network drives.”
Quote from Interviews 

“I was searching for a dataset,

however no one knows where it’s stored, and 

we have therefore lost a complete dataset.”
Quote from Interviews

“Because part of the problem with local government is we 

did an audit of their information gathering, and they all 

collect their information differently, it is not straight forward
Quote from Interviews

“We collect the same data as 

another team but they are not 

interpreting the same way as 

we are interpreting”
Quote from interviews

“Currently there are a lot of 

silos and heavy processes to 

deal with”
Quote from interviews

“Some external parties don’t like 

giving us the data which is the 

biggest issue we have.” 
Quote from interviews 

“But we know that there are other teams within 

the departments that are also doing the same 

thing, so there’s a huge overlap of data going 

from agencies from completely different people”
Quote from interviews

“Several teams pay separately for 

the same data from agencies.” 
Quote from interviews 

“One of the key messages coming from community and stakeholders is that the current planning system is impossible to navigate, and until there is an 

understanding how planning works in a practical and concrete way on the ground, engagement with people is almost impossible” Quote from 

Interviews



Customer Perspective

Apps

Contact Centre

Web Sites

Repositories

“”I am having trouble figuring 

out which information is right, 

who can I call to get a straight 

answer?

Channels are difficult to navigate?!

NAVIGATE

“There are so many 

applications to choose from, 

which one gives me the right 

information?”

“The documents/record I am 

seeking are different on 

network drive, Objective, 

Pecan, Email etc., which 

should I trust”

“”I get different answers to the 

same query from different 

applications, which one is right?”



The current information architecture is complex and fragmented with 
overlapping datasets, systems, sources and custodians

• Custodians: More than 50 different custodians, sources and data providers 

of datasets has been identified

• Datasets: More than 60 different datasets or groups of datasets are 

currently being used within the department*

• Systems: The datasets are dispersed across more than the 65 different 

systems, databases, websites that has been identified**

• End Users: There are more than 40 end-user groups of planning data

* Some of the data providers create multiple datasets 

** Does not include all the variety of internal “G-Drives”, Desktops, Councils different property systems etc.

There is a huge overlap of data 

coming from agencies into the 

agency. 

There is also a lack of transparency 

between what needs to be collected 

and who should be collecting it

E



Web Channels

SYSTEMS OF ENGAGEMENT - CUSTOMERS 



Opportunity areas by importance to DPIE

Emerging 
Channels

Improved 
Content

Collaboration

Analytics
& Reporting

Information 
SharingDigitised 

Information

Customer 
Relationship 
Management

Rich 
Content

Real-time 
Information

Single 
Customer 

View

Digitised 
Processes
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Relative Cost

Digital Opportunity Areas

Higher

Lower Higher

Each Opportunity Area is represented below in terms of relative importance to the organisation (the bigger the bubble the more
opportunities) and measured against the strategy objectives.



Our approach was firmly founded in design thinking and human-
centred design



How customers interact with you and each other

Represents the interactions customers from the research had directly and indirectly with DPIE and other 
customers. This is not an exhaustive illustration of all possible interactions, but rather a representation 
of their involvement/interaction with DPIE and other customers across their entire end-to-end journeys. 

DPIE

Council
Private 
sector

General 
public

Interest groups 
& peak bodies

Government 
agencies

1st level

2nd level

3rd level

Mail

Phone

Web

Event

Interactions

Channels used with DPE
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Users and their jobs to be done

Lodge & track

Collate required information for a proposal according 
to guidelines. Lodge proposal 
and track its progress through the process.

Government
Government agencies 
(e.g. FACS, TfNSW) and Councils. 

Private sector 
Planners, architects and developers

General public
Individuals, everyday citizens

Interest group
Community and interest groups

Assess whether developments 
are compliant 

Find out if/how to build a structure 
to ensure they are compliant

Assess feasibility of a development idea 

Assess land for rezoning

Certify developments

Assess feasibility of a development idea 

Assess land for rezoning

Assess development proposal

Lodge development proposal for approval

Lodge development/planning proposal 
for approval

Lodge proposal on behalf of client

Lodge development/planning proposal 
for approval

Assess & investigate

Research location based guidelines 
and parameters to assess feasibility 
or compliance. Make a decision for appropriate 
action based on assessment.



Users and their jobs to be done - continued

Have your say

Comment on a development or policy through 
submission or informal channels. Digest feedback 
provided and respond to issues raised.

Educate & empower

Source and share specific content from different 
sources to inform and educate a particular audience.

Keep informed

Become aware of, and consume information to stay 
up to date on changes to topics of interest. 

Consult with DPE about developments /policy 

Provide feedback on developments / policy 

Create change about something of interest 

Provide feedback / comment about a 
development or rezone 

Consult with DPE about developments /policy 

Provide feedback on developments / policy 

Create change about something of interest 

Consult with DPE about developments /policy 

Provide feedback on developments / policy 

Provide advice and inform people 
of their rights 

Active education & communications

Educate clients on what the limitations 
are or why a plan doesn't comply 

Keep community / public informed

Keep up to date on topics of interest 
to my audience / community

Be notified of changes that affect me

Keep up to date with policy and plans, projects 
and developments

Keep up to date with policy, plans, 
major projects and topics of interest





Understanding customer needs around data

by building a Customer Mental Model

Project /
Major Project

Finalised

FinalisedAreas

Sites

NSW

Authority 
Assessment

Processes 
& Guidelines

Tools & Advice

Data and 
Forecasts

Submit/Exhibit >

Approve >

Proposal 
/ Draft

Plans

ProposalDevelopments

DraftPolicies

Submit >

Approve >

Exhibit >

Approve >

Infrastructure (incl. state sig.)
Building (incl. complying)

Renovations (incl. exempt)

Regional
Local
Precinct

A.K.A. Consultation

Community 
Feedback

Compliance

Assess against plans and policies

Drill down

Drill down

State Govt. or 
Local Councils

Find area >

Find site >

Submit 

Community 
Sentiment

Statistically significant 
social media collated

SEPP, LEP
Masterplan

Legislation

Assess against policies

Note: one development could span multiple sites, which could fall into multiple areas (e.g. a highway).

Link

Link

Key:

Content 

Customer actions

Land breakdown 

Planning processes

Authority involvement 

Community involvement 



The future vision for DPE is a unified digital presence

• By extending your content and services beyond DPE’s 
own channels, you can better support customer’s in 
their planning journey. 

Governance

Control



SYSTEM OF PROCESSES

PEGA GOVERNMENT PLATFORM

Security & 

Compliance
BPM

Journey-Centric 

design

3rd Party 

Integrations

UX & 

Accessiblity
Case MGT

Data Model Portals & Personas Workflow and components 

SOCIALCHATEMAILWEB MOBILE EVENTS CALL CENTER

SYSTEMS OF ENGAGEMENT - CUSTOMERS 

SYSTEM OF INTELLIGENCE

PowerBI Platform
SAP CM9 ArcGIS SALESFORCE

PLANNING SERVICES – DIGITAL ROADMAP 



New Planning Portal

• Making it faster and easier to do 
business with us.

• A 'one-stop-shop' where 
customers can:

• Easily search and find what 
they need to prepare, 
lodge and track 
applications

• Track the status of 
applications 

• Subscribe to receive project 
update alerts 



Major Projects Application
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High Level Architecture*
SYSTEMS OF PROCESSES/AUTOMATION 

Public Website

W
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State Significant 
Infrastructure

Modifications

Post Approvals 

Proponent

DA online

Application 
Management

LEP Tracker

State Significant 
Development

Cloud Storage

Application 
Queries

Complying 
Development 

Certificates online

SAP
Finance

Voluntary Planning 
Agreements online

Email Server
Email Notifications

B
iz

Ta
lk

Content updates

Amazon S3

Publishing

public case data
Website

Application 
Queries

Submissions

Case Attachment

BI Reports
Report data

Agencies

Consultation 
and Advice

Planner

Application 
Management

Application 
Queries

B
IX

CM9

External User Authentication

Internal Authentication

D
ir

e
ct

Active Directory

Azure B2C

Compliance 

Site Ver Cert & 
Gateway 

Sharepoint

Spatial Viewer
Spatial Data

Template retrieval

* Does not list all projects being delivered



Pega Government 

Platform

Web Mashup Email Robotics Mobile

Routing & SLA 

Management

Case Management

Low-code Dev

Reports and Dashboards

Business Rules

DevOps

Relationship Management

Entity Management

Common Data Model Common Interface

Self Service Portals

Case Management Portal

Mobility 

CHANNELS

CRM (360-degree view)

Integration and Data Transformation Services

Data model

Portals & personas

Government workflows 

& components

Pega Government 
Platform



Major Projects Application – User Statistics 

465

Companies Govt. Entities

64

Website – New Users

79K+

Public Submitters

3K+

Internal Users

200+



Functionality Legacy
Major 

Projects

Lodge Applications

Amend and Withdraw 
Applications

Submit Supplementary 
Information

Lodge Post Approval & 
Compliance Documents*

Track Post Approval 
Matters and Timeframes*

Report Environmental 
Incidents*

Make it easier for applicants and consultants to 

transact with the Department by allowing all 

services (assessment, post approval and 

compliance) to be conducted online.

Applicants

SYSTEMS OF ENGAGEMENT - CUSTOMERS 



Community

Make it easier for the public to stay 

informed and to have their say on major 

projects.

Functionality Legacy
Major 

Projects

Make Submissions

Track Applications

Receive Email Alerts 

View Post Approval 
Decisions*

View Compliance 
Actions*

Make Complaints*

Provide Feedback 
Outside the Exhibition 
Period*

SYSTEMS OF ENGAGEMENT - CUSTOMERS 



Functionality Legacy
Major 

Projects

Make Submissions

Provide Assessment 
Advice

Forecast Upcoming 
Requests for Advice

Review Performance

Receive and Respond to 
Consultation from 
Proponents*

Authorities

Improve collaboration by streamlining the 

way the Department requests and receives 

advice from Government agencies. 

Public

SYSTEMS OF ENGAGEMENT - CUSTOMERS 



Value Add To Our Customers
The new Major Projects website and digital platform is designed to address customer 

feedback and deliver a far more user friendly experience  
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