BUSINESS PAPER

Waverley Mayor, Councillor Paul Pearce, flies the Penrith City Council flag at
Waverley Council after losing his bet with Penrith’s Mayor Councillor
Greg Davies over the outcome of the NRL Grand Final.

Policy Review Committee Meeting
20 October 2003

15 October 2003
Dear Councillor,
In pursuance of the provisions of the Local Government Act, 1993 and Regulations thereunder,
notice is hereby given that a POLICY REVIEW COMMITTEE MEETING of Penrith City
Council is to be held in the Passadena Room, Civic Centre, 601 High Street, Penrith on Monday
20 October 2003 at 7.00pm.
Attention is directed to the statement accompanying this notice of the business proposed to be
transacted at the meeting.
Yours faithfully,
Alan Stoneham
Acting General Manager
BUSINESS
1.

APOLOGIES & LEAVE OF ABSENCE
Leave of absence has been granted to:
Councillor Bailey for the period 29 September to 20 December 2003 inclusive
Councillor Greenow for the period 7 October to 25 October 2003 inclusive
Councillor Khan for the period 7 October to 25 October 2003 inclusive

2.

CONFIRMATION OF MINUTES
Policy Review Committee – 22 September 2003

3.

DECLARATIONS OF INTEREST
Pecuniary Interest (The Act requires Councillors who declare a pecuniary
interest in an item to leave the meeting during discussion of that item)
Other Interest

4.

ADDRESSING THE MEETING

5.

MAYORAL MINUTES

6.

NOTICE OF MOTION

7.

REPORT & RECOMMENDATIONS OF WORKING PARTIES
Carpenter Site Development Working Party – 20 August 2003
Community Safety Partnership Committee Meeting – 17 September 2003

8.

MASTER PROGRAM REPORTS

9.

URGENT REPORTS (to be dealt with in the Master Program to which the item
relates)

10.

CONFIDENTIAL BUSINESS
Enquiries regarding this Business Paper should be directed to the
Executive Officer, Mr Glenn McCarthy on (02) 4732 7649

POLICY REVIEW COMMITTEE MEETING
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PENRITH CITY COUNCIL
MEETING CALENDAR

October – December 2003

TIME
Ordinary Meetings

OCT

NOV

DEC

Mon

Mon
3

Mon
1

27

17#

15

7.00 pm

Policy Review Committee 7.00 pm

20

8

Council has two Ordinary Meetings per month where practicable. Extraordinary Meetings are held as required.
Policy Review Meetings are held monthly.
Members of the public are invited to observe at meetings of the Council. Should you wish to address Council, please contact
The Executive Officer, Glenn McCarthy on 47327649.
# Meetings at which the Management Plan quarterly review is tabled and discussed.
* Meeting at which the Management Plan for 2002/2003 is adopted.

UNCONFIRMED MINUTES
OF THE POLICY REVIEW COMMITTEE MEETING OF PENRITH CITY
COUNCIL HELD IN THE COUNCIL CHAMBERS, PENRITH
ON MONDAY 22 SEPTEMBER 2003 AT 7.00 PM

PRESENT
His Worship the Mayor Councillor Greg Davies, Councillors J Aitken, J Bateman,
D Bradbury, G Evans, J Greenow, A Khan, P Sheehy, and J Thain.
LEAVE OF ABSENCE
Leave of Absence was previously granted to Councillor S Simat for the period 15 September
to 5 October 2003 inclusive, Councillor R Fowler for the period 19 September to 4 October
2003 inclusive, and Councillor C O'Neill for the period 15 September to 23 September 2003
inclusive.
APOLOGIES
PRC 93
RESOLVED on the MOTION of Councillor Bateman seconded Councillor
Greenow that apologies be received and accepted from Councillors D Bailey, C O'Toole, and
K Paluzzano.
CONFIRMATION OF MINUTES
Policy Review Committee Meeting - 8 September 2003
PRC 94
RESOLVED on the MOTION of Councillor Sheehy seconded Councillor
Bradbury that the minutes of the Policy Review Committee Meeting of 8 September 2003 be
confirmed.
DECLARATIONS OF INTEREST
There were no declarations of interest.
REPORTS OF COMMITTEES
Road Safety Committee Meeting - 27 August 2003
PRC 95
RESOLVED on the MOTION of Councillor Sheehy seconded Councillor
Aitken that the recommendations of the Road Safety Committee Meeting of 27 August 2003
be adopted.
MASTER PROGRAM REPORTS
1

Proposal for new rowing facility at Weir Reserve

3081/1 Pt3

Mr Tim McClaren and Mr Terry Meakin, representing a group of interested parties in setting
up a rowing facility, addressed the meeting and gave a presentation about the concept of
establishing a rowing centre of excellence at the Weir Reserve site.
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Mr Meakin spoke about the enthusiasm that existed for the establishment of such a facility
and Mr McClaren spoke about the demand for such a facility in Sydney, and the benefits it
could bring to the Penrith area. Mr McClaren also showed examples of such facilities from
around the world.
PRC 96
Aitken

RESOLVED on the MOTION of Councillor Sheehy seconded Councillor

That
1.

Council receive the report and presentation from representatives of the
University of Technology, Sydney Union, University of Technology Sydney
Rowing Club and Sydney Boys High School Foundation regarding the
proposal for a new centre of sporting excellence at Weir Reserve

2.

Proponents be advised that Council supports in principle the project and that
further investigations continue as outlined in this report.

His Worship the Mayor, Councillor Davies thanked Mr Meakin and Mr McClaren for their
presentation and said that Council would be happy to receive a further presentation when the
project had progressed further.
2

Penrith Regional Gallery & Lewers Bequest - Capital
Improvement Masterplan

23/55

Ms Siobhan McInerny from the consulting architects, PTW, addressed the meeting and
outlined the proposed capital improvement program at the Penrith Regional Gallery and
Lewers Bequest.
Councillor Evans left the meeting the time being 7:59PM.
Mr John Kirkman, the Director of the Penrith Regional Gallery and Lewers Bequest, spoke to
the meeting and gave apologies for the Chairman of the Gallery Board, Mr Peter Anderson
AM who was unable to attend due to illness. Mr Kirkman said that the proposed
improvements accentuated both the heritage and the functionality of the gallery. He said that
the number of visitors had increased from 13,000 to 47,000 per year and that the capital
works would make the experience of visiting the gallery even more meaningful and
enjoyable.
Councillor Evans returned to the meeting the time being 8:10PM.
Councillor Bradbury left the meeting the time being 8:10PM.
PRC 97
RESOLVED on the MOTION of Councillor Bateman seconded Councillor
Aitken that Council receive the presentation and endorse the proposed capital improvement
program at the Penrith Regional Gallery and Lewers Bequest.
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3

Service Specification Program - Service Reviews

PRC 98
Sheehy

36/35

RESOLVED on the MOTION of Councillor Bateman seconded Councillor

That:
1. The information contained within the Service Specification Program – Service
Reviews Report be received.
2. The Specifications for Services Marketing, Mapping Information, Risk
Management and Insurance be adopted with an amendment to the words on page
6 of the Specifications document, such that the two paragraphs before the table are
replaced by the following paragraph:
"The Service Provider must ensure that the staff performing the
services have the qualifications and experience necessary, as stated
below, to legally perform their duties, unless otherwise stated".
Councillor Aitken left the meeting the time being 8:13PM
Councillor Bradbury returned to the meeting the time being 8:16PM.
Councillor Aitken returned to the meeting the time being 8:17PM
4

Proposed amendments to the Local Government Act.

PRC 99
Aitken

754/3 Pt 11

RESOLVED on the MOTION of Councillor Bateman seconded Councillor

That :
1. The information contained within the Report outlining the proposed amendments
to the Local Government Act to the Policy Review Committee Meeting be
received.
2. A letter be sent to the President, Local Government Association of NSW and the
President, Shires Association of NSW consistent with the content of this Report
and /or discussions raised at the Policy Review Committee Meeting.

5

International Links Program - Councillors & Officers
Expenses

PRC 100
Evans

3/4

RESOLVED on the MOTION of Councillor Aitken seconded Councillor

That:
This is Page No 3 of the Unconfirmed Minutes of the Policy Review Committee Meeting
of Penrith City Council on Monday 22 September 2003

Unconfirmed Minutes of the Policy Review Committee Meeting of Penrith City Council
held in the Council Chambers, Penrith on Monday 22 September 2003

1. The information in the report on the International Links Program - Councillors &
Officers Expenses be received
2. The proposed daily allowance, as outlined in the report on the International Links
Program - Councillors & Officers Expenses be implemented for the upcoming
International Links Program Tour
3. Cash advance on Corporate Credit Cards for the Mayor and those Council
Officers taking part in the tour be permitted for the period of the tour
4. The daily allowance be paid in advance as a combination of travellers cheques and
currency as requested by each delegate.
There being no further business the Chairperson declared the meeting closed the time being
8:21PM.
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PENRITH CITY COUNCIL
Procedure for Addressing Meetings
Anyone can request permission to address a meeting, providing that the number of
speakers is limited to three in support of any proposal and three against.
Any request about an issue or matter on the Agenda for the meeting can be lodged
with the General Manager or Public Officer up until 12 noon on the day of the
meeting.
Prior to the meeting the person who has requested permission to address the
meeting will need to provide the Public Officer with a written statement of the
points to be covered during the address in sufficient detail so as to inform the
Councillors of the substance of the address and a written copy of any questions to
be asked of the Council in order that responses to those questions can be provided
in due course.
In addition, prior to addressing the meeting a person addressing Council or
Committee will be informed that they do not enjoy any privilege and that
permission to speak may be withdrawn should they make inappropriate comments.
It should be noted that speakers at meetings of the Council or Committee do not
have absolute privilege (parliamentary privilege). A speaker who makes any
potentially offensive or defamatory remarks about any other person may render
themselves open to legal action.
Prior to addressing the meeting the person will be required to sign the following
statement:
“I (name) understand that the meeting I intend to address on (date) is a
public meeting. I also understand that should I say or present any material
that is inappropriate, I may be subject to legal action. I also acknowledge
that I have been informed to obtain my own legal advice about the
appropriateness of the material that I intend to present at the above
mentioned meeting”.
Should a person fail to sign the above statement then permission to address either
the Council or Committee will not be granted.
The Public Officer or Minute Clerk will speak to those people who have requested
permission to address the meeting, prior to the meeting at 6.45pm.
It is up to the Council or Committee to decide if the request to address the meeting
will be granted.

Where permission is to be granted the Council or Committee, at the appropriate
time, will suspend only so much of the Standing Orders to allow the address to
occur.
The Chairperson will then call the person up to the lectern or speaking area.
The person addressing the meeting needs to clearly indicate:
•

Their name;

•

Organisation or group they are representing (if applicable);

•

Details of the issue to be addressed and the item number of the report in the
Business Paper;

•

Whether they are opposing or supporting the issue or matter (if applicable)
and the action they would like the meeting to take;

•

The interest of the speaker (e.g. affected person, neighbour, applicant,
applicants spokesperson, interested citizen etc).

Each person then has five minutes to make their address. Those addressing Council
will be required to speak to the written statement they have submitted. Permission
to address Council is not to be taken as an opportunity to refute or otherwise the
points made by previous speakers on the same issue.
The Council or Committee can extend this time if they consider if appropriate,
however, everyone needs to work on the basis that the address will be for five
minutes only.
Councillors may have questions about the address so people are asked to remain at
the lectern or in the speaking area until the Chairperson has thanked them.
When this occurs, they should then return to their seat.

Steve Hackett
Public Officer
02 4732 7637

August 2003

Carpenter Site Development Working Party

20 August 2003

Report and Recommendations
Committee: Carpenter Site Development Working Party
Date:
Chairperson:
Declarations of Interest:

20 August 2003
His Worship the Mayor Councillor Greg Davies
None

The Working Party met at 6.30pm and concluded at 8.33pm and made the following
recommendation:
Master Program Reports
1

Carpenter Site - Masterplan Study

4100/67

RECOMMENDATION:
That:
1.

The presentation/Workshop on the site development options for the Carpenter
Site be received.

2.

A further report be submitted to the Working Party on the preferred options to
be prepared by DEM for the Carpenter Site arising from the meeting.

3.

A tour of appropriate and similar sites to be arranged by DEM in considering
urban branding development themes and innovative concepts for the Carpenter
Site.

This is Page No 1 of 1 of the Report and Recommendation of the Carpenter Site
Development Working Party Committee of Penrith City Council held on Wednesday 20
August 2003

Penrith Valley Community Safety Partnership

17 September 2003

Report and Recommendations
Committee: Penrith Valley Community Safety Partnership
Date:
Chairperson:
Declarations of Interest:

17 September 2003
Gary Dean, Facilities Operations Manager
None

The Working Party met at 7.00pm and concluded at 8.30pm and made the following
recommendations:
MASTER PROGRAM REPORTS
1

Launch of the HOST'S Pack and the Young People in Rental
Accommodation Package

1117/29 pt6

RECOMMENDATION
That the report concerning information on the development and launch of the HOST’S Pack
and the Young People in Rental Accommodation be received.
2

Penrith Valley Community Safety Plan - Key Area Strategy
Development and project updates.

1117/29 pt 6

RECOMMENDATION:
That the report concerning the progress of project implementation and development be
received.
3

Domestic Violence & Sexual Assault International Conference
2003

1117/29 pt 6

RECOMMENDATION:
That:

This is Page No 1 of 2 of the Report and Recommendation of the Penrith Valley
Community Safety Partnership Committee of Penrith City Council held on Wednesday
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Penrith Valley Community Safety Partnership

4

17 September 2003

1.

The report on the attendance at the Domestic Violence and Sexual Assault
International Conference and site visits to Eagleby & Varsity Lakes by
Council Officers be received.

2.

The presentation of highlights on visits to Eagleby and Varsity Lakes be
received.

Engineering Links to Community Safety & Neighbourhood
Renewal

1027/14 pt 6

RECOMMENDATION:
That this report be received.

This is Page No 2 of 2 of the Report and Recommendation of the Penrith Valley
Community Safety Partnership Committee of Penrith City Council held on Wednesday
17 September 2003
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The City in Its Region
1

Westlink M7 - Project Overview

Compiled by:

Craig Ross, Design & Technical Advice Manager

Authorised by:

Craig Ross, Design & Technical Advice Manager

(9011/49 Pt 2)

Management Plan 4 Year Outcome:
A Strategic Access and Transport Plan, integrated
with land use planning, is developed and being implemented.
Critical Action:
Lobby to secure the early construction of the Werrington Arterial,
Western Sydney Orbital and improvements to identified major road intersections.
Purpose
The purpose of this report is to enable Council to receive a presentation from the
Abigroup Leighton Joint Venture and the Roads and Traffic Authority (RTA) on the
development of the Westlink M7 project.
Background
Council has previously been advised of the announcement by the State Government to
progress the Westlink M7 project (Western Sydney Orbital). Contracts for the project have
been awarded to a joint venture between the Abigroup and Leightons and work commenced
on the construction in July this year.
Current Situation
Arrangements were made for a site inspection by Councillors in July this year, however this
was subsequently cancelled. In lieu of the site visit, arrangements have been made for a
presentation on the project to be made to tonight’s meeting.
A representative of the Joint Venture and RTA will provide the presentation to Council and
respond to any Councillor questions.
RECOMMENDATION
That the report on the Westlink M7 project be received.

Access and Transport
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The City in Its Environment
2

Urban Improvement Program - Werrington Enterprise Living
and Learning (WELL) Precinct Strategy

Compiled by:

Joanne Tapp, Senior Environmental Planner

Authorised by:

Roger Nethercote, Environmental Planning Manager

4105/89

Management Plan 4 Year Outcome:
New release areas deliver quality urban
environments.
Critical Action:
Plan new release areas to achieve quality urban environments.
Purpose:
The purpose of this report is to provide clarification and additional information sought by
Council, relating to the consultation strategy, the use of the WELL website, and the rationale
of including land already zoned within the WELL precinct. This report also provides an
opportunity for Councillors to clarify matters of any concern in an informal workshop
environment with Council Officers. A presentation will be made by Council’s Environmental
Planning Manager – Roger Nethercote, and Senior Environmental Planner – Joanne Tapp in
relation to the WELL Precinct Strategy.
Background
At its meeting of 8 September 2003, Council considered a report which outlined the current
status of the WELL project. A copy of that report is included in the attachments. Council
resolved as follows:
(1)

Consideration of this matter be deferred and a further report be prepared for
the Council.

(2)

The further report should consider:

(3)

(a)

Strategies designed to improve consultation with residents and private
landowners within the precinct;

(b)

The appropriateness of hosting WELL precinct information on
Councils website;

(c)

The appropriateness of dealing with areas in the WELL precinct that
have already been rezoned and need not be held up by the WELL
process.

Residents be notified before the matter next comes up before Council.

These matters are discussed below.
This report has been presented to Council as an information report and will be accompanied
by an informal presentation in an effort to promote dialogue and respond to matters requiring
clarification. This would ordinarily be a matter for a Councillor workshop, however there
were limited opportunities for such a forum to be convened before the Christmas break.

Urban Environment
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It is intended that a further report, which will bring forward recommendations for Council’s
consideration, including any issues raised by Councillors in tonight’s Policy Review
Committee meeting, be presented to Council’s Ordinary meeting of 3 November 2003. In
accordance with Council’s request, residents who participated in the Workshop process will
be invited to attend that meeting.
Consultation with Residents and Landowners
A ‘Communications Strategy’ was prepared as part of the overall WELL Precinct Strategy in
order to engage the community in continued communication and consultation throughout this
project. The strategy aims to actively engage key stakeholders and the broader community as
part of a strategic plan for the precinct. The key objectives of the communication strategy
are:
•
•
•
•
•

Create awareness of the project
Generate community interest in the project
Keep community and stakeholders informed of project progress and status
Assist in gaining broad community support for project outcomes
Add value to the planning outcomes from the project

The strategy contains a number of important principles and aims to provide a framework for
ensuring that consultation is both effective and meaningful.
Importantly, the
Communications Strategy identifies a wide range of community and other stakeholder
interests and seeks to ensure that a range of opportunities are made available for informing
the public and providing points at which they are able to actively participate and input into
the development of outcomes for the precinct. A copy of the Communications Strategy is
included in the attachments to this report.
The specific components employed to date to advise and engage residents and landowners
are:
•

The Enquiry by Design (EbD) process included a detailed suite of elements designed to
advise and engage residents and landowners in the workshop process. These included:
-

•

Letters and brochures advising of the upcoming EbD process were mailed to some
4855 residents and landowners in and surrounding the WELL precinct
(approximately 1500 of those were sent to the private land owners within the
precinct);
Media releases and newspaper articles featuring in local newspapers;
Community notices presented in the Penrith Council notices in the Penrith Press;
Follow-up letters to EbD participants.

The WELL website provides details about the background and current status of the
project. It is being updated as the project advances and also provides a direct link to
Council for visitors to the site to provide their views and ideas about the project.

We have reviewed these communication processes and considered opportunities to improve
consultation with residents and landowners. In addition to Council’s request of notifying the
residents who participated in the EbD process of reports being submitted to Council, the
following additional measures could be employed.
•

Provide an opportunity for a representative of the private land owners within the Caddens
Road release area to participate with the steering committee in its future deliberations on
the WELL precinct strategy and concept plans.

Urban Environment
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•

Provide an opportunity for the owner of the land located between the UWS and TAFE
campuses in O’Connell Street (near the Second Avenue intersection) to participate in
discussions with the steering committee on the planning concepts for the precinct,
particularly the ‘village hub’.

•

In Community Newsletter number 2, provide a process ‘map’ which outlines the key
elements in the process, the status to date and the steps forward.

•

Review the WELL website to provide more information on the process, outcomes of the
EbD workshop process and the actions that will be occurring to move the project forward.
Also, the maps attached to the website will be reviewed. To allay confusion over the
status of the workshop outcomes, the concept plan which emerged as an option from the
EbD workshop has already been removed.

•

Attach the reports presented to Council on the project to the WELL website.

WELL Website
The Communications Strategy established for the WELL Strategy provided for a suite of
communications tools including the establishment of a website to communicate the project
concept and its status. It is intended the website be utilised to promote awareness and
understanding of the project, opportunities for ongoing involvement, receipt of community
and stakeholder views, and the communication of project outcomes and future processes.
The WELL website has been running for approximately two months, and is accessed by a
link attached to the Penrith City Council website. There is no separate ‘information board’
on Council’s website which specifically provides details about the WELL precinct. The
website also provides direct email links to the Precinct Place Manager and relevant Council
officer, so that we can continue to gather comment on the WELL project as it progresses.
The WELL website is a valuable conduit to ensuring the community and stakeholders alike
can remain up-to-date with progress of the WELL Strategy and which, importantly, provides
opportunities for ideas and comments to be communicated to Council.
It is considered appropriate that the WELL website remain attached to Council’s website,
given that the WELL project was initiated, and is co-ordinated, by Council. Council is the
only organization with the ability to co-ordinate community interests, the range of land use
issues contained in the WELL precinct, and the statutory framework required to progress
future land use arrangements. Also, Council will need, at the end of the process, to take
formal judgements on the future planning directions for the precinct. As such, Council
should be seen to be the active owner of the project and related processes.
Inclusion of Areas Already Zoned Residential
During the EbD workshop process, a number of concerns were raised by residents concerning
areas which are already zoned for residential development purposes, and the implications of
their inclusion within the WELL Precinct strategy.
The WELL precinct boundary was defined on the basis of a number of individual planning
and development activities which were either occurring or imminent, within the Kingswood /
Werrington area. These included Claremont Meadows Expansion Area (east and south of the
existing urban area of Claremont Meadows), Werrington Mixed Use area (formerly
Werrington Signals), and a review of the residential precinct south of the Werrington Railway
Station. A copy of the WELL Precinct study area is appended to this report.

Urban Environment
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Claremont Meadows Estate
The Claremont Meadows Estate was included within the WELL precinct given its
relationship adjacent the UWS campus, the proposed Caddens Road Release Area and
strategic transport links. Opportunities for establishing linkages between these residential
communities, and examining the role of Caddens Road in particular in servicing the wider
precinct are key elements for consideration.
Council recently considered at its meeting of 16 June 2003 a report on the status of the
planning for the Claremont Meadows Expansion Area and resolved to adopt a series of key
principles upon which the planning review for this area will be based. Council also resolved
to proceed with the development of a new Local Environmental Plan, Development Control
Plan and Section 94 Contributions Plan for the Expansion Area. This separate planning
process is being advanced.
It was acknowledged that the planning investigations involved with the Claremont Meadows
Expansion Area would be undertaken in tandem with the WELL strategy and the two
processes could inform each other. It was recognised that there was no benefit to be obtained
by delaying the advancement of the Claremont Meadows Expansion Area planning pending
the realisation of outcomes from the WELL Precinct Strategy.
The adopted principles for the planning of the Claremont Meadows expansion area were
considered and tested in the EbD workshop and found to be an appropriate planning
direction. Given the pursuit of the independent planning examinations for the Expansion
Area, the fully developed nature of the existing Claremont Meadows (Stage 1) Estate, and the
understanding that Caddens Road will be required to form a key traffic link to the Caddens
Release Area and the WELL Precinct generally, the Claremont Meadows Estate could be
removed from the WELL precinct study area.
Werrington Mixed Use Area (formerly Werrington Signals)
The Werrington Mixed Use Area is located between the Great Western Highway and the
Railway line, between French Street and land owned and occupied by UWS to the east. The
recent review of landuse opportunities on this site has introduced mixed-use employment and
residential areas, with a focus on the proposed UWS railway station. Establishing a safe and
direct pedestrian link along O’Connell and French Streets, between the future ‘village hub’,
education precinct and the proposed station is seen as one of the critical outcomes to the
success of the WELL Precinct Strategy.
Council in December 2002 resolved to adopt a Local Environmental Plan and Development
Control Plan for the site which embraced these planning principles. The LEP is presently
with DIPNR awaiting its final assessment and gazettal and we are continuing to discuss the
Masterplan for the site with Department of Defence representatives.
The future UWS railway station and its associated linkages and opportunities, is central to the
success of the WELL Strategy outcomes. Given this, and the site’s physical relationship to
adjacent UWS land holdings presently being examined in the WELL process, it is considered
appropriate that the Werrington Mixed Use Area continue to be included in the WELL
Precinct at this stage.
It is acknowledged, however that once the planning and funding arrangements for the
Werrington Mixed Use Area have been finalised, there should be no impediment to its
physical development, since the ideas generated by the WELL EbD process are consistent
with the planning direction of the Werrington Mixed Use Area.

Urban Environment
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Residential precinct south of the Werrington Railway Station
There is a small, residentially zoned housing precinct adjacent to the southern side of
Werrington Railway Station, in the north-eastern corner of the WELL precinct study area.
This area was included in the study given its adjacency to the Station and related access and
the need to consider the best means of its integration into the wider precinct.
The EbD workshops identified, as one of its key principles, the need for enhancement and
rejuvenation of the residential neighbourhood immediately south of the Werrington Railway
Station. It has been considered that desirable planning outcomes might include mixed
residential/business development which would enliven and optimise passive surveillance
opportunities within this precinct.
Whilst some of the redevelopment options considered would be permissible under the current
planning framework, the inclusion of this neighbourhood within the WELL precinct can help
to ensure that a future planning approach and redevelopment can occur in an integrated,
rather than ad-hoc manner. For these reasons, this residential precinct should remain within
the study area at this stage.
Other Significant Elements of the Study Area
Other than the existing residentially zoned precincts raised above, there are a number of
important parts of the WELL Precinct which are critical to the delivery of a successful
strategy for the area which bear further comment.
Caddens Road Release Area
The Caddens Road Release Area has long been identified as a potential future urban area on
the State Government’s Metropolitan Development Program (MDP). Any rezoning would
depend on the outcomes of the WELL process and future environmental investigations
required to justify an urban zoning. The map appended to this reported identifies the
Caddens Road Release Area location.
The Caddens Road Release Area precinct has important relationships with the land to its
north, which comprises UWS holdings. Key local road accesses traverse this area and there
is a strong relationship emerging between it and the suggested location of a village ‘hub’ on
O’Connell Street. It is likely that, in the future, the Caddens Road precinct will largely
accommodate residential development of a mixed-use and mixed density nature, however the
treatment of the interface with adjoining land to the north and the Orchard Hills area to the
south requires further detailed consideration. For this reason, it is critical that the Caddens
Road area remain within the WELL precinct strategy development.
Western edge of WELL precinct adjacent to Kingswood residential area
The EbD process generated the concept of some housing located on the ‘hilltop’ area
adjoining Caddens Road in the south-western corner of the precinct and on the western flanks
of the UWS Kingswood campus, adjacent to the Kingswood residential neighbourhood.
These areas are not included within the area identified in the Caddens Release area listed on
the Metropolitan Development Program. The ‘hilltop’ area has remained with a rural zoning
under SREP 25 – Orchard Hills, and is in the ownership of the original subdivider, Landcom.
These propositions drew resident concern during the workshop process. The idea for
extensive housing in this location has not been previously contemplated, either by the
University or as part of the previous Caddens Release Area examinations. The provision of
housing in these two sensitive locations is not necessary given the extensive opportunities to
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be found elsewhere in the WELL precinct. As such, Council may consider the position of not
supporting extensive residential development in these two (2) locations. Student housing
associated with existing development on the University campus may, however, continue to be
appropriate on campus land.
North Werrington UWS Campus
Development of a high quality business park on UWS land north of the Great Western
Highway has been a strategic goal of Council for some time, and has been the subject in
recent years of discussion with University representatives.
The concept envisaged during the workshops involves the development of large, high profile,
quality designed ‘landmark’ buildings set in a context of open parkland, enjoying exposure
and proximity to both the railway line and the Great Western Highway. There might also be
opportunities for ‘embryo’ businesses to occupy and utilise the existing UWS buildings and
infrastructure, offering lower set-up and establishment costs. These ideas pick up on the
discussions with UWS and the sentiment expressed in Council’s Strategic and Management
Plans for the establishment of an employment park on the University campus.
These ideas are consistent with Councils ambitions for this part of the precinct and are critical
to providing the next major employment area in Penrith. As such, the concept of a high
quality business park on the northern University campus is worthy of continued support.
Council Owned Land in Victoria Street, Werrington
The land located immediately north of the proposed UWS railway station, between Shaw
Park and the Werrington Mixed Use Area is owned by Council. Council was in the process
of commencing a feasibility investigation of the potential of this land when the scope of the
WELL Precinct Strategy was being considered. Given the location of Councils land adjacent
to the proposed railway station, and the need to ensure strong connections between it and the
Werrington Mixed Use precinct and University campuses to the south, it is considered
appropriate for the WELL process to continue to consider suitable outcomes for the future
use of this land.
The EbD process emerged with suggestions for a mix of housing as potentially appropriate
for this site, particularly given its adjacency to the proposed railway station and existing
community precinct. Clearly, more detailed discussion will need to occur with the adjoining
community relating to options which will emerge for the land.
Village Hub
The establishment of a village town centre (“hub”) near the intersection of O’Connell Street
and Second Avenue, has emerged as a foundation principle for the precinct. It would provide
retail, business and opportunities for University/TAFE administration and student services.
Housing to serve the local residential and campus communities is also an opportunity. The
centre’s success relies on both the TAFE and UWS channelling expansion as it occurs toward
the Second Avenue / O’Connell Street intersection to reinforce the educational focus of the
hub and promote activity and vitality to its street frontages.
Establishing a strong physical connection between the new railway station and the ‘hub’ is
considered highly important to ensure its vitality, enhancing the attractiveness of the new
station as a means of travelling to and from the business, educational and residential activities
within the WELL precinct.
The opportunities for small to medium scale business enterprises integrated with University
and TAFE activity around the hub is also considered would energise this location and create
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higher activity levels during working hours. This would provide for a broader mix of
business and employment activities within the precinct and would in our view add to its
attractiveness to co-locate new enterprises in the City. As such, the principle of a village hub
is an important one for the precinct and the concept should be further considered by the
Steering Committee as a priority element.
Next steps to advance the project
There are a number of elements which need to be advanced to move the project forward.
•

Securing commitment from the key stakeholders/project partners is essential to ensuring
an integrated approach being realised for the precinct. As anticipated, many issues are
not yet resolved given the ‘ideas-generating/testing’ nature of the EbD process. Further
refinement and examination of the concept principles derived during the EbD workshops
will be undertaken by the WELL Steering Committee and reported back to Council for
consideration. This process will allow us to take a practical position on the ideas that
were produced and develop a commonly agreed base for policy formulation.

•

Ensure effective community consultation mechanisms are pursued, potentially including
the enhancements outlined in the report to the ‘Communication Strategy’.

•

The nature and scale of the land use and development opportunities available in the
WELL precinct are such that elements of it are likely to proceed at different stages. The
challenge will be to develop a management and statutory planning framework which will
be able to appropriately manage the individual elements as they move forward. The
content and scope of such a framework is currently being explored and will also be the
subject of further consideration by the WELL Steering Committee.
Council has a statutory role in the preparation and adoption of new plans which will guide
the future development of the precinct. It also has a consent role for that subsequent
development. Council’s land ownership in the precinct is not a barrier to it pursuing these
statutory responsibilities, and can be effectively managed in following the requirements
set down in the Department of Infrastructure, Planning and Natural Resources’, ‘Best
Practice Guideline – LEPs and Council Land’.

•

Further examination of the feasibility of the key business, education, housing and ‘hub’
concepts envisaged for the WELL precinct. The ‘proving up’ of these concepts will
follow the further refinement of the concepts by the Steering Committee and will
determine the need, or otherwise, for engagement of appropriate specialist consultants to
undertake further research.

Conclusion
The Werrington Enterprise, Living and Learning Precinct Strategy has the potential to shape
and manage the development of the area to deliver sustainable residential, employment,
educational and infrastructure planning outcomes.
The EbD process has been an important first step in the precinct planning process and one
designed to engage the community and other stakeholders as early as possible, prior to any
formal plans being developed. The EbD process was successful in gleaning a wide range of
viewpoints, which have been valuable in giving some structure to the overall precinct.
In order to advance the project, it is necessary to refine and review the EbD workshop
outcomes and examine the issues raised during the process. It will be important to achieve
support for the concepts emerging in that review from the major stakeholders. We will
continue the commitment to providing opportunities for community consultation, including
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the advancement of the project to the next major public consultation point which will see a
concept plan developed and exhibited for further community input.
The immediate steps forward will involve the presentation of a further report to Council’s
Ordinary Meeting of 3 November 2003 seeking Council’s endorsement commitment to the
planning principles developed to date and to the identified path forward, to progress the
strategy. In accordance with Council’s request, residents who participated in the workshop
processes will be advised of that meeting date and given the opportunity to attend.
RECOMMENDATION
That the report on the status of the Werrington Enterprise, Living and Learning Project be
received and noted.
1
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The City in Its Environment
3

Collection of Green Waste

7004/41

Compiled by:
Geoff Brown, Waste Services Supervisor and Peter Browne,
Senior Corporate Accountant
Authorised by:

Barry Ryan, Waste & Community Protection Manager

Requested by:

Crs Dion Bailey & Cathy O’Toole

Management Plan 4 Year Outcome:
Resident and business waste to landfill is reduced.
Critical Action:
Develop initiatives to encourage and promote recycling and waste
minimisation.
Purpose:
To inform Council of the need, or otherwise, to provide containerised services and/or extra
scheduled clean-ups for residents, solely for green waste.
History
The separation and processing of green waste to reduce waste to landfill has been on the State
and Local Governments’ agenda for many years.
In 1992 the State Government introduced a Waste Management Green Paper focusing on
waste reduction to landfill sites with a target of reducing by half the amount of waste
disposed of to landfill by year 2000 compared with 1990.
The waste reduction target was increased from 50% to 60% following further consideration
by the NSW Government.
In 1995 the Waste Minimisation and Management Act was created, which led to the
development of Regional Waste Boards. It was the Waste Boards’ role to develop and
implement strategies to reduce waste by 60%.
In 1996 the Environment Protection Authority developed a Draft Green Waste Action Plan
with its primary objective to ban green waste from landfill disposal by 1 January 1998,
however this plan did not come to fruition as there was insufficient research provided on
ensuring that sufficient markets were available for this material.
In October 2001 the Waste Boards were abolished and replaced by Resource NSW who has
the responsibility of preparing policies and strategies for waste avoidance and resource
recovery.
Background of Council’s Activities
Council is currently into its seventh year of a ten-year contract for the provision of domestic
waste services. The current service level provides weekly and fortnightly containerised
collections for garbage and recycling respectively.
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The service also includes an on-call clean-up collection where residents can obtain up to four
clean-ups each year. Material that will be removed in the clean-up service generally includes
household items too large for the garbage bins. Items may include furniture, carpet,
whitegoods and vegetation. Restrictions on type of material, volume and presentation apply.
In June 2002 the clean-up service level was increased from 70 to 98 collections per day. The
additional truck that is used to perform the additional services is also used to collect
residential “orphan waste” (dumped waste) left on the nature strip. The clean-up and orphan
waste tonnages represent 3.5% of our annual domestic waste output.
Prior to the demise of the Waste Boards, Council and other Western Sydney councils were
developing programs to compliment waste minimisation and management strategies being
developed by the Western Sydney Waste Board. It was the Board’s objective to reduce waste
to landfill by 60% of the 1990 levels by the year 2000 in accordance with the requirements of
the Waste Minimisation & Management Act. This was also Council’s objective under its
Management Plan at that time.
In brief, the Western Sydney Waste Board strategies for domestic waste included the
following:
•

Development of five pre-treatment facilities for the treatment and processing of
domestic garbage for reuse as compostables and energy recovery.
Council officers are currently negotiating with Waste Service NSW to accept waste
for treatment and reuse at the Eastern Creek facility (currently under construction).
A report will be presented to Council at the completion of these negotiations.

•

Development of Drive-Thru Recycling Centres for community use via resident selfhaul.
A resident drop-off facility was proposed at Werrington. It is understood that
Resource NSW will be promoting the provision of this type of service at waste
disposal centres. Resource NSW have advised that they are conducting a
comprehensive review of residential bulky waste disposal options and will advise
council of future outcomes.

•

Development of recycling services to maximise yield and to standardise contracts.
The NSW Jurisdictional Recycling Group (an EPA initiative) has a priority to support
local councils to move towards improved practices in terms of kerbside recycling
contracts and systems, increasing markets both for currently collected and emerging
materials, and providing data to guide continued program development.

•

Development of garden/kitchen organics programs to maximise the reuse of this
resource.
The Western Sydney Waste Board’s Policy for the recovery/reuse of garden organics
in priority order was as follows:
(i)

On-site management including community education and provision of services
for mulching, composting, worm farming and low maintenance no waste
gardening.

(ii)

Drop-off facilities for access by the local community.
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Provision of an at-call bulk green waste collection service.

The Board identified that the highest resource value for green waste was to keep and reuse
this resource at its source. That is, compost, mulch and worm farm this material at residents’
homes.
Council’s Waste Education Officer has developed and implemented education programs and
conducted promotional activities relating to on-site management of garden and kitchen
organics. This has been in progress since the development of the strategy by the Western
Sydney Waste Board. The education and promotion activities included:
•
•
•
•

Earthworks courses (adult education dealing with composting, worm farming and nodig gardens)
School education
Displays and demonstrations at shopping centres and community events
Promotion and sale of compost bins and worm farms

These programs are ongoing and were developed to compliment pre-treatment of waste and
our current garbage and recycling service.
Green Waste Trial
To determine the effectiveness and obtain an estimate of costs to provide a green waste
collection service, a trial for a 12-month period during 1995/1996 was conducted. The trial
involved 920 households receiving fortnightly and weekly collections using 240 litre MGBs.
Results of the trial are as follows:
•

Achieved 79.8% and 82.5% participation levels for fortnightly and weekly collections
respectively

•

Garden waste comprised 26% of the domestic waste stream

•

Contamination levels average 15% per truck load by volume

•

Three truck loads were rejected due to very high contamination levels

•

A yield of 381.86 tonnes of green waste was collected (0.41 t per household per
annum). Projected over the whole City, a total annual yield of 18,200 tonnes could be
expected.

•

Waste in the standard bin for the survey area was 15.85 t / week or .89 t per home per
annum. This compares to the Council average at the time of .935 t / household per
annum.

The survey indicates that if Council simply adds another bin with no other action, onsite
treatment of waste (composting of garden and kitchen organics) may decline. As household
composting is the preferred method of disposal, it is difficult to argue that the provision of
green waste bins would be environmentally friendly unless it was accompanied either by a
massive education program or other changes to the waste disposal service such as reducing
the size of the standard bin.
The other major issue with green waste collection service of this type is the high
contamination levels. This may lead to higher disposal costs and in some cases rejection may
occur and the material would then be landfilled. Some councils have had success with
reducing contamination levels in green waste by providing a significant ongoing education,
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monitoring and surveillance (in-truck cameras) program, however, this requires additional
staff resources and/or contractor cost.
A green waste service of this nature together with Council’s current recycling service would
provide a 46% diversion of our total domestic waste from landfill, however an increase in the
total waste collection (domestic waste, green waste and recycling materials) would occur. It
is estimated that total waste collected would increase to a level exceeding 400 k/c/a
(kilograms per head of population per annum). In 2002/03 total waste collected was 379
k/c/a.
If we provide additional bins it will give residents the opportunity to generate and dispose of
more waste (unless a smaller garbage bin is mandatory for the collection of domestic waste).
Smaller garbage bins limit the amount of garbage that residents can dispose of. In council
areas where the socio-economic make up consists of young families, the provision of small
garbage bins may not be sufficient. If this is the case, residents will either purchase a larger
bin at an increased cost or dispose of any excess waste in either the recycling or green waste
bins provided. Other councils who currently provide this form of service have confirmed
evidence of this contamination. Councils green waste trial in 95/96 also verified the
contamination problems and it must be recognised that 240 L domestic waste bins were
utilised by residents for the collection of general waste during this trial.
In 2001 Council proposed to commence another green waste trial based on an on-call
collection service, as promoted by the Western Sydney Waste Board, however with the
demise of the Board and the then imminent commencement of the South Windsor pretreatment plant, the trial was not continued. The inclusion of green waste with the general
waste was an integral part of this pre-treatment plant’s operations.
Services Provided by Other Councils
Based on the information from other councils, Penrith could expect annual collection and
disposal costs of approx. $2.66M (an extra $55.41 p.a. above current domestic waste charges
for an estimated 48,000 households that would use the service) for a containerised service
(which includes $310,811 per annum for 10 years for the initial purchase of new waste bins)
and up to $750,000 per annum (depending on service level) for a bulk green waste collection
service.
A reduction in landfilling costs (of $520,000) for domestic waste is likely to occur if residents
were provided with a 140 Litre bin to replace the 240 Litre bin on the introduction of the
green waste service.
Summary
Local councils have been endeavouring to develop strategies to reduce waste to landfill since
1992. Penrith’s strategy has stalled as a result of the demise of the Western Sydney Waste
Board. Garden and kitchen waste represent approximately 30% and 20% respectively of the
domestic waste stream. This organic fraction is the largest single waste component that has
been targeted to reduce domestic waste.
There are 44 councils in the Sydney Metropolitan area and 20 of these councils provide a
kerbside collection service for garden waste. There are three major concerns with regard to
the provision of services to remove green waste.
Firstly, there may be insufficient markets to deal with green waste should there be an
increased contribution by councils in the Sydney Metropolitan Area. This could result in the
stockpiling of green waste or, at worst, the landfilling of this material. Resource NSW advise
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that there is currently insufficient markets for green waste and councils should hold off for at
least two years if they are contemplating the introduction of this type of service.
The second concern is the high cost involved in the provision of a separate service for green
waste.
The third concern is the high contamination level of containerised green waste services.
Whilst some success has been made in reducing contamination levels by education and
surveillance, there is a possibility of rejection and landfilling of this material.
There are several methods of green waste services that can be utilised including a
containerised service, on-call collections as promoted by the Western Sydney Waste Board,
zone based collections, kerbside chipping services, and the use of alternate treatment
technology currently being developed at Eastern Creek by Waste Service NSW.
Green waste services and other domestic waste service options should, however, be
considered when preparing the documentation for Council’s waste services tender at the
expiry of the current waste service contracts in 2006/2007.
RECOMMENDATION
That the report on Collection of Green Waste be received.
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Alternative Waste Treatment

Compiled by:

Geoff Brown, Waste Services Supervisor

Authorised by:

Barry Ryan, Waste & Community Protection Manager

7004/8

Management Plan 4 Year Outcome:
Resident and business waste to landfill is reduced.
Critical Action:
Develop initiatives to encourage and promote recycling and waste
minimisation.
Purpose:
Council is committed to reducing waste, both by residents and businesses throughout the
City. Alternative waste technologies are seen as the primary method to achieve these
reductions of waste to landfill. A presentation will be made on current alternative waste
treatment services being adopted by Waste Service NSW.
Background
At the Policy Review Meeting of 23 September 2002, Council was provided with an
overview of Alternative Waste Treatment (AWT) technologies being developed by Waste
Service NSW for Eastern Creek.
Current Situation
Recent discussion with staff of Waste Service NSW has indicated that there have been
advancements in the proposed technologies since September 2002 and construction of the
new plant at Eastern Creek has commenced.
Waste Service NSW will provide an overview of recent developments.
Council has an outcome to ensure resident and business waste to landfill is reduced and the
use of alternative waste treatments is seen as a significant method of achieving this goal.
RECOMMENDATION
Council receives the presentation from Waste Service NSW.
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5

Indicators of Social Advantage and Disadvantage

Compiled by:

Mick Fell, Community Programs Coordinator

Authorised by:

Carol Joyce, Community Development Manager

1042/2

Management Plan 4 Year Outcome:
Equity of access to social services and facilities is
increased for identified communities.
Critical Action:
Conduct an analysis of social disadvantage within the City, and
develop a planned response in partnership with others.
Purpose:
This report provides an analysis of social indicators of social advantage and disadvantage
with respect to the Penrith Local Government Area. It provides a background to a report also
being presented to this meeting informing of initiatives being progressed in areas identified
as experiencing social disadvantage.
Background:
An important component of planning for our local communities is the collection, analysis and
interpretation of demographic and other social data. This provides information on
characteristics of the population and how these are changing over time. This information can
be used as part of an evaluation process to test the effectiveness of strategies over time as
well as a planning tool to ensure an effective strategic base for future Council programs.
A key Critical Action in the Management Plan is to conduct an analysis of social advantage
and disadvantage, making comparisons within Penrith and between Penrith and other areas.
This report makes the comparisons using three indexes of social advantage and disadvantage,
which will be outlined furthering the report.
As the Socio-Economic Indexes for Areas (SEIFA) using 2001 Census data are not yet
available this report uses 1998 data (based on the 1996 Census). The SEIFA indexes based
on the 2001 data were expected to be available by the end of September 2003. When the
2001 data is available the same comparisons will be made and these will provide interesting
comparisons. It is not however, expected that there will be significant variation in the
rankings because these characteristics change very slowly.
Another report is being presented to this meeting informing Council of the social planning
and community partnership processes that support Neighbourhood Renewal and other
initiatives that target areas where socio economic disadvantage has been identified. An
important component of the social planning process is the use of appropriate social indicators
to identify areas of relative advantage and/or disadvantage.
Social indicator maps showing individual population characteristics for areas will be also
available to Councillors at the meeting. These maps show actual numerical information
rather than the comparative values of the SEIFA indexes.
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SEIFA Indexes:
The social indicators used to identify areas of relative social advantage and disadvantage are
those developed by the Australian Bureau of Statistics (ABS) and are known as the SocioEconomic Indexes for Areas (SEIFA).
These indexes are used by many organisations for planning purposes, including government
departments, local government and market strategists. The Wentworth Area Health Service,
for example, has used them in compiling its current Health Status Profile.
The SEIFA indexes used in this report and attachment include:
•

Urban Index of Relative Socio-Economic Advantage,

•

Rural Index of Relative Socio Economic Advantage, and

•

Index of relative Socio Economic Disadvantage.

Descriptions of the demographic characteristics making up each of these indexes are included
in the attachment to this report.
These indexes summarise variables related to economic and social characteristics of the
population, including educational qualifications and occupation. When interpreting this
information it is important to recognise that the scores are relative, that is, they are
comparisons between areas of certain identified characteristics.
In one small area there can be simultaneously high levels of both advantage and
disadvantage. This is because the population characteristics are different for each SEIFA
index and each area is different.
There is also no agreed value that defines a particular socio economic level as being adequate
in terms of an acceptable standard. It is through making comparisons and about providing
data to inform decisions that will lead to more equitable outcomes across the City.
Analysis of SEIFA Indexes for Penrith:
Please refer to the attachment to this report for the tables and more detailed descriptions of
the SEIFA indexes.
SEIFA Urban Index of Relative Social Advantage
Penrith is ranked in the mid range overall compared to other Western Sydney local
government areas. In a statewide comparison, seven suburbs of Penrith are ranked above the
NSW average and seventeen below the NSW average. The diversity between suburbs in
Penrith can be demonstrated through a range from those in the highest ranked 25% in NSW,
such as Leonay, to those ranked within the lowest 10%, such as North St Mays, North
Cranebrook and Cranebrook.
Rural SEIFA Index of Relative Social Advantage
Penrith is in the mid range overall when compared to other Western Sydney local government
areas. In the statewide comparison nine of Penrith’s rural areas rank higher than the NSW
average and only two, Berkshire Park and Llandilo, rank below the NSW average. The rural
area of Mulgoa is ranked in the top 10% in NSW.
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Those suburbs ranked lowest for advantage, however, may not be the same as those ranked
highest for relative disadvantage. The characteristics included are different and there may be
concentrations of both in the one area.
SEIFA Index of Relative Social Disadvantage
This includes both urban and rural areas and is used to measure the relative extent to which
areas are disadvantaged. Penrith’s overall score on this index is above the average compared
to other Western Sydney local government areas. For this index a lower score means that the
area is more disadvantaged relative to other areas. Penrith is therefore less disadvantaged than
most other Western Sydney local government areas. Only Baulkham Hills, Blue Mountains
and Hawkesbury scored higher than Penrith.
Once again, the overall ratings disguise the wide variation between the different areas. In
comparison with other areas in NSW Penrith has twenty five areas above the NSW average
and twelve areas below the NSW average. Of these five are in the highest 24%, seven in the
lowest 25% and one (North St Marys) in the lowest 10%.
Summary:
As a whole, the Penrith Local Government Area ranks close to the average for Western
Sydney LGAs according to the three Australian Bureau of Statistics' Socio-Economic Indexes
identified above. There is a slight tendency for Penrith to be less advantaged but also less
disadvantaged than other Western Sydney local government areas. Compared to NSW
Penrith tends to be more above the average on the rural index than the urban index.
It is clear, however, that some areas within Penrith experience a great deal of socio-economic
disadvantage when compared with others. The areas of Werrington, Penrith suburb, North
Penrith, Kingswood, Oxley Park, St Marys and North St Marys are clearly disadvantaged
when compared more affluent areas, such as Leonay or Glenmore Park.
North Cranebrook and Cranebrook demonstrate that, even at the suburb level there may not
be uniformity in the socio-economic status of the various communities within them. Parts of
both are relatively affluent while other parts clearly show the effects of low income, high
levels of public housing, low levels of educational attainment and employment in low paid
occupations.
Information provided through data, such as identifying areas of relative disadvantage, is
responded to in a number of ways. While Council is in a position to be able to respond in
terms of local amenity, infrastructure and Council service provision, many of the
characteristics of disadvantage are systemic and stem from state, national and global social
and economic policies. The role for Council here may be one of advocacy and may be very
long term.
RECOMMENDATION:
That:
1. The information contained in the report on indicators of social disadvantage be
received and noted.
2. That when the Socio-Economic Indexes for Areas for Penrith based on the 2001 data
become available a further report will be provided making comparisons between
1991, 1996 and 2001.
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The City as a Social Place
6

Planning for Neighbourhood Renewal

1027/6

Compiled by:
Erich Weller, Community Programme Co-ordinator, Judy
Cobb, Social Planner
Authorised by:
Carol Joyce, Community Development Manager, David Burns,
Asset Manager, Yvonne Perkins, Acting Facilities Operations Manager
Management Plan 4 Year Outcome:
Agreed plan for delivery of community
infrastructure has been implemented
Critical Action:
Include the established areas as part of the City-wide analysis of
social disadvantage and develop a planned response in partnership with others.
Purpose
To inform Council of the social planning and community partnership processes that support
the implementation of neighbourhood renewal in areas identified as being disadvantaged in
the social indicators. The report provides details on Council’s leadership in a number of
initiatives in established areas and illustrates the importance of maintaining a framework for
further strategic planning and implementation to address socio-economic disadvantage.
Background
The report on social indicators of advantage and disadvantage presented to this meeting gives
a picture of a City that is, on the average, neither highly advantaged nor highly
disadvantaged. What is does show, however, is the considerable variation that exists in the
socio economic levels between different suburbs and different rural areas. Council has
recognised this in the current Strategic Plan through the identification of a process to identify
the needs of the older areas of the City and assist with equitable outcomes for all residents.
Making a difference to the areas identified as disadvantaged involves a range of strategies
that consider the amenity and safety of the area and the long term effects of the social and
economic policies of other levels of government in a global context. Although many of the
characteristics that make up the social indicators are not in the direct control of Council, local
strategies to create jobs, improve education choices and plan for affordable housing can lead
to improvements in the longer term. In other instances an advocacy role for Council may be
more appropriate.
Council has a number of strategies and processes already in place to address some of the
needs of disadvantaged areas in the Penrith area and these are outlined in this report. This
includes the three areas identified for the Neighbourhood Renewal Program in the current
Management Plan, the PLANS study, and other initiatives in response to specific needs in
particular areas.
The new information from the 2001 Census, including the comparisons and predictions of
change will assist with informing priorities for the strategies that will be identified in
Council’s next Strategic Plan. A planning and research framework will be developed to
assist with this.
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Neighbourhood Renewal
For neighbourhood renewal to make a positive difference at the local community level a
number of key elements are required. They are:
•

Social justice context that recognises the social and economic inequities across the city

•

Strategic planning

•

Partnerships with service providers, other government agencies and local residents

•

Co-operation, commitment and community ownership

•

Resources

The next section of this report will provide further information on each of these key elements
Social Justice Context
Council, in its current Strategic Plan and 2003/04 Management Plan, has recognised the
importance of social justice in a number of the four-year outcomes and critical actions
included in the master program City as a Social Place.
The Local Government (General) Regulation 1999 (Social Planning) and accompanying
guidelines (revised December, 2002) define social justice as including four key principles
that involve a commitment by local government to ensuring:
•

There is fairness in the distribution of resources

•

Rights are recognised and promoted

•

People have fairer access to the economic resources and services essential to meet their
basic needs and to improve their quality of life

•

People have better opportunities for genuine participation and consultation about
decisions affecting their lives.

Council has recognised the importance of these four principles by leading Neighbourhood
Renewal in some of the particularly disadvantaged established areas of the City.
Strategic Planning
To ensure that the efforts and resources of Council, participating partners, and the local
community are used most productively it is essential that a strategic planning approach be
adopted to underpin Neighbourhood Renewal. This integrated strategic planning involves
ensuring:
•

An inclusive and resourced process that can involve all stakeholders

•

An analysis of Census and other relevant local data that can assist to identify priority
issues and concerns

•

A willingness to listen and involve local residents, local community services, and
businesses wherever possible
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•

An understanding of the differing responsibilities of stakeholders and their varying
capacities to contribute resources including volunteer and staff time, and funds

•

An awareness that some outcomes that are targeted to be achieved through place
management neighbourhood renewal may involve resourcing commitments by other
levels of government

•

A realistic commitment to implementation over a period of at least three years

•

And lastly a recognition of the importance of evaluation of what has worked well and
why, and what has been less successful.

Partnerships with Others
Council recognises the importance of co-operative and committed partnerships to the success
of Neighbourhood Renewal. Each of the partners can make their contribution. In different
established areas the partners will not be identical.
The strategic planning approach and inclusive process ensures the key partners are aware of
the “big picture” as well as the particular issues or priorities on which partners are working.
The continuity that these partners provide between strategic planning and implementation is
fundamental to achieving the desired outcomes of Neighbourhood Renewal.
Co-operation, Commitment and Community Ownership
The local community, including residents and local businesses are vital partners in making
the Neighbourhood Renewal sustainable over time. Local and citywide social service
providers are also crucial in providing local programmes that can target identified priority
needs. Council has a key leadership role in planning, co-ordinating and resourcing the
Neighbourhood Renewal meetings as well as improving the response from its own
operational services.
In some cases Council might also be required to adopt an advocacy role on particular issues
to other levels of government.
Resources
Neighbourhood Renewal involves a commitment of resources from both Council and other
participating partners. These resources include not only a commitment of funding for
planning and implementation but also an ongoing commitment of staff time for the duration
of a project or series of integrated projects in a particular established area. Without the
commitment of these resources the effectiveness of Neighbourhood Renewal would be
severely limited.
For a Neighbourhood Renewal approach to be effective it must involve staff from across a
number of Council departments. It must have a commitment from other relevant partners and
the local community must be engaged in a participatory process to build community
ownership. As these are very resource intensive requirements it is important to prioritise
Neighbourhood Renewal target areas strategically.
The Neighbourhood Renewal Program Model
Council's Neighbourhood Renewal Program is a component of the broader process of
planning for and implementing services, facilities and infrastructure to older and less
advantaged areas of Penrith. It focuses intensive resources on particular areas. Council
endorsed the Neighbourhood Co-ordination Project model at the Policy Review Committee
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meeting of 9th April 2001. The two initial areas chosen as the focus for the Neighbourhood
Renewal program were Cranebrook and Werrington/Cambridge Park.
This program model focused on place managed neighbourhood renewal in the established
urban areas of the City. Since its first formulation the Neighbourhood Coordination project
model has been funded as part of the Community Safety & Neighbourhood Renewal
Program.
The Neighbourhood Renewal Program model included two tiers of response. The first tier is
improving the delivery of Council operational services to a neighbourhood or place. This
improved delivery is achieved by key operational Managers directing existing resources as
required to enhance neighbourhood amenity. Services include minor footpath and road
maintenance, rubbish and graffiti removal from public areas and Council park maintenance.
A second tier of response is required for more complex issues and is likely to involve a
number of major local stakeholders and in some cases government departments. Local
stakeholders might include local businesses, local schools, other property owners and other
service providers.
More complex issues that might involve this second tier approach could include a
neighbourhood improvement initiative focussed on community safety and amenity around a
railway station and local strip shopping centre. In this example the police, State Rail, and
local businesses and Council would be the major stakeholders. Council’s advocacy and
leadership role would be undertaken as a partnership with the other concerned stakeholders.
The solutions come from an acknowledgement of how each of the partners can contribute,
through a co-ordinated strategy, to positive outcomes for the local community as well as the
stakeholders. This second tier approach involves longer term planning and negotiation and
requires extensive resource input in terms of staff time.
The objectives of the Neighbourhood Renewal Program are to:
•

Contribute to building community ownership and pride in local neighbourhoods

•

Develop partnerships to meet identified service needs

•

Increase community use of public infrastructure

•

Enhance the amenity and appearance of the local neighbourhood

•

Review the delivery of existing operational services

•

Identify service gaps and needs.

In terms of the first tier/second tier approach outlined above some of the objectives listed are
mainly first tier, others second tier and some a combination. To contribute to the building of
community ownership and pride in local neighbourhoods both first tier and second tier issues
will need to be addressed.
The next section of this report will provide an update on the two initially selected
Neighbourhood Renewal Program areas, Cranebrook and Werrington/Cambridge Park, as
well as North St. Marys. These three areas are formally recognised in the current
Management Plan as Neighbourhood Renewal Projects.
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Cranebook Neighbourhood Renewal Project
Cranebrook was selected by Council as one of the two initial Neighbourhood Renewal
projects in April 2001.
Social Justice Context
In socio-economic terms, there are two distinct income groups in the Cranebrook area –
higher income households living in private housing (primarily purchasing their properties)
and lower income households living in a large Department of Housing estate. On the ABS
SEIFA Index of Relative Disadvantage Cranebrook is in the lower 25% of suburbs in NSW.
The Department of Housing has a major Community Renewal Strategy (CRS) operating in
the Cranebrook Department of Housing estate. The CRS aims to address a range of problems
associated with the predominance of public housing in a high density housing community.
Council has been a partner with the Department of Housing and a number of other local and
city-wide agencies in this work for almost ten years.
Strategic Planning and Partnerships
The Cranebrook Neighbourhood Advisory Board (NAB) consists of local service providers,
government departments and community members who meet once every two months to
discuss issues in the Cranebrook area. The NAB is convened by the Department of Housing.
In June 2001 the NAB organised a public meeting to discuss a number ongoing issues
regarding the Hosking Street area of Cranebrook. A steering committee of interested
stakeholders was established at the public meeting to develop a coordinated plan of action to
address the identified issues and concerns. These stakeholders include the Department of
Housing, Community Health, Barnardos, Fusion, Cranebrook Community Development
Project, Penrith Council and interested Cranebrook residents. Council provides the leadership
and resourcing for this committee.
The importance of a partnership approach is clearly evident with the Cranebrook
Neighbourhood Renewal Project. A number of key partners have committed substantial
financial and staff resources to this project. The timing and contribution of these resources
have helped to maintain the momentum and success of this project.
Cranebrook Town Centre Strategic Plan
In December 2001 the Strategic Plan was developed for the Cranebrook Town Centre
including Hosking Street. The aim of this Plan is to ensure that a coordinated and strategic
approach would be undertaken to address both the social and built environment issues in the
town centre area. A range of local stakeholders and interested agencies participated in a three
day workshop to develop the Plan.
The Plan set out key objectives and general strategies for a three year period. The principles
underlying the plan include:
•

To create a pleasant and safe environment in the area that is accessible to the whole
community

•

For the town centre to become the focus for the community of Cranebrook

•

To build a united team to address issues, involving public, private and community
partners
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•

To link the strategies for improvements to the Town Centre to opportunities to generate
training and employment opportunities for local residents

•

To link initiatives for the Town Centre with the planning for improvements in the wider
Cranebrook area.

The Plan incorporates a partnership approach between local agencies and stakeholders
working cooperatively to obtain and manage the resources required to implement the Plan.
The Cranebrook Town Centre Strategic Plan was officially launched by Council in June
2002.
Identified Priorities
Some of the key priorities outlined in the Cranebrook Town Centre Strategic Plan included:

• Undertaking a Community Safety Audit of the area
• Development and implementation of landscaping master plan
• Creating opportunities for community celebration and capacity building
• Developing strategies to address social issues in the area
Next Steps
A landscape master plan has been developed for the Town Centre precinct. The major
objectives of this plan are to:
•

Provide attractive, amenable and safe open space areas for all age groups in the precinct

•

Discourage antisocial behaviour in the precinct through lighting and other design
mechanisms

•

Provide new and improved facilities for the use of local residents and the wider
community.

The landscape master plan has been approved by the steering committee and was placed on
public exhibition in July-August 2003.
Detailed civil designs are nearing completion and a consultant has been engaged for the
design of the public domain lighting.
Construction is programmed to commence in November 2003.
A community day is to be held on 22nd November 2003, to mark the commencement of
construction, with the aim to engage the community and other stakeholders as partners in the
project and to generate community ownership and responsibility for the works.
Werrington/Cambridge Park Neighbourhood Renewal Project
Werrington/Cambridge Park was the second area selected by Council for the introduction of
the Neighbourhood Renewal programme. It is a substantially larger area than Cranebrook
with more community focus points including local shopping areas, as well as a greater
number of dispersed local stakeholders. It also has almost double the population of the
Cranebrook Neighbourhood Renewal project catchment.
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The Werrington / Cambridge Park Neighbourhood Renewal project includes the suburbs of
Werrington, Werrington Downs, Werrington County, Cambridge Park, and Cambridge
Gardens.
Social Justice Context
On the ABS SEIFA Index of Relative Disadvantage Werrington is in the lower 25% of
suburbs in NSW. Cambridge Park is also lower than the NSW average on this Index. The
older areas of Werrington and Cambridge Park closer to the western rail line generally have a
higher level of disadvantage.
Strategic Planning and Partnerships
Council is currently working in partnership with local service providers to develop a strategic
plan for the Werrington / Cambridge Park Neighbourhood Renewal Project.
Three
community workshops were recently held to identify issues and establish potential
partnerships for the project. A fourth workshop is currently being planned to further define
the identified issues and begin to establish priorities for the project. A number of identified
key partners are yet to participate in the project.
Identified Priorities
The approach to the Werrington / Cambridge Park Neighbourhood Renewal project is
substantially different to the Cranebrook project. The lack of networking and coordination
between service providers, the lack of partners with adequate staff resources and the
dispersed nature of the Werrington / Cambridge Park catchment area makes this project more
complex than the Cranebrook project.
The establishment of a Strategic Plan for the Werrington / Cambridge Park Neighbourhood
Renewal area will assist in drawing together a coordinated and strategic approach that will
provide opportunities to involve potential partners, identify resources, encourage networking
and address local issues.
Next Steps
The next steps are the further development and finalisation of the Werrington/Cambridge
Park Strategic Plan. This will include the prioritising of issues to be addressed in the area.
North St. Marys Neighbourhood Renewal Project
North St. Marys was included in Council’s Neighbourhood Renewal Programme with the
adoption of the current Management Plan. In large part this addition to the programme
occurred because of the very high level of disadvantage in the suburb, the highlighting of a
number of community safety issues in the Parklawn Place precinct, and the opportunities for
additional resources to be allocated to the area from the State Government's Mt. Druitt
Community Solutions initiative. These resources include a range of new social and crime
prevention initiatives.
Social Justice Context
According to the ABS SEIFA Index of Relative Disadvantage North St. Marys is the only
suburb in the Penrith LGA with a level of relative disadvantage in the lowest 10% of suburbs
in NSW. The area has ageing public infrastructure and is isolated from the St Marys and
Penrith CBD's and the services offered within these town centres.
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Strategic Planning and Partnerships
To facilitate Council’s leadership role in contributing towards neighbourhood renewal in
North St. Marys, Council together with North St. Marys Neighbourhood Centre organised
two workshops in August and December 2002. The major aims of these workshops was to
identify priority issues in North St. Marys, develop strategies to tackle these issues and
identify the partnerships necessary to progress co-operative action. More than 40 participants
from over 20 organisations attended each workshop.
The December workshop signed off on nine strategies in Community Development and
Social Services, seven in Community Development, Education and Training, and eight in
Access, Community Safety and Service Co-ordination. These strategies and partnerships
provide the platform for Council, North St Marys Neighbourhood Centre and other local
services and stakeholders to better meet the needs of local residents and where necessary seek
additional resources to do this.
Other key partners in the North St. Marys Community Renewal program are the Department
of Housing, Mt. Druitt Community Solutions, St. Marys Community Health Centre and a
number of non-government organisations interested in providing outreach services in North
St. Marys.
Identified Priorities
The strategic planning and identification of priority issues in the workshops has provided the
foundation for a number of initiatives. These include:
•

Families First funding to run a small number of events targeting families and to complete
a Community Development Plan for the area with a possibility of additional Families
First funding

•

CDSE funding to run a series of after school care activities during the school term, as
well as activities twice a week during the school holidays

•

The design of a new neighbourhood centre for North St Marys that has the capacity to
house the existing local community development and youth service, as well as provide a
youth space and capacity for outreach services to be provided from the proposed facility.

Next Steps
Council will receive a detailed progress report on Neighbourhood Renewal in North St.
Marys, including the proposed new neighbourhood centre, in November.
Other Initiatives in Disadvantaged Areas of the City
In the report on Indicators of Social Advantage and Disadvantage available in tonight's
business paper it is apparent that there are some additional areas that have been identified as
experiencing relatively high disadvantage compared to other parts of the City. These areas
include St Marys/Oxley Park/Colyton, Kingswood, North Penrith (Lemongrove and
Kingswood Park), and Penrith suburb. This section of the report will outline some of the
initiatives that Council and other partners have developed and implemented to address some
of this disadvantage.
St Marys/Oxley Park/Colyton
In the early 1990’s Council provided land on a long term lease as well as a capital
contribution to the Salesian Brothers to construct and operate the Don Bosco Youth
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Recreation Centre. Between one and two thousand young people use this facility each week.
The drop-in service each afternoon is particularly popular with local young people. Council
still provides an annual operational subsidy to the Centre.
Between 1993 - 1996 Penrith City Council, with the support of an advisory committee made
up of local residents, auspiced the St Marys Research and Development Project. This project
was funded by the Western Sydney Area Assistance Scheme of the then Department of
Planning. It was this action research project that documented the priority social issues at the
time in St Marys and this work led to the funding of the St Marys Area Community
Development Project now housed in the St Marys Community Centre on the corner of Mamre
Rd. and the Gt. Western Highway.
This organisation now provides a range of programmes and services in a central location in
St. Marys. Nepean Migrant Access, the peak community organisation servicing some of the
social needs of non English speaking residents in the City, is also based in this location.
Residents in greater St. Marys also have the benefit of reasonable access to a range of
Federal, State and Council services and facilities. These include Centrelink, the Department
of Community Services St. Marys Community Services Centre, St. Marys Community Health
Centre, and Council’s St. Marys Office and Library.
Kingswood
The Council funded Kingswood Neighbourhood Centre has recently opened and provides
opportunities for a range of locally accessible programmes and services.
It would be expected that over the next year additional outreach programmes from other
agencies will be available.
Access, including public transport access from Kingswood, to the services and facilities of
the Penrith CBD is also quite good.
North Penrith
Council built the new Kingswood Park Neighbourhood Centre in 1996/7 to replace the
cottage in Kareela Avenue that was the first Neighbourhood Centre in the area. A range of
local programmes and services are available in this facility.
More recently the State Government Better Futures Strategy has provided approximately
$140,000 funding to Werrington Youth Centre to run a range of recreational and educational
programmes for older children (10-12 years) attending Kingswood Park Primary School.
This initiative has been very successful.
Council is also a partner in the Penrith Central research project auspiced by the Werrington
Community Project and funded by the CDSE Scheme. This research project is investigating
the social needs of the North Penrith, Penrith Suburb and Kingswood areas. It is expected
that this project will make recommendations in relation to priority needs and possibly identify
resources to meet some of these needs.
Penrith Suburb
Residents in Penrith suburb have the benefit of good access to the broad range of facilities
and services available in the Penrith CBD, including Council services and facilities.
Over 50% of residents in Penrith suburb are in rental accommodation, principally private
rental. This population has a high level of mobility.
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A particular challenge for service providers is to find effective and efficient ways to inform
this mobile population of the services available.
The Penrith Central research project mentioned in the section above on North Penrith may
identify particular issues or needs that require addressing.
The PLAN Study and Strategy
The PLAN Study, which commenced last year, specifically included an analysis of the
infrastructure, facilities and services needs in the City’s established residential areas. The
final Strategy will include recommendations that aim to address gaps in infrastructure,
facilities and services provision, and also funding options.
Draft recommendations in the Strategy suggest that some key issues should be addressed
comprehensively across the City, such as a network of open space areas and parks, and a
network of paths and cycleways. Implementation of these specific action plans will
contribute significantly to recreation opportunities, and improve the quality of life, for all
residents in the City’s existing urban, rural, and future release areas. Particularly in areas of
socio-economic disadvantage, access to improved local parks may provide opportunities for
recreation that could not otherwise be affordable.
In addition to the recommendations relating to Citywide issues, there will be a number of
actions relating specifically to the Established Residential Areas. Implementation will
require an agreed program of priorities, that is likely to take several years to achieve. The
Strategy recommendations will assist in addressing some of the socio-economic disadvantage
identified in particular established areas of the City.
Conclusion
This report provides an overview of the social planning and community partnership processes
that are required to support the effective implementation of Neighbourhood Renewal in some
established areas of the City. The social indicators report has highlighted some areas of the
City as having a higher level of relative socio-economic disadvantage.
The report also summarises the key elements that are required in developing a strategic place
managed Neighbourhood Renewal initiative. The application of these elements in the
Neighbourhood Renewal program in the three nominated areas of Cranebrook,
Werrington/Cambridge Park, and North St. Marys is outlined. Each area is slightly different
and therefore the strategic approach taken responds to these differences.
To maximise the desired outcomes from the partnerships and resources of the stakeholders
(including Council) a focus on the continuum between planning and implementation is
fundamental. This focus also helps to build broader community ownership and understanding
of how Council operational services can contribute to improved amenity. The community
safety element of the program results in safer more vibrant public spaces. Social programs
enhance the capacity of disadvantaged target groups to contribute to local social capital.
Place managed Neighbourhood Renewal programs are resource intensive, not only for
Council but also for the other partners. It is important that the partners work together with the
local community at a pace that is manageable and achievable. Generally areas that are more
disadvantaged require a longer term focus to make a difference.
At the same time because the causes of socio-economic disadvantage are complex and in
considerable part the responsibility of other levels of government progress may not always be
as fast as Council would prefer. It must also be acknowledged that the City does have a broad
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range of existing services provided and/or funded by various State and Federal government
agencies. In some cases what might be required is perhaps a more effective targetting of some
of these resources.
The report also provides an outline of some Council initiatives in other established areas of
the City apart from the three that have formally been included in the Neighbourhood Renewal
program. The PLAN Study and Strategy will also make a major contribution to addressing
some aspects of disadvantage in the established areas of the City.
Council has a leadership and advocacy role to play in working together with key partners to
support local communities to have fairer access to the resources and services important to
their basic needs and improve their quality of life. The Neighbourhood Renewal program as
well as other initiatives outlined in this report do this in a strategic and focussed approach.
RECOMMENDATION
That Council receive the Planning for Neighbourhood Renewal report.
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The City as a Social Place
7

Equity and Health in Wentworth Area Health Service

1111/17

Compiled by:

David Leavett-Brown, Health and Environment Co-ordinator

Authorised by:
Manager

Craig Butler, Building Approvals and Environment Protection

Management Plan 4-Year Outcome:

An improvement in the health of the people and
communities of the City.
Critical Action: Work in partnership with other health providers to promote health
initiatives and maximise health services equity.
Purpose:
Outline to Council the main results from the joint Western Area Health Service – Penrith
City Council (WAHS-PCC) community health indicators project and provide copies of the
summary report 'Equity and Health in Wentworth Area Health Service’.

Background
This presentation is a result of a joint PCC / WAHS community health indicators project.
The project is a response to the findings, over some years, of the Penrith Food Project and
other health-related tasks in Council’s Management Plan over the last two years.
PCC has worked alongside of the WAHS in health planning and service delivery for some
year now. We have been represented on the Health Improvement subcommittee of WAHS
Board since 2001. Also, following the development of NSW Health’s Healthy People 2005
strategic directions document in 2001 a number of workshops were held with Council staff
for the purpose of collaborative health planning. Research was also conducted about local
population health issues.
A presentation to tonight’s meeting provides an outline of the results of the community health
indicators project and introduces a way forward for Council to continue the past successes of
the Penrith Food Project. This will be principally by the implementation of the
recommendations from the community health indicators project and utilising a new Healthy
People Partnership Officer (HPPO) position within Council.
Apart from progressing the strategies and action plans of the Penrith Food Project the HPPO
position, in partnership with WAHS, will also put in place strategies to address areas of
identified health inequity. This will be done by reviewing Council’s programs and activities
and value-adding to improve health outcomes.
Latest Developments
Work on the development of community health indicators has now been completed and a
report titled “Equity and Health in WAHS” has been printed and approved for release by
WAHS. A copy of this document has been provided to Councillors with this Business Paper.
A recent review of Healthy People 2005 conducted by NSW Health highlighted the need for
an ongoing emphasis on population health planning between Area Health Services and local
governments with potential for requirements to be mandated in the new Public Health Act.
Health
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In order to facilitate such interaction a draft Healthy People Plan: “Framework for working
with local government” has been prepared by WAHS and distributed for consultation.
Key Results of the “Equity and Health in WAHS” Project
The equity and health report demonstrates significant inequalities in health status between
postcodes in WAHS, and within PCC – with St Marys and Kingswood-Werrington identified
as disadvantaged. These will be overviewed in a presentation to tonight’s meeting. This will
lead to expectations that these differences are addressed. While there may be some debate
about the respective roles of council and Area Health Services in addressing population
health, it seems without doubt that a collaborative approach based on strengthening the
partnership between WAHS and PCC offers benefits to all.
There is potential to progress existing collaborative projects. These include the Healthy
People Partnership Officer and collaboration around urban planning / urban development to
demonstrate early gains. There is also a need, and the potential to develop better capacity and
structures to support ongoing coordination and collaboration at community, LGA and
regional level to address these issues.
The draft “Framework for working with Local Government” is, at this point in time, giving
some guidance for us in this planning for health. It is proposed that the draft framework be
further considered for our adoption. This will be the subject of a separate report.
RECOMMENDATION
That:
1. The report “Equity and Health in Wentworth Area Health Service” be accepted
and disseminated within Penrith City Council.
2. Further work occur on the development of a planning framework to guide
Council’s responses to equity and health needs and this be subsequently reported
to Council.
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The City Supported by Infrastructure
8

Road Naming Policy

Compiled by:

Toni Jessop, Environmental Planner

Authorised by:

Roger Nethercote, Environmental Planning Manager

9011/14

Management Plan 4 Year Outcome:
Assets which are delivered meet community
expectations.
Critical Action:
Work in partnership with the community in the planning and
delivery of new assets.
Purpose:
The purpose of this report is to provide Council with the results of the public exhibition
seeking submissions for road names under the newly adopted Road Naming Policy and to
gain endorsement of the submitted names for inclusion in the Approved Road Names list.
Background
Under Section 162 of the Road Act 1993 Council has the authority to name roads. Council’s
past practice has been to allow developers of land to either pick a road name from the current
list or put forward an alternative name which meets the Geographical Names Board of NSW’
guidelines.
Recent concerns over the manner in which road names are selected has caused the reexamination of our practices and the subsequent formalisation of a policy that sets out clear
guidelines for assigning road names.
On 7 July 2003 a report was presented to Council seeking to clarify our road naming
procedure by establishing a policy that will:
•

Provide consistent guidelines for developers, the community and Council when allocating
new road names, or changing the name of existing roads in the City.

•

Ensure road names are appropriate, will stand the test of time and preferably are of local
or historical significance.

•

Adopt the Geographical Names Board of NSW road naming guidelines as the basis for
considering road names in the City.

As a result of that report, Council resolved as follows1.

Council adopt the Road Naming Policy outlined in the report

2.

Council seek submissions from local history groups, Aboriginal Land Council, the
RSL sub-branch, and the public generally for suggested road names to be
incorporated in the road names list.

3.

A further report of the list be brought to Council’s Policy Review Committee.
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These matters are discussed below and the names submitted to Council through this process
are presented in this report.
The Road Naming Policy, as adopted by Council on 7 July 2003, is attached to this report.
Road Name Submissions
In August 2003 Council advertised in local newspapers requesting submissions of names to
be included on Council’s Approved Road Names list. Letters were also sent to twenty local
community groups, including local historical societies and organisations, museums, service
clubs, the RSL sub-branch, the local Aboriginal Land Council and two organisations working
with Aboriginal people.
In response, submissions were received from three people, including Lorna Parr, a local
historian and member of Council’s Heritage Advisory Committee who submitted a large
number of names (and also offered to do a brief history on any names chosen), Lions Club of
Penrith and a local resident.
The names submitted for consideration are included in the attachments to this report. Part 1
lists the names considered suitable for inclusion on the Approved Road Names list and
includes suggestions as to their potential location. Part 2 lists the names considered to not be
appropriate for inclusion on the Approved Road Names list and the reason why they are
considered inappropriate.
A Recommended Road Names list has been prepared and includes those names already on
Council’s existing Road Names list as well as those names emerging from the public
submissions which we believe would be appropriate. The Recommended Road Names list is
included in the appendix to this report.
Conclusion
The newly adopted Road Names Policy provides a clearer process for the selection of road
names in the City. The recent call for public submissions has resulted in a wide range of
suggested road names being received, many of which are considered appropriate for inclusion
on Council’s Road Names list. Accordingly, a new Road Names list is put forward for
Council’s adoption.
RECOMMENDATION
That
1.

Council endorse the Recommended Road Names list;

2.

The people who made submissions be thanked for their contributions.

New Infrastructure

Page 36

Policy Review Committee Meeting
The City Supported by Infrastructure

20 October 2003

Recommended Road Names list
NAME

Date of Resolution
or letter of request

BACKGROUND

EMU PLAINS / REGENTVILLE
Raynor
Readford
Somerville
Tailby
Wallace
Yamba
Caddie
Hawkstone
Roseneath
Rayner
ST CLAIR
Laconia
Neapolis
Sparta
Vatika
CITY WIDE
Balbi
Bormla
Curmi
Gozo
Gura
Luchetti
Malta

2002

Early identities or properties of Emu Plains

2003

Writer associated with Regentville
Old property in Regentville area
Old property in Emu Plains
Penrith identity- owned the woollen mill in Emu Plains

1981

Recognising the Greek contribution to the early
development of the St Marys district.

1983

100 years of organized immigration from Malta

1999
1980
1983

Mohair

1983

Nea
Nuddea
Ofarrell
Qormi
Senglea
Vittoriosa

1999
1983
1987

Confirmation from Surveyor General’s office
Tony Luchetti’s 24 years service to the community
100 years of organized immigration from Malta
Angora and Mohair industry in Penrith at Bareen Stud,
Orchard Hills
Confirmation from Surveyor General’s office
100 years of organized immigration from Malta
Penrith baker – 1930 to 1955

1983

100 years of organized immigration from Malta

Watsford

2003

Early mail coach driver
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NAME

Date of Resolution
or letter of request

CITY WIDE (continued)
Treanor
Arthur Street
Bond
Barrow
Cammack
2003
Mullins
Minnaville
Dungowan
Lambridge
Grotto
Pike
Beatson
Long
Cammack
Corr
Bronger
Horstmann
Earp
Kellet
Grady

20 October 2003

BACKGROUND

An early Catholic School teacher
Early worker with children in Penrith
Early doctor
Early doctor
Female Early doctor
Early doctor
Old property, now demolished
Theatre
William Neate Chapman grant
Historical society – past member
Historical society – past member
Past Mayor
Past Mayor
Past Mayor
Town Clerk
Penrith identity – cordial factory
Penrith identity – garage and business
Penrith identity – owned business
Penrith identity – ran the post office in Penrith for over 50
years
Minister- St Nicholas

NORTH PENRITH ARMY LAND
Pike
1997
Early identity
Hansen
Early orchard fronting Castlereagh Road (Lambridge),
memorial windows in St Stephens Church
2003
Bode
Early teacher of a school situated at Castlereagh and Jane
Streets
Tolhurst
Penrith identity – shop opposite High School
Heard
Penrith identity – gatekeeper at King street crossing
Hungerford
Penrith identity – vet where Plaza situated
Makinson
Minister St Thomas Mulgoa and St Stephens Penrith
Ravenspur
Old property in Penrith CBD
ORCHARD HILLS or KINGSWOOD
Fowler
1982
Early identities of the district
Heaton
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NAME

Date of Resolution
or letter of request

GLENMORE PARK
Amanullah
Broadville
Cloverdale
Cobradah
Combewood
Coolalawn
Craithes
Croghan
Edinglassie
1995
Glenholme
Koompartoo
Lloydhurst
Minnaville
Osborne
Roseneath
Tottenham
Wangabeena
Wattunga

20 October 2003

BACKGROUND

Property names taken from topographic maps of the
Penrith area

CRANEBROOK/ CASTLEREAGH
Long
1989
Michael Long – many times Mayor, early C19
Appledore
Received one of the first land grants in
Castlereagh/Cranebrook area
2003
Willett
Pioneer family
Salmond
Lived in Rosetta Marsh’s grant- pioneer family
Vitali
Count Vitali became an Italian consul, lived in
Cranebrook
Johnson
Pioneer family
Marney
Long term community-minded residents of Londonderry
Renshaw
Sporting identity – trotting
Strathcairn
Old property in Cranebrook area
Kerry Lodge
Old property in Castlereagh
Ashcroft
Chaplain at Londonderry St Johns
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Council's Operating Environment
9

Service Specification Review Process

Compiled by:
Authorised by:

36/35 Part 2

Ken Lim, Organisational Development Coordinator
Helen Lowndes, Corporate Development Manager

Management Plan 4 Year Outcome :
Appropriate services are selected, based on
their relevance to Council's customer requirements and benefit to the community.
Critical Action :
Adopt 'best-practice' and measurable service specifications for all
Council services.

Purpose
To purpose of this report is to seek Council’s endorsement to a process for review of
documented Service Specifications, in particular, to present :•
•

a structured approach for the review using customer research and benchmarking
a process for adjustment of specifications to meet preferred levels of service.

This process is the second stage of the Service Specification program.

Background to the Service Specification Program
The development and implementation of a Service Specification program is a key step in
meeting certain longer term goals and four-year outcomes in Council’s Strategic Plan.
Council embarked upon a Service Specification program for six reasons :-

• To accurately assess Council’s capacity to deliver services and undertake projects
•
•
•
•
•

determined to be important for the City.
To improve the organisation’s customer focus
To provide Councillors and the Community with greater certainty as to service levels
provided to the Community and the cost of providing those services
To provide Council staff with clarity of purpose, roles and responsibilities within the
organisation
To promote continuous improvement, teamwork and empowerment of staff
Provide a framework that demonstrates the organisation’s level of efficiency and
effectiveness to other levels of government.

Where are we now in the Service Specification Process ?
The size and complexity of the program required it to be undertaken in 2 stages based upon
Council’s adopted service specification process (see following flowchart).
Stage 1 (Steps 1 and 2) has involved the identification of each Council service and the
documentation of current service levels and cost. Stage 2 (Steps 3 to 6) involves the
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determination of preferred service levels and costs to providing a strategy to move each
existing service to that preferred service level.
Stage 1 is well advanced with 12 service specifications adopted by Council and up to 51 other
services at varying stages of completion. It is now appropriate to commence stage 2 for those
services that have completed stage 1. Both stages will now run concurrently to enable the
practical completion of Council’s previously agreed timeframes.

Council adopted Service Specification Process
Step 1
Service Identification
~ Name/Title, Description and Purpose of Service
~ Relationship to Strategic Program (Outcomes, Critical Actions)

Stage 1
Step 2
Identify Current Service Levels and Costs
~ Service Outputs currently produced (ie what, when, how many & how much?)
~ Costs & resources employed (ie staffing / materials / plant)

Step 3
Determine Preferred Service Level and Costs
~ Determine customer preferences
~ Determine the cost of service provision at this level
~ Assess services against strategic priorities & organisational capacity
~ Assess benchmarking of similar services provided elsewhere.

Step 4
Identify Service Provision Mismatch

Stage 2

~ Identify under/over servicing and the cost of service gaps

Step 5
Select and Document Service Level

Step 6
Determine Strategy to move existing Service to Step 5
~ Consider Service Delivery alternatives
~ Decide to continue service provision or disengage
~ Decide to increase or decrease resourcing

To complete the process, Steps 3 to 6 must be carried out for each adopted service
specification.

Service Selection and Delivery
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The Service Specification Review Process
The Service Specification review process is not only important for accurately assessing the
cost of providing services but also identifying and justifying adjustments that Council may
make to those services. This process will become a precursor and standard for all future
service adjustments and the term, ‘Project Evaluation’ will be replaced by the term ‘Service
Evaluation’ forming a critical part of the Management Planning process. All future resource
bids will be required to be assessed on this basis.

What Next ?
As the service levels and costs of each service are completed the greatest benefit and
challenge for service specifications is to continue to make them ‘live’, relevant and a
powerful management tool for change. For this to occur, three processes need to be
completed.

The Way
Forward
Implement
Performance
Monitoring
Undertake
Service
Profiling

•

Complete
Specification
Review
Process

Implement Performance Monitoring
To ensure that specifications continue to be relevant and up to date it is important that
service managers measure their Key Performance Indicators (KPIs) as documented in
their service specifications at least on a quarterly basis. This also means building
appropriate systems to allow for the collection of this data. This information will
ultimately be reported through “OutcomeManager”, Council’s Strategic and
Management Planning System.
Effective service specification programs have regular performance measurement
carried out resulting in more accurate costings and keeps specifications up-to-date. This
process should be part of a manager’s core responsibilities.
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Undertake Service Profiling
Once a documented service specification has been adopted by Council, it is the
responsibility of managers to ascertain what characteristics of their service(s) should be
the subject matter for customer research. Based upon the service specification,
managers are to develop a “service profile” from which customer research can be
drawn and recommendations made for change.
A service profile should included :Ø
Ø
Ø
Ø
Ø

Key activities currently provided
Hours of operation (ie opening and closing times, after-hours operations)
Quantities provided (ie how many and how often) and costs associated with
providing each quantity.
Quality of Service provided (ie attributes that customers value most about this
service)
Key Performance Measures

An example of a Service Profile is provided in Appendix A using the Residential Clean
Up Collection Service Specification.
•

Complete the Service Specification Review Process
As outlined in Council’s adopted approach, we are currently at Step 3 in the process (ie
Determination of Preferred Service Levels and Costs) having completed Step 1 (Service
Identification) and Step 2 (Identification of current service levels and costs). To
complete the process Steps 3 to 6 must be carried out for each service.
The end result of the review of a service specification will be at least one of the
following recommendations for Council to consider :
Ø

No change to service required as confirmed by customer research

Ø

A request for more resources to meet customer preferences

Ø

A reprioritisation or refocussing of resources within current resourcing

Ø

A reduction in service levels with savings reinvested somewhere else within the
service or another Council service priority.

Ø

Review of disengagement options.

Steps 3 – 6: Completion of Service Specification Review Process
Step 3 : Determination of a Preferred Service Level and Costs
This step is crucial in determining continuing service relevance and provides the
rationale for future resource adjustments, realignment of business priorities and
consideration of alternative service delivery processes or methods. According to the
previous flowchart, Step 3 consists of four important considerations in the
determination of a preferred service level and costs :-
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Determine customer preferences
Determine the cost of service provision at this level
Assess services against strategic priorities and organisational capacity
Assess benchmarking of similar services provided elsewhere.

An explanation of the actions in each are provided below.
i. Determine Customer Preferences
Once a service has been documented and customers identified it is not sufficient
to assume that the service currently provides what customers want or need.
Determining customer preferences by obtaining feedback through customer
research and analysing that data is crucial to understanding what changes a
service needs to make, if any. Customer research obtained through customer
surveys, focus groups, benchmarking and other research techniques can all be
used to build a case for service adjustment.
A proposed approach to customer research and guidelines on how to undertake
customer research are provided in Appendix B.

ii.

Determine the Cost of Service Provision at Preferred Service Level
It is important to ensure that preferred options derived from customer research are
accurately costed. Based on the research finding (and trade-off analysis work, if
applicable) it should not only be easier to cost these changes but also identify the
cost of service gaps especially if the preferred option is a request for an increase
or decrease in resourcing.
An example of what this might look like is provided in Appendix C using the
Residential Clean Up Collection Service figures, assuming hours of operations
have expanded (by 90 minutes) and a 10% increase in services required as per
customer preferences.

iii.

Assess Services against Strategic Priorities and Organisational Capacity
These higher level organisation-wide considerations must always sit behind any
justification to adjust a service. Ideally an assessment of a single service
adjustment against organisational priorities can only be carried out after the
existing service levels of all Council services have been documented. However
given the 3-year timeframe for the service specification program this approach is
impractical. The approach taken is to determine the relative importance of
individual services in their contribution to priority strategic outcomes as
identified through the Strategic and Management Plan development processes.
For example if waste minimisation and environmental protection were priority
issues in the next 4 year Strategic Plan, concentrated effort and greater resources
would need to be diverted into services which best achieved the relevant four year

Service Selection and Delivery

Page 45

Policy Review Committee Meeting
Council's Operating Environment

20 October 2003

outcomes and critical actions. An examination of the service specifications and
customer research relating to specific services would provide justification for
increasing resources in these areas.
iv.

Benchmarking Against Similar Services
In most cases, an ‘apples with apples’ comparison of services provided by other
organisations may not be found. However, if there is a match, benchmarking can
be used to draw out some useful inferences. Improvements in Council services
may be achieved by learning from other service providers who possess more
efficient or effective means of service delivery. Organisations that outperform
Council may have better technology or systems, more highly skilled staff, greater
use of partnerships, or improved consultation/communication methods. If these
‘better’ practices can be identified managers are to include these in any
recommended changes to the service.
Given the maturity of Council is this area, it is suggested that a staged approach
to benchmarking be adopted. It is therefore recommended that, as a starting point,
benchmarking of the service against itself over time, be carried out. Then by
analysing trends over time, improvements in the performance of a single service
can be more easily identified and problems highlighted requiring further
attention. Ideally, benchmarking with other service providers should follow.

Step 4 : Identify Service Provision Mismatch
This step represents a crucial part of the review process and is a important prerequisite
to Step 6 (Determining a Movement Strategy). The identification of service gap costs
and the investigation into actions required to bring a service to a preferred level
represents the service provision mismatch. Identification of under or over servicing
can be more apparent by comparing what customers actually want from the service and
what Council currently provides in the various parts of the service, through the
customer research. The tool used to communicate this is the Service Gap Analysis
(SGA).
Service Gap Analysis
A Service Gap Analysis (SGA) is an extension to the existing service profile providing
a clear and concise justification for service adjustments. It includes :Ø

the financial cost of the service gap

Ø

the delivery methods available to meet this service gap

Ø

proposed sources of funding available to pay for the suggested delivery methods

Ø

why service adjustments are required (or consequences for no action taken) and

Ø

recommended actions

An example of a completed Service Gap Analysis (SGA) is provided in Appendix D.
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The split between service delivery and funding options highlights that fact that both are
not necessarily dependent upon each other. A single method of delivery may be funded
many ways and vice versa.
Important considerations for solutions begin here. The impact of recommended actions
may result in significant changes to a service depending on the magnitude of mismatch.
Important questions that need to be considered include :
Ø

Whether the current fee structure (rationale and justification for the method of
charging customers) is still relevant.

Ø

How many different sources of revenues are realistically available

Ø

Whether trade-offs within a service or against another services provided by
Council can be achieved.

Ø

The limitations placed upon Council by State and Commonwealth legislation or
existing Council policies.

Ø

The consequences of any of the above changes on the customers, the staff, on
other services or Council’s image.

The example of a completed Service Gap Analysis (SGA) at Appendix D once again
uses the Residential Clean-Up Collection Service. Based upon research, the SGA
clearly shows that customers prefer to speak directly to a person to book a service
during the hours of 8.00am and 5.00pm as opposed to the existing business hours of
8.30 am to 4.00 pm. This 1 ½ hours extension to operating hours may indicate that
Council is currently under-servicing this area especially if this is backed up by a large
number of complaints reflecting this issue. The solutions may be increasing staff
resourcing for customer service.
Alternatively, if usage figures and surveys indicate that less people are using the service
Council could be paying for a larger service which residents do not value and do not
fully utilise. 3 on-call collections might meet the needs of the majority of Penrith
residents instead of 4 services per year. This could highlight a situation where overservicing has occurred.
The next crucial step following the identification of a service provision mismatch is the
development of strategy to move the organisation to that preferred level.

Step 5 : Select and Document Service Level
This step is reasonably self explanatory and in essence documents the results of Step 4
for presentation to Council (ie Policy Review Committee Meeting or the Services
Review Working Party).
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Step 6 : Determine a Movement Strategy
In addition to a Step 5, the report to Council must also outline a movement strategy for
bringing an existing service to a preferred level of service. A movement strategy should
include :
Ø

a clear delivery option

Ø

a designated funding source which may also include changes to existing fee
structures

Ø

an achievable timetable for implementation within resource limitations
(highlighting milestones for completion)

Ø

a communication strategy outlining the consultation process with staff and
customers

Ø

A means for measuring the success of the movement.

Any strategy should also outline :
Ø

The impact on other Council services

Ø

The short and long-term benefits of a delivery and resourcing option

Ø

The capacity of the organisation to implement the recommended changes

Ø

The ability of the organisation to implement the recommended change
management processes to bring about effective and lasting cultural change.

Council Consideration
It will be necessary to report the preferred service level, the resourcing implications,
recommendations to achieve this and the movement strategy to Council.
As adopted by Council on 24 February 2003, all completed reviews are to be reported
directly to Policy Review Committee for consideration and adoption. Any Councillor
requests for additional information relating to any specific review is to be addressed
through the Services Review Working Party.
After Council has agreed on an adopted position then changes will be implemented
through the regular management plan and budget adjustment process. The changes will
be reflected in a new specification and all parties affected must be consulted as to the
changes to be implemented.

Adoption by Council and Performance Monitoring
Adoption by Council of the recommended actions and movement strategy completes the first
review of a service specification. Implementation of the recommendations according to the
proposed timetable and the ongoing monitoring of service performance are the responsibility
of the manager.

Service Selection and Delivery

Page 48

Policy Review Committee Meeting
Council's Operating Environment

20 October 2003

Quality Control of the Review Process
To ensure that there is sufficient objectivity and independence in Steps 3 to 6, managers are
to communicate to Corporate Development the research methodology chosen, the analysis of
that information and the recommendations for change proposed .
A panel of three managers unrelated to that service area will also be brought together to
provide independent comment on the SGA and movement strategy following the completion
of Stage 2 (Steps 3 to 6) but before presentation of recommendations to Council.

The Future of Service Specification Reviews
Three important actions will assist in ensuring that Service Specifications remain live and
relevant documents for the future :
1.

managers measure the Key Performance Indicators (KPIs) as documented in their
service specifications at least on a quarterly basis

2.

the review process be integrated into the Management Plan process and in particular,
the Service Evaluation process and

3.

the number of specifications be reduced to a more manageable size to accelerate the
process for all undocumented Council services.

Work on each has already begun on each of the above actions and will be reported to Council
through the quarterly management plan review process.

Conclusion
Service Specifications should not be seen separate ‘on-the-shelf’ documents but rather ‘live’
reference documents from which useful decisions can be made. Service Specifications
reviews are not intended to be large functional ‘one-off’ exercises but as part of the regular
management and monitoring of a service’s ability to meet existing and future needs as they
arise.
Whilst the outcome of the review process is to provide a systematic approach for identifying
adjustments of specifications to meet preferred levels of service, the process of customer
research, benchmarking and understanding customer preferences also valuable. The benefits
to staff better understanding their service through the eyes of customers and comparisons
with other organisations will allow Council to provide more customer focused, efficient and
effective services.
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RECOMMENDATION
That:
1. the Service Specification Review process outlined within this report be received
and approved;
2. the proposed actions contained within the report on Service Specification Review
Process be adopted.

9
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Appendix A - Service Profile
Example of Service Profile for the Residential Clean Up Collection Service
Key
Activities

Customer Service
•

Hours of
Operation

•

Enquiry requests ~ Monday-Friday
8.30am-4.00pm, year round (public
holidays excluded).
After hours message recording
service.

Collection and Disposal
•

•
•

•
Quantity

•

•

Quality

•
•
Unit
Cost per
Activity

•

24,500 requests for clean-up service
•
per annum.
Average of 100 complaints per
annum
•
All service complaints attended to
within 24 hours.
• Residents advised of service
requirements at time of booking
• Advisory notice or confirmation of
service booking & requirements
provided to all residents requesting
service.
• All residents aware of the service
through on-hold messages at
Council and as part of the Waste
Education program
Maintain booking service and
database ~ $2.05 per booking.
Inform customers of service
requirements ~ $0.78 per request
(for 24,500 letters)
Attend to customer complaints ~
$40.86 per complaint (for 100
complaints per annum)

•
•
•

•
•

Collection provided within 7
working days after the next
scheduled garbage collection day
of initial customer request.
Pick-up between 6.30-8.30am on
that day.
24,500 services per year
(aver. 310 collection per week)
Capacity to provide for up to
4 services per year for each
household (60,000 households).
Each service to be a max. 1.5 cubic
metres of uncompacted waste.

Service to be provided on
scheduled day.
Notification provided to residents
of non-collections and reasons
why, at time of service.
No material to escape from
vehicle during transportation

Collection cost per service~$17.53
(assume 24,500 services)
Tipping cost per service ~ $7.85
(assume 3,500 tonnes disposed per
annum or average143 kg per
service)

Total cost per Service is $28.61 (for 24,500 services provided)
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Appendix B - Proposed Approach to Customer Research and
Guidelines on how to undertake Customer Research
Proposed Approach to Customer Research
Whilst the Service Specification program is focused upon individual service selection and
performance management at an operational level, there are other complementary bodies of
work that Council will carry out as part of its overall approach to customer research.
Council’s Customer Research Program consists of :
•

Services Satisfaction Survey (also known as the Penrith City Council Customer Survey
recently conducted in April 2003)

•

Service Specification Customer Research (which includes benchmarking);

•

Customer Service Surveys

Part of this research is targeted towards what Council provides (ie service selection) and other
research examines how well we provide our services (ie service delivery). Part of this
research looks at strategic issues relating to services whilst other forms of research have a
more operational focus. Lastly, part of the research provides data on all Council services
versus research about individual services.
Descriptions of each type of research is provided in a table on the next page and a diagram
illustrating their relationship between each other is provided below.

Relationship between different types of Customer Research

Customer Research Program
Service Selection
Strategic
Focus

Operational
Focus

Provides customer
feedback on what
Council provides

Service Specification
Customer Research

Service Selection and Delivery

Service Delivery

Services
Satisfaction Survey
(or PCC Customer
Survey)

Provides customer
feedback on how well
Council provides its
services

Customer Service
Survey

All
Services

Individual
Services
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Descriptions of the different types of Customer Research
Description

Objective

Scope

Method

Services Satisfaction
Survey
To understand the perceptions
and needs of the local
community with respect to
Council's services and
facilities (Strategic focus)
Covers all of Council's
externally provided services
(up to 47 services in
telephone questionnaire)

Broad based, City-wide
telephone survey of 600
residents

Frequency

1st survey was conducted in
April 2003. Follow-up
surveys conducted at least
every 2-3 years thereafter

Desired
Outcome

Each service rated in terms
of overall importance &
satisfaction as compared to
all other Council services.
Priorities for concentrated
effort can then be assigned to
specific services or
disengagement from others.

Service Specification
Customer Research

Customer Service
Surveys

To determine whether the
range and service levels
provided by Council match
customer preferences

To determine how well
Council services and
facilities deliver good
customer service

Covers all services that
have been specified

Covers all services
which have a direct
contact with Council's
external customers

Service profiling forms the
basis for research. 3
methods include :•
Surveying customers
(internal & external)
•
Focus groups
•
Benchmarking against
like service provided in
other organisations.
Surveys, focus groups or
benchmarking conducted at
least once every 2 years or
whenever there is a
significant change to the
service required.
Generation an optimum
service specification for each
service within any given
budget constraint thus
providing measurable
alternatives to current
service provision.

Using a survey template
each Manager is
responsible for
surveying his/her
customers by the most
efficient, representative
method (eg mail, at the
counter, phone, e-mail )
Survey conducted at
least once every 2
years. Annually is
preferred.
Performance of each
service is assessed and
scored against Council's
Customer Service
Charter. This score
represents a KPI within
each service
specification.

With these additional sources of information, the analysis of customer preferences for each
service can be more meaningful and put into the proper context against strategic and
operational goals and objectives. If all three forms of research are conducted the manager
should be able to ascertain whether :
•
•
•
•

a service is perceived by the residents as of high or low importance in relation to all
other Council Services (Services Satisfaction Survey)
residents are satisfied with the service provided (ie high, medium or low satisfaction) in
relation to all other Council Services (Services Satisfaction Survey)
the service is delivering poor, good or excellent customer service as compared to
Council’s Customer Service Charter. (Customer Service Survey)
the service is performing against similar services provided by other government or
commercial organisations (Benchmarking)
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the current opening and closing times and hours of operation are what the customers
want. (Service Specification Customer Research)
the service levels (that is, workload indicators and performance criteria) are set at the
right level (Service Specifications Customer Research)

The results from these will assist in building a case for changes to resourcing or service
prioritisation, or maintaining existing service levels.
Key Objective of Customer Research
It is important to note that the results of customer research do not automatically lead to
Council making a decision. The experience of management and an understanding of the
culture of the organisation all contribute to the decision making process. Research merely
provides better information with which to explore options within a wider context of Council’s
responsibilities with which to make decisions.

Service Specification Customer Research
For the purposes of the Service Specification Review process, managers who have
responsibility for an adopted specification must now carry out Service Specification
Customer Research. This means that firstly, a service profile must be drawn from the existing
service specification. Secondly, an appropriate form of research should be chosen to test
whether the service profile is aligned to customer preferences.

Most Appropriate form(s) of Customer Research
This now raises the question of what form(s) of research should be used to test whether the
service profile is aligned to customer preferences. Under the Service Specification process,
three methods are available to managers.

Service Specification
Customer Research

Customer Surveys

Service Selection and Delivery

Focus Groups

Benchmarking
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Whichever research method(s) chosen by the manager it is important that the results
accurately and objectively identify customer preferences and trade-offs, where possible. A
‘trade off’ decision is where customers are prepared to either pay more for an increase service
levels or where customers are willing to forgo or reduce service levels in one aspect of a
service in order to increase service levels in another part of the service. Quality control of this
process is dealt within the report.
•

Customer Surveys
The first form of customer research is the survey. Surveys can often be the most
effective, economical, unbiased, quantitative method of obtaining customer
preferences. If conducted correctly surveys can provide a useful picture into the
changing tastes and needs of Council customers thereby giving a solid basis for service
adjustments.
Surveys can take many forms and can be conducted through mailouts/mailbacks, dropoff/pick-ups, electronically over the Internet, or by interview over the telephone or
face-to-face. Whilst mailouts/mailbacks and drop-offs/pick-ups traditionally have lower
response rates than telephone surveys they are considerable cheaper to conduct. More
questions can be asked in a mailout/mailback or drop-off/pick-up given the attention
span of the respondent during a telephone interview. E-mail or Internet surveys are
probably the most economical form of surveying however like other forms of mailout,
response rates tend to be lower. Another limitation is that only people with internet
access can be surveyed thus reducing the overall size of the total population able to be
surveyed.
For a survey to be conducted correctly a number of statistical principles must be
observed

Customer Surveys ~ Statistical Principles
Whilst it is a relatively straightforward exercise to survey customers there are a number
of statistical principles that need to be considered if more meaningful, reliable and
accurate results are to be obtained. These principles include :•

Getting the Population Right
This means identifying who are the customers of the service. Customers may not
just be users of the service. In the case of the Residential Clean Up Collection
service it could be argued that the customers are not only those who have
contacted Council for a collection but also those residents who choose not to use
this service or who are not even aware that the service exists. Choosing a larger
population answers questions such as how well the service is promoted as well as
to how well the service is performing.
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Getting the Sample Size right
Sample size does affect the reliability of survey results. For example for the
Residential Clean Up Collection service if you wanted to know how well the
service performed from past users you would need to survey at least 194
customers to ensure that you were 95% confident (with 7% error rate) that the
results were reliable. [This assumes that the total population was 24,500 requests
per annum]. A sample size of 586 would be required if you wished to have a 4%
error rate]. Sample sizes increase as the level of confidence increases or as error
rates decrease.

•

Getting a Representative Sample
Apart from sample size the way that a sample is selected is equally important so
that bias is minimised. Randomised selection of customers within the total
population to obtain a sample is the best way to achieve this. For example
choosing residents from only one suburb of Penrith, or residents who are 55 and
over would not provide a truly representative sample for a survey of the whole
Residential Clean Up Collection service. A representative sample would include
male and female customers from varying ages, who live in different parts of the
Penrith LGA.
Following the identification of customers with which to draw a representative
sample from, the next important decision lies in selecting the most efficient and
effective way of surveying the target population.

•

Focus Groups
Focus groups are qualitative dialogues with a small number of carefully selected
customers or users that are brought together to discuss a series of topics or views about
a particular product or service. Whilst surveying can tell to what level of a customer is
satisfied with a service, focus groups tend to be more a qualitative evaluation tool
highlighting why customers think that way.
Focus groups generate data through interactive dialogue, and are therefore unlike oneon-one interviews where answers to specific questions are solicited. They are also
unlike surveys in which a representative sample of the population is selected for study.
A focus group represents a targeted segment of the population.
The composition of a focus group is based upon the similarity of the group members. In
the case of the service specification program it would be six to nine customers of a
particular service which has already been specified. Usually a number of focus groups
are run because the outcome of any single session may not be representative and
discussions can get sidetracked.
Depending on the maturity of the service, focus groups can used before a survey to
identify potential service attributes that customers value. In other cases in the wake of
a survey to explore why particular services or service attributes scored higher or lower
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than expected. Surveys and focus groups can be seen as complementary research
techniques.
The focus group will usually be conducted by a trained facilitator who encourages
lively discussion about the service in question, keeping the discussion on track without
inhibiting the flow of ideas and comments. The facilitator also must ensure that all
participants contribute to the discussion and must avoid letting one participant's
opinions dominate. Questions should be open-ended, allowing participants to be able to
elaborate on multiple topics. The goal is to have the group respond with more than a
"yes" or "no" answer. Whilst the session must appear to the participants to be freeflowing and relatively unstructured, in reality, the facilitator should follow a preplanned script of specific issues and set goals for the type of information to be gathered.
A focus group session should last between one and two hours.
The benefits of focus group are that they :
Ø

provide qualitative data about a service in more depth than a quantitative survey
or poll thus allowing participants to be exposed to wide-ranging amounts of
information in an extremely short time frame.

Ø

allow participants the opportunity to give interactive feedback through dialogue,
allowing for the exploration of unanticipated topics.

Ø

do not require complex and untimely sampling techniques such as those
employed for accurate sampling of the general population.

Ø

can be used for the gathering of testimonials about a service.

There are limitations to use of focus groups, of course. Firstly, focus group samples are
not representative of the total population, and therefore cannot be treated as a true
statistically accurate sampling. Further, the results from the focus group are usually
only as a good as the facilitator conducting the session. While focus groups are an
excellent evaluation tool since they bring out a customer's spontaneous reactions and
ideas, it must be noted that they are not behaviourally accurate. Focus groups will only
assess what customers say but cannot determine how the consumer truly acts.
Though focus groups have a number of inherit limitations, they are one the best
qualitative analysis tool.
•

Benchmarking
Benchmarking generally involves comparing Council services or processes with those
provided by other organisations of a similar size or situation. The comparison is usually
carried out by examining performance measures common to both services (eg DA
turnaround times for measuring the performance of Development Control services) and
analysing the reasons for variances. Further information about Benchmarking is already
provided in the report.
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