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Agency Consultation Submission Summary & Responses 

Agency Issue  Response 

Commonwealth 

Department of 

Environment 
(now known as 

Department of 

Environment and 

Energy) 

No response received  N/A 

Civil Aviation 

Safety Authority 

(CASA) 

Central Coast Councils area of 

responsibility does not incorporate any 

certified or registered aerodromes and 

therefore CASA has not comment on 

Central Coast Local Environmental Plan 

(CCLEP).  

Noted 

Darkinjung Local 

Aboriginal Land 

Council (LALC) 

The CCLEP does not acknowledge the 

Aboriginal Cultural Landscape & fails to 

address the requirements of the 

proposed future State legislation 

(Aboriginal Culture and Heritage 

Reforms). 

The Draft CCLEP is based on the 

Standard Instrument - Principal Local 

Environmental Plan (SILEP) and is a 

consolidation of the current Wyong 

Local Environmental Plan 2013 (WLEP 

2013) and Gosford Local Environmental 

Plan (GLEP 2014). Any amendments as 

a result of the final Aboriginal Cultural 

Heritage Bill will be made to the SILEP 

or further considered by the next stage 

of the Comprehensive LEP. 

Culturally sensitive areas are incorrectly 

mapped in the Somersby Industrial 

Estate.  

Until this is resolved, any DA in the 

locality should be inclusive of a search 

of the Aboriginal Heritage Investigation 

Management System (AHIMS). Further 

requirements for detailed 

archaeological surveys and consultation 

with registered Aboriginal stakeholders 

be implemented if a site is located 

within 200m of the proposed 

development site. 

The timing and scope of works for the 

Consolidated LEP does not allow for an 

archaeological study /ground truthing 

to be undertaken.  

OEH is currently undertaking work with 

Darkinjung LALC to identify culturally 

significant sites. Dependant on timing 

of this work consideration will be given 

to this during the preparation of a 

Comprehensive LEP.  

It is general practice, that where 

Aboriginal Archaeological Assessments 

undertaken identify new sites/objects, 

these are issued to OEH for the 

purposes of updating AHIMS 

 
Many land uses are unable to be 

undertaken as complying development 

within rural areas as they are within a 
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sensitive location, i.e. within the Central 

Coast Drinking Water Catchment. 

The permissibility of extensive 

agriculture within rural zones is 

mandated by the SILEP. This requires 

this land use to be permissible without 

consent, i.e. exempt. 

Council is attempting to further 

manage other rural land uses which 

require extensive clearing, such as 

intensive plant agriculture, by requiring 

development consent. 

Schedule 5 fails to identify any 

registered Aboriginal places across the 

CC. There are 3 registered Aboriginal 

places listed under the National Parks 

and Wildlife Act. These are: 

- Bulgandry Art Site, Kariong 

- Kariong Sacred Lands, Kariong 

- Tuggerah Lakes Resting Place, 

Tuggerah 

A fourth site, the Mooney Mooney 

Aboriginal Area, at Somersby is also 

recognised by NPWS as an area of 

cultural significance. A fifth site, the 

Calga Aboriginal Women's Site/ Calga 

Aboriginal Sites is also currently under 

consideration for Place listing. 

These should be referenced in Schedule 

5 of the LEP and mapped.  

There are also thousands of sites of 

cultural significance on the AHIMS 

which are generally not disclosed in 

mapping. Council should do due 

diligence in relation to cultural sites in 

vicinity of proposal.  

Consider SEPP (Aboriginal Land) 2019 

and the four sites identified in 

Comprehensive LEP 

In response to submissions and the 

recent listing of the Calga Aboriginal 

Cultural Landscape on the State 

Heritage Register it is proposed to 

include this as an item of heritage 

significance in Schedule 5 of the CCLEP 

2018. 

The other suggested sites will be 

considered as part of the Heritage 

review currently being undertaken for 

stage 2 of the comprehensive LEP 

Review. the submission has been 

referred to Council's heritage officer 

and further consultation will be 

undertaken with NPWS, Premier & 

Cabinet (Heritage) Darkinjung LALC and 

other relevant stakeholders.  

The SEPP does not require amendment 

to the CCLEP at this stage. 

Support COSS and note proposal does 

not extend COSS. Darkinjung will not 

support the transfer of Darkinjung LALC 

land to Council for inclusion in Coastal 

Open Space System (COSS) network. 

The intent and objectives of COSS can 

The proposal does not extend the 

current COSS nor include additional 

requirements for acquisition of this 

land. 

In response to public submissions and 

consultation with Council a decision has 
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be satisfied while in Darkinjung 

ownership.   

been made to further refine the criteria 

being applied to the zoning of Deferred 

Matters lands currently subject to 

Interim Development Order No. 122 

(IDO No.122). At this stage land within 

these areas and outside of the current 

Coastal Open Space System (COSS) will 

maintain their current land use zoning 

provisions. Landowners will be further 

consulted prior to any land use zoning 

change being made to their land. All 

land identified as COSS is proposed to 

be zoned E2 Environmental 

Conservation. It is noted those sites 

highlighted in the submission are 

proposed COSS and the zoning of 

these lands will remain as exhibited.  

Support Small Lot Housing in R2 zone 

for delivery of affordable housing  

 

The R2 Low Density Residential zones 

of the Central Coast are generally a 

conversion of the previous 2(a) low 

density residential zone which are 

commonly located further away from 

centres where residents have an 

expectation of a certain level of amenity 

which may be impacted by 

development of a higher density. As 

such the introduction of small lot 

housing is not considered appropriate 

across all R2 zoned land on the Central 

Coast. The R1 General Residential zone 

is better suited to this form of 

development due to its location and 

proximity to essential services and 

public transport. Provisions for 

variations to minimum lot size are 

proposed to be retained in the LEP for 

land within the R1 zone as the former 

Gosford LGA will retain a minimum lot 

size of 550m2 in this zone. In 

developing strategic documents to 

permit the development of greenfield 

areas, Council does not require the 

inclusion of small lot subdivision on R2 

zoned land in order to meet its dwelling 

targets.  

The draft Affordable and Alternative 

Housing Strategy includes 

recommendations that will be further 

considered as part of the development 
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of Council's Comprehensive LEP which 

will include considering whether smaller 

lots in residential areas address housing 

affordability issues. 

Darkinjung supports the UDIA 

submission to DPIE to include an 

Additional Local Provision in part 7 of 

the LEP to enable seniors living 

development in Business zones and 

Environmental zones. 

The process currently being undertaken 

by Council is an LEP and DCP 

consolidation process and is the first 

stage of the Comprehensive Review of 

Council's planning controls. The 

consolidation process is not the 

appropriate means to introduce new 

provisions. Any such consideration 

would require the submission of a 

separate planning proposal supported 

by appropriate studies relating to the 

landuse and lands identified. 

Cl 20 of Gosford IDO 122 provides 

flexibility for boundary adjustments and 

seeks to preserve dwelling entitlement. 

Cl 4.2 of draft CCLEP does not carry this 

over. SEPP Exempt and Complying also 

does not provide the flexibility required 

for boundary adjustments. Cl 4.2C of 

Lake Mac LEP 2014 is an example where 

a more flexible approach is used.   

Amendment 36 to WLEP 2013 and 

Amendment 38 to GLEP 2014 was 

published on 1 November 2019 and 

inserted a new clause to enable 

boundary adjustments for land zoned 

RU1 Primary Production, RU2 Rural 

Landscape, E2 Environment 

Conservation, E3 Environmental 

Management or E4 Environment Living 

where no additional lots or dwelling 

entitlements are created and the 

resultant lots achieve a superior 

outcome for either agricultural or 

environmental protection or 

management. This provision will be 

included in the final CCLEP when made. 

It is noted that there was text missing 

from draft Cl 4.2A in relation to minor 

boundary realignment - this was an 

error and will be reinstated.  

CL 4.1E of Lake Mac LEP 2014 also 

allows creation of undersized lots to 

provide for longer term environmental 

outcomes and this is suggested for 

consideration. 

A new clause similar to Clause 4.1E 

Exceptions to minimum lot sizes for 

biodiversity conservation in Lake 

Macquarie LEP 2014 was investigated in 

the preparation of the Miscellaneous 

Amendment Planning Proposal. It was 

concluded that this issue should be 

considered as part of the preparation of 

the next stage of the Comprehensive 

Central Coast LEP, where it can be 

informed by Council’s Central Coast 

Biodiversity Strategy. The draft 
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Biodiversity Strategy has recently been 

exhibited by Council. 

DCP CH 2.4 Subdivision 2.4.2.3 Cut, Fill 

and Earthworks is outdated and 

impractical. Retaining walls should be 

assessed on merit  

DCP Ch 3.1 Flooding mapping  

Limitations on boundary cut and fill 

requirements are considered 

appropriate and any variation to the 

controls will require consideration of 

the relevant objectives.  

The Consolidated Floodplain 

Management Chapter of the DCP has 

been deferred until consistent and 

complete floodplain mapping for the 

LGA is available. At this stage Council 

will continue with the existing flooding 

and water cycle management controls. 

The minimum lot size for dual 

occupancy is not in line with the Low 

Rise Medium Density Housing Code 

and SEPP Exempt and Complying.  

 

The Low Rise Medium Density Housing 

Code allows for Councils to set 

minimum lot size for dual occupancy 

development under their LEPs. These 

lot sizes proposed are consistent with 

that currently outlined in the Wyong 

DCP 2013 and Gosford LEP 2014 and 

are considered appropriate for the 

Central Coast LGA.  

Department of 

Industry (Crown 

Lands) (now 

known as 

Department of 

Planning Industry 

and Environment, 

Housing and 

Property, Lands) 

Crown Reserves: Zonings should not 

compromise management and consider 

future use of Crown Land. Zoning of 

Crown reserves should be consistent 

with the public purpose of the reserve.  

Due regard should be made to the 

NSW Aboriginal Land Rights Act 1983 

and Commonwealth Native Title Act 

1993 and the impact of Native Title and 

Aboriginal Land Claims on the 

proposed LEP zonings. 

The Proposal seeks to rezone all COSS 

land that is currently deferred from the 

GLEP 2014 to E2 Environmental 

Conservation. The remainder of lands 

zoned under IDO 122 will remain 

deferred to allow for further refinement 

of criteria and consistent approach to 

all Environmental Lands across the LGA 

as part of an LGA wide Environmental 

Lands Review.  

Crown Roads: A strategic assessment of 

public road corridors should be 

undertaken to determine any 

unnecessary Crown roads (unformed 

roads). These roads may be closed and 

replaced with private rights of way 

established during the DA process. This 

would rationalise the public road 

network and identify Crown and 

Council roads required for future needs.  

A strategic review of the road network 

is not a consolidation matter. However, 

this may be considered in future in 

conjunction with Department of 

Planning Industry and Environment, 

Housing and Property, Lands). 
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Schedule 5 – Environmental Heritage: 

Supportive of recognising heritage 

items except where inconsistent with 

tenure agreements on Crown Land. In 

particular boatsheds and wharves as 

per advice in letter to Council 30 Nov 

2017 in response to the Gosford 

Community Based Heritage Study 

Amendment to GLEP 2014.  

Schedule 5 of CCLEP consists of those 

items from GLEP 2014, IDO 122, GPSO 

and WLEP 2013. Two additional items 

have been included in Schedule 5 

following exhibition. These are Calga 

Aboriginal Cultural Landscape which 

was recently listed on the State 

Heritage Register and Kendalls Glen 

reserve and rock which is currently 

listed as a heritage item under the 

GPSO and erroneously excluded from 

the draft CCLEP. The letter referred to 

during agency consultation related to a 

separate Planning Proposal. Further 

discussions with Department of 

Planning, Industry and Environment 

(DPIE) have occurred in relation to 

those matters. 

Central Coast Land Negotiation 

Program: Consideration should be 

given to the Central Coast Land 

Negotiation Program prior to 

finalisation of the rezoning proposal 

with regard to:  

▪ Lot 343 DP 755234 – 129 Oceano St, 

Copacabana – DPI has no objection 

to proposed E2 Environmental 

Conservation Zone. 

▪ Lot 3 DP 863379 – 70 Fishermans 

Pde Daleys Point – DPI has no 

objection to proposed E2 

Environmental Conservation Zone.  

▪ Lot 8 DP 802107 – Central Coast 

Hwy, Kariong - DPI notes that the 

proposed rezoning from Zone 2(A) 

Residential; Zone 5(E) Arterial Road 

and Zone 5 Special Uses to Zone E2 

Environmental Conservation would 

be incompatible with its dedicated 

purpose and recommends 

consultation with Darkinjung LALC.  

The above properties are under land 

claim and Council should consult with 

Darkinjung LALC.  

Darkinjung LALC has been consulted as 

part of the agency consultation, 

industry information session and public 

exhibition of the draft CCLEP. 

Comments provided by Darkinjung 

LALC have been considered as part of 

this proposal.  

In response to agency and public 

submissions and consultation with 

Council a decision has been made to 

further refine the criteria being applied 

to the zoning of Deferred Matters lands 

currently subject to IDO No.122. At this 

stage land within these areas and 

outside of the current COSS will 

maintain their current land use zoning 

provisions. All land identified as COSS is 

proposed to be zoned E2 

Environmental Conservation. As such it 

is proposed to zone Lot 343 DP 755234 

and Lot 3 DP 863379 to E2 

Environmental Conservation as these 

parcels are currently identified as COSS.  

 

Lot 8 DP 802107 is currently deferred 

from the GLEP 2014, however; its 

deferral is considered to be an anomaly. 

It is proposed to zone the land to 

R2/E2/7(a) rezoning the GPSO lands to 

an equivalent zone consistent with the 
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adjoining land and deferring the IDO 

122 zoned portion for further 

consideration.  

Department of 

Industry (Water) 
(now part of 

Department of 

Planning Industry 

and Environment, 

Water) 

No issues raised.  

Provides considerations for any future 

DA’s in riparian zones, impact on 

groundwater and stormwater 

management.  

Noted 

Department of 

Planning and 

Environment 

(now Department 

of Planning, 

Industry and 

Environment)  

No specific comment on the PP at this 

time. 

Noted 

Department of 

Primary 

Industries 

(Agriculture) 
(now part of 

Department of 

Planning Industry 

and Environment, 

Regions, Industry 

and Resources, 

Primary 

Industries 

(Agriculture) 

Supportive of the consolidation of 

instruments as an interim measure.  

DPI Agriculture can provide information 

from the Important Agricultural Lands 

Mapping Project being undertaken in 

the Central Coast to inform a future 

comprehensive LEP 

Noted  

Intensive plant agriculture should 

remain permitted without consent in 

the RU1 zone as:  

▪ DPI has focused on promoting 

best practice and self-regulation 

amongst growers. Should justify 

addition of ‘intensive plant 

industries’ as part of a rural 

strategy.  

▪ Additional Council resources will 

be required to assess applications 

with technical expertise. DPI 

support would be limited.  

▪ State level legislative frameworks 

underpin regulation in NSW 

associated agencies have existing 

referral procedures in place and 

should be consulted.  

▪ The NSW Right to Farm Policy and 

Central Coast Regional Plan 

Not supported. 

In the RU1 Primary Production zone the 

group term of Intensive plant 

agriculture is permitted with consent in 

both the WLEP 2013 & GLEP 2014. The 

sub terms of horticulture and viticulture 

are permitted without consent in GLEP 

2014 but with consent in WLEP 2013.  

These industries generally involve the 

utilisation of pesticides and chemicals, 

as well as clearing of native vegetation 

which, if inappropriately managed or 

undertaken, can pose potential 

environmental risks. This is particularly 

of concern as this zone predominantly 

occurs within the Central Coast 

Drinking Water Catchments.  

It is important that the impacts 

associated with these land uses are 

assessed through the development 

application process to ensure that 
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(CCRP) stipulate Government 

priorities to enhance agricultural 

land and identify opportunities for 

agribusiness growth. This proposal 

may have unintended 

consequences for agriculture in 

the Central Coast and State.  

 

appropriate management strategies 

and safeguards are implemented.  

The former Wyong Shire Council 

commenced work on a rural land 

strategy and Central Coast Council is 

now extending this strategy to the full 

LGA. This project will inform potential 

revisions to development controls or 

provisions through the Comprehensive 

LEP. 

In the interim it is considered 

appropriate to permit this land use with 

consent as is the current practice under 

the WLEP 2013.   

Do not support Prohibition of 

Horticulture (intensive Plant 

Agriculture) from RU5. This use should 

be permissible without consent.  

The majority of intensive plant 

agriculture is undertaken on small 

parcels of land and with advances in 

technology and growing methods the 

use of small parcels in the vicinity of 

village should encouraged.  

Horticulture is currently prohibited in 

the RU5 Village zone under WLEP 2013 

and permitted with consent under the 

GLEP 2014. This use is considered 

inconsistent with the zone objectives 

due to associated land use conflict. The 

use is catered for in surrounding rural 

lands. 

Do not support inclusion of detached 

Dual occupancy in RU1 and RU2 for 

following reasons:  

▪ DPI are publishing guidelines on 

detached dual occupancies and 

secondary dwellings this year to 

provide state wide advice. 

▪ Impact on productive capacity of 

ag industries and availability of ag 

resources 

▪  Impact on other primary industry 

opportunities e.g. Forestry mineral 

development quarrying etc. 

▪ Land use conflict e.g. 

unreasonable proximity to farm 

buildings, boundaries etc.  

▪ Property inflation preventing 

purchase of farming land or 

expansion of operations  

Dual occupancy (attached & detached) 

is currently permitted in WLEP 2013 and 

prohibited in GLEP 2014.  

Secondary dwellings are currently 

permissible under GLEP 2014 and WLEP 

2013.The key difference by permitting 

dual occupancies is the size of the 

dwelling. The DA process assesses such 

proposals on its merits. It is also noted 

that attached dual occupancy 

developments are permissible in the 

7(b) Scenic protection and 7(c2) Scenic 

Protection - Rural Small Holdings zones 

of IDO 122. Dual Occupancy housing 

will assist in meeting the Central Coast 

Regional Plan 2036 (CCRP) estimated 

41,500 more dwellings by 2036 to assist 

in housing the additional 75,500 more 

people in this time frame. 
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▪ Long term social and economic 

costs and benefits should be 

evaluated before making changes  

▪ Attached dual occupancies and 

rural workers dwellings where 

justified may assist in reducing 

some adverse impacts.  

Department of 

Primary 

Industries 

(Fisheries) (now 

part of 

Department of 

Planning Industry 

and Environment, 

Regions, Industry 

and Resources, 

Primary 

Industries 

(Fisheries) 

No concerns raised.  

Noted that there should be no conflict 

between the CCLEP and State 

Environmental Planning Policy (SEPP) 

62 sustainable Aquaculture   

The relationship of SEPP 62 to the 

CCLEP is that in the event of an 

inconsistency between the SEPP and 

another environmental planning 

instrument whether made before or 

after the SEPP, the SEPP prevails to the 

extent of the inconsistency, subject to 

section 36 (4) of the Act. 

Forestry 

Corporation of 

NSW (now part 

of Department of 

Planning Industry 

and Environment, 

Regions, Industry 

and Resources, 

Primary 

Industries 

(Forestry) 

Forestry is important at a local and 

regional scale with potential for future 

expansion (in existing State forests and 

reserves, private forested and/or 

cleared lands).  Sustainable forestry 

makes a contribution to conservation of 

biodiversity.  

Forestry remains as a permissible land 

use under the CCLEP subject to relevant 

requirements of the Forestry Act, 1913. 

 

Recreation and Tourism within the RU3 

zone supported - tourism ventures on 

State forest and the renewal of facilities 

at several camping areas within the 

State forest estate demonstrates that 

these developments are compatible 

with forestry land use 

The draft CCLEP supports recreational 

uses within RU3 Forestry zone (e.g. 

recreation areas, recreation facilities 

(outdoor), kiosks etc.) 

 

A number of anomalous mapping 

issues have been identified which are 

inconsistent with Forestry Corporation 

NSW data. 

Mapping errors identified will be 

rectified prior to the making of the 

CCLEP. 

Guringai Tribal 

Link Aboriginal 

Land Council 

(now Wannangini 

Pty Ltd) 

No response received N/A 



Attachment 1 Agency Consultation Submission Summary 
 

 

- 197 - 

Agency Issue  Response 

Local Land 

Services 

No response received N/A 

National Parks 

and Wildlife 

Services (now 

part of 

Department of 

Planning Industry 

and Environment, 

Environment, 

Energy & 

Science, National 

Parks and 

Wildlife Services) 

The zoning/lot size of the following 

properties requires amendment to 

reflect NPWS estate boundaries: 

▪ Lot 49 DP 755239:  Land is now  

National Park. Land is to be zoned 

inclusive of road (Inclusive of 

Simpsons Track, exclusive of Great 

Northern Road). Amend Zoning to 

E1 

▪ Lot 541 DP 1209774: Only part of 

lot is shown in National Parks 

layer. Align E1/E2 boundary to 

National Parks boundary. NP layer 

was updated to reflect the update 

to cadastre in 2015. Whole of Lot 

541 is within Dharug NP. Amend 

zoning to E1/E2 

▪ Lot 2630 DP 1205813: Land not in 

National Park. Amend zoning to 

E2. 

Noted 

Relevant amendments to the affected 

Lot Size and Land Zoning Maps have 

been made 

Office of 

Environment & 

Heritage (OEH) 
(now part of 

Department of 

Planning Industry 

and Environment, 

Environment, 

Energy & 

Science, Office of 

Environment & 

Heritage) 

Recommendations provided in relation 

to biodiversity, floodplain management 

and cultural heritage: 

▪ The NSW Coastal Management 

SEPP has come into operation and 

should be applied to the CCLEP. 

▪ Supportive of the E2 zone without 

a dwelling entitlement and 20 ha 

minimum lot size in the E3 zone 

▪ Recommend COSS land be zoned 

E2 Environmental Conservation  

▪ Recommend all ‘Proposed COSS’ 

be zoned E2 Environmental 

Conservation 

▪ Inclusion of the intent to find a 

mechanism to expand the COSS 

and strengthen protection of 

natural areas through the 

comprehensive LEP 

Noted. 

The draft CCLEP has had regard for the 

Coastal Management SEPP (refer to 

Supporting Documentation – 

Assessment & Endorsement). 

The draft CCLEP recognises that the 

COSS is an important feature of the 

Central Coast LGA.  All deferred lands 

that are also identified as COSS are 

proposed to be rezoned E2 

Environmental Conservation. Further 

work to expand the COSS and protect 

important areas of natural vegetation 

and corridors will be undertaken during 

the comprehensive LEP project. 

Proposed COSS under the IDO 122 is 

proposed to remain deferred to allow 

for further refinement of criteria and a 

consistent approach across the full LGA.  
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▪ Further consultation with NPWS to 

determine any administrative 

changes 

▪ Sewage reticulation systems, water 

recycling facilities and water 

reticulation systems should not be 

permissible within the W1 and W2 

zones 

▪ Seeks inclusion of OEH in the 

development of mapping and 

development controls in relation 

to cl. 7.2 and 7.3 

▪ Seek definition of flood planning 

level that is consistent with the 

model clauses for standard 

instrument LEPs in cl. 7.2 and 7.3 

of draft CCLEP 2018.  

▪ Include land surrounded by the 

flood planning level (flood islands) 

in cl. 7.2 

▪ Amend chapter 3.1  - Define flood 

hazard categories (H1to H6) 

consistent with ADRH, use 

consistent terminology, use AEP in 

place of ARI, controls to limit 

filling should be based on flood 

function, apply appropriate 

controls to low hazard areas, 

review controls in H4 areas, 

remove requirement for signage 

for flood hazard, require all 

residential development in flood 

planning area have a floor level at 

or above the flood planning level, 

cumulative filling of floodplains 

should be manage through the 

floodplain risk management 

process, replace control 10 in 

chapter 3.1 with ‘safe low hazard 

evacuation route’, compare 

controls for low hazard areas of 

flood plain with Codes SEPP 

controls for these areas, Consider 

control 2(h) and refer to structural 

Sewerage and water infrastructure uses 

(excluding water reticulation systems) 

are proposed to be retained within the 

W1 Natural Waterways and W2 

Recreational Waterways zones as being 

permissible with consent. This is to 

ensure that adequate infrastructure and 

effective servicing can be provided 

within these and adjoining zones. This 

will ensure that where State 

Environmental Planning Policy 

(Infrastructure) 2007, and WLEP 2013 

Clause 7.10 Council Infrastructure 

(which is proposed to be retained) do 

not apply these works can still be 

carried out with consent.    

As a consolidation of existing 

instruments, the draft CCLEP does not 

propose to include Floodprone land 

maps as these do not exist in any of the 

instruments being consolidated.  

Relevant development controls relating 

to development of Floodprone land are 

provided within the supporting CCDCP. 

Council is unable to specify a freeboard 

for the LGA in the LEP as the freeboard 

differs across the LGA (i.e.- 300mm and 

not 500mm on the Woy Woy 

Peninsula).  

Clause 7.2 is a standard model clause 

wording.  

Council has resolved to defer draft 

Chapter 3.1 and continue with the 

existing controls. Council will consider 

OEH’s recommendations regarding 

Chapter 3.1 in the redrafting of this DCP 

Chapter. 

The current coastal mapping was 

publicly exhibited with the 

Consolidated LEP/DCP. The relevant 

controls are included, and mapping 

referred to in the DCP. The Low Risk 
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engineer not civil engineer, 

consider wider variety of building 

materials in Appendix B of chapter 

3.1 

▪ Consider inclusion of former Low 

Risk Coastal Hazard Planning Line 

for Wyong LGA in the CCLEP 2018.  

▪ An additional objective to provide 

for “sustainable” aquaculture 

should be included in the W1 zone 

objectives 

 

Coastal Hazard Planning Line is shown 

in the mapping. There is no case for 

adding this line to the LEP as there is no 

LEP Clause to enforce its application. 

Draft Chapter 3.2 maintains the existing 

separate north/south controls until such 

time as a set of consistent controls and 

Central Coast Coastal Zone 

Management Plan is completed. It is 

intended that a consolidated and 

consistent approach will be developed 

in a revision of this Chapter, following 

certification by the Minister for the 

Environment of the Central Coast 

Council Coastal Management Program 

(CCCMP), in accordance with the 

Coastal Management Act 2016. 

The objectives of the W1 zone have 

been amended to reference 

“sustainable” aquaculture.  

The DCP should include the RU6 

Transition zone in Chapter 3.5 Tree and 

Vegetation management 

Consistent with the Vegetation SEPP, 

vegetation removal in the RU6 zone is 

not dealt with under a DCP and 

requires Local Land Services approval. 

Further comment regarding additional 

matters to be considered during the 

preparation of a comprehensive LEP 

have also been provided.  These relate 

to: 

▪ Assessment of biodiversity values 

of land 

▪ Review of permitted land use in 

environmental zones 

▪ Provision of a mechanism to 

strengthen the COSS 

▪ Consistency of land uses within 

the E2, E3 and E4 zones with the 

DP&E Practice Note PN09-002 

▪ Ensure all new land uses within the 

RU6 zone are consistent with the 

Standard Instrument LEP objective 

for RU6 Zone.  

The matters identified for further 

consideration during the preparation of 

a comprehensive LEP will be addressed 

through the next stage of that project 

and recommendations considered 

when scoping projects such as the 

Environmental Lands Review.  
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▪ Inclusion of the COSS land in the 

biodiversity values map and use of 

biodiversity overlays 

▪ Include an Environmentally 

Sensitive Lands Layer in future LEP  

▪ Investigation and assessment of 

Aboriginal Cultural Heritage and 

Aboriginal stakeholder 

engagement 

▪ Recommends sensitivity mapping 

of Aboriginal cultural heritage 

values, informed by Aboriginal 

cultural heritage studies  

▪ Refine the W2 zone mapping 

▪ Include the RU6 Transition zone in 

Chapter 3.5 Tree and Vegetation 

management  

Office of 

Environment & 

Heritage (OEH – 

Heritage Branch) 
(now part of 

Department of 

Planning Industry 

and Environment, 

Environment, 

Energy & 

Science, Office of 

Environment & 

Heritage) 

No objection to the Planning Proposal.   Noted 

NSW Resources 

and Geosciences 

(now part of 

Department of 

Planning Industry 

and Environment, 

Regions, Industry 

and Resources, 

Resources and 

Geoscience) 

Sought confirmation that the 

permissibility of mining and extractive 

industries within the Central Coast as 

set out in SEPP Mining, Petroleum 

Production and Extractive Industries is 

not affected by the Draft CCLEP.  

 

This has been confirmed. 

Part 1.9 of the Draft CCLEP is subject to 

the provision of any State 

Environmental Planning Policy (SEPP) 

(or deemed SEPPs) that prevails over 

the plan.  

Therefore, the provisions of CCLEP do 

not impact on the permissibility set out 

in the SEPP.  

Minor inconsistency with the proposed 

zoning of a location adjacent to 

Rindean Quarry. 

This issue has been addressed as 

Sydney Regional Environmental Plan No. 

8 Central Coast Plateau Areas) (SREP 8) 

and Sydney Regional Environmental 
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Agency Issue  Response 

Plan No. 9 Extractive Industry (SREP 9) 

will continue to prevail. 

Roads and 

Maritime Services 

(now part of 

Transport for 

NSW Roads and 

Maritime 

Services) 

Roads Branch:  

All sites previously requested (in 2013) 

to be removed within the Narara road 

corridor are to be retained as per the 

current gazetted GLEP 2014 LRA Map. 

The amendments requested (in 

February 2018) to LRA maps affecting 

Lots 105 & 106 DP 1226612 

(MacDonald Road, Lisarow) under GLEP 

2014 (below) are not considered to be 

consolidation matters as these lots are 

yet to be dedicated and cannot form 

part of any current proposal. 

Lot 12 DP 1174174 (Brisbane Water 

Drive, West Gosford) has however been 

acquired by the RMS and the LRA map 

should be amended accordingly. 

Amendments to the LRA maps affecting 

the following sites are not required (as 

requested in February 2018) to be 

amended through the CCLEP.  The LRA 

maps applying to these sites are being 

amended by WLEP 2013 Amendment 

No. 28. 

•  Lots 1 & 2 DP 214886 and Lot 18 DP 

705440 (Nos 41-47 Railway Road, 

Warnervale) 

•  Lots 23 & 24 DP 1199184 and a 

portion of frontage north of Lot 23 

(no DP) (Pacific Highway, Hamlyn 

Terrace) 

•  Lots 84, 85, 86 & 87 DP 26104 (Nos 

113, 115, 117 and 119 Budgewoi 

Road, Noraville) 

Noted 

The LRA maps have been amended 

according to this advice. 

Object to deferred Matters land being 

rezoned to an equivalent environmental 

protection zone (E4 Environmental 

Living). The majority of the Roads and 

In response to public submissions and 

consultation with Council a decision has 

been made to further refine the criteria 

being applied to the zoning of Deferred 

Matters lands currently subject to IDO 
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Agency Issue  Response 

Maritime land remains developable 

land. It is Roads and Maritime’s 

intention to dispose of the land for the 

highest and best use. Roads and 

Maritime   recommend that any 

proposed rezoning maintains or 

increases the value of the land. 

No.122. At this stage land within these 

areas and outside of the current Coastal 

Open Space System (COSS) will 

maintain their current land use zoning 

provisions. Landowners will be further 

consulted prior to any land use zoning 

change being made to their land. All 

land identified as COSS is proposed to 

be zoned E2 Environmental 

Conservation. 

DCP clause 5.37.3.2 (b)(ii) allows for no 

access or egress to the Pacific Highway. 

Council should consider adopting 

additional access restriction clauses 

with regards to direct access to any 

State road where alternate access can 

be provided. 

Chapter 5.37 was developed in 

consultation with the RMS as are all 

DCPs that front State Roads and 

appropriate provisions are added on a 

case by case basis. 

Maritime Branch: 

Moorings should be permissible 

without consent in all waterways zones 

to avoid any inconsistency with State 

Environmental Planning Policy 

(Infrastructure) 2007. 

Navaids and other core Maritime 

activities should be permissible without 

consent in all zones and unzoned land.   

Moorings are proposed as permissible 

without consent in all waterway zones.  

Navaids and other core maritime 

activities are not specifically defined 

land uses within the SILEP as such 

cannot be listed in the CCLEP as 

permissible without consent. 

NSW Rural Fire 

Service 

No objection to the proposal subject to 

any future development complying with 

Planning for Bush Fire Protection 2006.  

Noted 

Subsidence 

Advisory NSW 

No objection.  

SA NSW recommends Council refer any 

future land use rezoning application 

located within either Wyong or 

Swansea North Entrance Mine 

Subsidence Districts to SA NSW.   

Noted 

Transport for 

NSW 

No specific issues or comments Noted 
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Purpose 
 

This report has been undertaken in response to a Council Resolution from its Ordinary 

Meeting on 26 November 2018. The purpose of this Review is to provide Council with a 

report on alternative delivery models for the After-Hours Call Centre Service. 

 

Background 
 

In 2014, both the former Wyong Shire and Gosford City Council moved to outsourced after-

hours service providers following reviews of their respective after hour service. Both former 

Councils identified that the best value for money would be for a contracted After Hours Call 

Centre Service to manage customer calls outside of business hours, during emergency 

outages and on public holidays providing the customers with information, lodging service 

requests to be actioned during business hours, direct emergency calls to Council staff and 

record all interactions with customers and provide reports on what calls were received after 

hours.  

 

Up until late 2018 this after-hours service was provided by two separate suppliers until a 

tender for a single supplier could be issued. At the Ordinary Meeting of Council on 26 

November 2018 it was resolved to place the tender for an after-hours service provider on 

hold so that a report on alternative models could be developed. While the tender was placed 

on hold and the report on alternative models was developed, the after-hours service was 

consolidated and is currently provided by one existing supplier on a month to month basis.  

 

Desktop research was undertaken with a view to identify local suppliers however no call 

management service providers were located in the Central Coast region.  Of the call centres 

located on the Central Coast, none of them provided a call answer service outside of their 

specific organisation (ie NRMA, NIB, ING). 

 

Oracle CMS, supplier to the former Wyong Shire Council, was chosen to provide the service 

and commenced provision of after-hours call centre service to the entire Central Coast from 

early April 2019. 

 

Current Service 
 

Council’s current after-hours service provision is primarily in place to manage emergency 

calls to Council outside of business hours (including weekends and public holidays). The Call 

Centre Service, currently Oracle CMS, triages calls and escalates as required to After Hours 

Duty Officers (AHDOs) in the case of emergencies related to water and sewer, roads and 

drainage, facilities and other activities.  If the call is not deemed to be an emergency, the Call 

Centre Service logs customer requests for action during business hours based on a service 

matrix provided by Council.  

Council’s service level is determined by the different business areas in accordance with 

Council requirements, as well as relevant legislation and regulations for example, as set out 

by EPA, the Roads Act, Companion Animals Act and IPART. 
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The current arrangement is delivered by Oracle CMS, in conjunction with After Hours Duty 

Officers, for an approximate yearly cost of $350,000 which can vary depending on external 

factors such as serious weather events impacting the region where additional trades or 

council staff are required to attend. 
 

• The number of calls received after hours by Central Coast Council fluctuates 

depending on weather conditions and various infrastructure failures and emergency 

activities.   

• The average number of calls received during a 12 month period is 6,300 or 17 calls 

daily after hours of which 12 would be required to be escalated to AHDOs. 

 

 

• The majority of calls between 7am to 8am are in relation to Water and Sewer (80-

90%) 

• The majority of calls between 8am to 9am are general enquiries and of those most of 

the calls are between 8:30 to 9am as these are the known business hours of Council. 
 

Customer Expectations 
 

Customer expectations for high quality services continue to evolve. Changing lifestyles and 

the emergence of the 24/7 access increasingly means that many customers expect local 

government services to change to support their changing needs and to be accessible how, 

where and when they wish to access them; and for Councils to deliver services in a more 

cohesive manner. 

 

With customer expectations high there is also an understanding that not every service 

available during business hours will also be available out of hours. With this in mind the 

after-hours customer support delivery is focused on emergencies only, so that they are 

immediately actioned, and other requests processed as normal on the next working day or 

via improved customer channels, such as increased online capabilities and additional face to 

face customer service points which are currently being investigated by Council to improve 

customer service delivery overall. 

 

To date complaints received in relation to Council’s after-hours service levels are rare with 

only one formal complaint about service level after hours received in the last 12 months. This 

low number indicates overall satisfaction with and understanding of Council’s after-hours 

service provision. 

 

  

Average per month - weekdays 

7am – 8am 8am – 9am 5pm – 6pm 6pm – 7pm 

165 1237 222 77 
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Customer Experience Survey 2019  
 

Recent findings from the Customer Experience Survey 2019 undertaken by Micromex 

highlighted the following in relation to customer service: 

 

• 72% of respondents satisfied or very satisfied with how their contact with Council was 

handled 

• 59% in the last 12 months contacted Council by phone  

• 89% indicated their preferred method for future contact with Council would be by 

phone (14% increase compared to 2018 results 

• 67% expected action of urgent issues in one business day or less 

• 68% of respondents expected non-urgent issues to be actioned in 5 business days or 

less. 

 

While the survey indicated general satisfaction with how Council handled their contact and 

their expectations were met the majority of the time, it was not specific to the after-hours 

service delivery. 

 

Comparisons with other Councils 
 

To inform options or alternatives for After-Hours Customer Call Service Delivery 10 councils 

were contacted. 

 

• Lake Macquarie City Council 

• Blacktown City Council 

• Newcastle City Council 

• Wollongong City Council 

• Hornsby Shire Council 

• Inner West Council 

• Northern Beaches Council 

• Brisbane City Council (QLD) 

• City of Casey (Vic) 

• City of Greater Geelong (VIC 

 

There were two models in use by the Councils contacted - outsourced to an after-hours call 

centre service provider or an in-house call centre 24/7 solution.  

 

The only council providing an in-house call centre service was Brisbane City Council. They 

have operated an in-house model for some years which is resourced by nearly 200 staff. 

However, Brisbane City Council is not a recognised water authority. They have a population 

of over one million people and provide 24-hour service for general and urgent Council 

enquiries as well as a dedicated business support hotline providing information on a range 

of Council topics including licensing, development applications, business opportunities and 

procurement.  

 

All other Councils contacted outsourced their after-hours call centre service, which focussed 

primarily on emergencies, and was supported by a range of various staff arrangements 

including After Hours Duty Officers – similar to the current model undertaken at Central 

Coast Council.  
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The main reason for most councils outsourcing their after-hours call centre service was due 

to cost effectiveness and value for money for ratepayers as well as to ensure business 

continuity during outages and major emergencies. The nine of the 10 councils contacted 

were satisfied with the quality of service provided by their chosen external providers. 

 

The main difference between Central Coast Council and the other councils contacted is that 

while other councils provide water service they are not classed as water utility providers and 

therefore are only subject to the Local Government Act in relation to water. Their water 

business is based on a cost recovery model and not subject to IPART regulations. Central 

Coast Council is required to adhere to IPART regulations as well as the Local Government Act 

and therefore required to action water and sewer emergencies immediately and report them 

appropriately to IPART while other council areas may not be held to the same requirements. 

This is one of the critical reasons for the requirement to have an effective after-hours process 

in place. The only other council subject to both IPART and the Local Government Act is 

Broken Hill City Council who have a customer base of 10,000. 
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Delivery Model Options 
 

In reviewing the current service, which is emergencies only, call volumes and times equating 

to an average of 6,300 per year after-hours (or 17 per night), customer expectations and 

comparisons with other Council areas, the models below have been assessed based on the 

following:   

 

• Ability to ensure business continuity on short notice both during business hours and 

after hours to ensure consistency with customer service response in the event of an 

emergency, declaration of natural disaster, or an event such as system failures that 

impacts Council’s resources 

• Best value for money for ratepayers 

• Better customer access for emergencies and consideration for residents who work or 

commute 

• Ability for Council to meet customer needs and expectations. 

 

Model 1 
 

 

Benefits 

• All customer calls answered directly by Council night-shift call centre staff  

• 6 additional night shift call centre staff required to allow coverage for annual leave, 

sick leave, etc. - these would be new positions. 

 

The proposed roster for this model would be as follows and subject to the Local Government 

Award and penalty rates of between 20 – 50%: 

Model 1: In-house 24/7 Customer Service Call Centre  

 

 

Customer calls: 

• 5pm to 8:30am weekdays 

• Saturdays and Sundays 

• Public holidays 

 

 

 

In-house 24/7 call centre: 

• Determine urgency and required actions 

• Contact on-call officers from relevant 

business areas if an emergency 

• Supports business continuity 

• Lodge service request for non-emergency 

 

 

 

On-call officer response: 

• Determine requirements and action as 

required based on business area after 

hours processes 

• Close service request once completed 
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Start Finish Total 

hours 

Staff 

required 

Number of 

shifts / staff 

Hours for each 

shift 

(approximate) 

Monday pm 17:00 8:30 15.5 4 2 shifts of 2 7.75 

Tuesday 17:00 8:30 15.5 4 2 shifts of 2 7.75 

Wednesday 17:00 8:30 15.5 4 2 shifts of 2 7.75 

Thursday 17:00 8:30 15.5 4 2 shifts of 2 7.75 

Friday 17:00 0:00 7 2 1 shifts of 2 7 

Saturday 0:00 0:00 24 6 3 shifts of 2 8 

Sunday 0:00 0:00 24 6 3 shifts of 2 8 

Monday am 0:00 8:30 8.5 2 1 shifts of 2 8.5 

Public 

Holidays 

0:00 0:00 24 6 3 shifts of 2 8 

NOTE: Based on current volume of after hours calls, 17 per night, this would equate to 4 calls per staff member per 

night. 

 

Risks or challenges 
 

• No business continuity or ability to service customers in the case of a wide-spread 

emergency or council only emergency such as an IT failure or phone outage either 

during or outside of business hours. This was experienced In July and August 2019 

with one phone outage lasting over two hours during which customers could not 

contact Council. Due to the external provider being available calls were immediately 

diverted and customer calls continued to be answered with no break in service 

• No ability to divert customer calls as required to support call over flow during 

unexpected high call volumes during business hours or during customer service 

training or unavailability  

• Expensive service delivery option when call volume after-hours is low - 17 calls per 

night would equate to four calls per rostered staff member per night 

• Customer response level may be a challenge in times of large scale emergency due to 

limited ability to scale up. An outsourced call centre has the scalability to meet 

unexpected increases to call volumes and have capacity to scale up or own 

immediately 

• Volume of calls does not warrant the cost to deliver the service with on average 17 

calls per night of which 12 would be escalated to AHDOs. Based on these figures and 

the number of staff per night shift it would equate to four calls per staff member 

between 5pm and 8:30am 

• Long periods of annual leave or sick leave could impact staff availability to resource 

required hours and maintain customer service expectation levels. 
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Costs 

 

$1,350,000 per year - includes penalty rates as applicable per the Local Government Award 

2014 and on-call supervisor costs and After-Hours Duty Officer costs. 

 

Does not include: 

• Costs for additional on call staff as required or any trade or contractors costs that 

may be required  

• Infrastructure / IT/ workplace requirements or compliance with ‘work from home’ 

requirements. Potentially up to $3,000 per new call centre agent (one off cost to 

start). 

 

This Average cost per interaction / call (based on 6,300 calls per year): $214.  
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Model 2 

 

Benefits 
 

• Business continuity – ability to service customers regardless of situation whether 

wide-spread emergency or council only emergency or infrastructure failure after-

hours 

• Scalability due to external provider operating models which can be easily scaled up or 

down to meet unexpected high or low call volumes  

• All calls can be easily diverted to an offsite provider during business hours as 

required regardless of situation whether wide-spread emergency or council only 

emergency (such as telephony, systems or IT failure) 

• More cost effective option based on low call volumes compared to after-hours in-

house call centre. 

 

  

Model 2: Outsourced After Hours Customer Call Service + After-hours Duty 

Officers 

 

 

 

 

Customer calls: 

• 5pm to 8:30am weekdays 

• Saturdays and Sundays 

• Public holidays 

• Emergency enquiries only 

 

 

 

Outsourced call centre: 

• Triage/Determine urgency and required 

actions 

• Contact After Hours Duty Officers for an 

emergency 

• Provision of business continuity during 

business hours 

 

 

 

 

 

After Hours Duty Officers: 

• Determine urgency and required actions 

• Contact on-call officers or required trades 

for an emergency 

• 3 specialised after-hours duty officers on 

duty after-hours (RAHDO, WAHDO, 

AHDO) 

• Liaise with field crews or trades people 

• Close service request once completed 

 

 

 

On-call officers or tradespeople response: 

• Attend after-hours emergencies as 

required and liaise with after-hours offices 

to complete service request 
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Risks or challenges 
 

• External provider are not Council or Central Coast experts. However, this is mitigated 

as the After-hours Duty Officers are and can effectively action and manage any 

required services or trades to attend emergencies  

• Responses provided by external provider reliant on accurate script provided by 

council business areas 

• External provider experiences a system or phone issue. 

 

Costs 

 
$350,000 per year includes cost of external service provider and penalty rates as applicable 

per the Local Government Award 2014 and on-call supervisor costs and AHDO costs. 

 

Does not include: 

• Costs for additional on call staff as required (managed though Local Government 

Award as ‘on-call or ‘call back’ or any trade or contractor s costs that may be required  

• Costs for required IT equipment for AHDOs such as laptops and mobile phones. Up 

to $3000 per AHDO if laptop or mobiles not already issued by Council as part of their 

regular roles 

 

This Average cost per interaction / call: $55. 
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Recommended Model 
 

The recommendation is to continue with the current arrangement as outlined in Model 2, 

with further refined After-Hours Duty Officer roles specific to relevant business and issue a 

Tender for an external provider. 

 

After Hour Duty Officer roles: 

Specific after-hours escalation contacts for Roads and Drainage (RAHDO) and Water and 

Sewer (WAHDO) plus a generalist AHDO to coordinate actions in the case of an emergency 

outside of Roads and Drainage or Water and Sewer.  

 

The refined roles are currently being implemented to improve the customer experience and 

simplify the escalation contacts for the external service provider ensuring better clarity and 

immediate action of urgent enquiries. Currently the escalation contacts can be complex with 

different AHDOs having to take all escalations while others only take general escalations.  

 

Only three after-hour duty officers would be rostered at any one time: 

• 1 x RAHDO for all roads related emergencies 

• 1 x WAHDO for all water and sewer related emergencies 

• 1 x AHDO for general emergencies not related to roads or water and sewer 

 

There is no other change to AHDO roles other than a refinement of responsibilities.

 

Cost comparison over a three period of the models presented: 

Note: The above does not include costs for on call officers or trades for specific requirements in Water and Sewer 

or Roads and Drainage or any other business area to respond (managed though Local Government Award as ‘on-

call or ‘call back’). 

 Model 1 Model 2 

(recommended) 

Staff required for call centre 6 0 

Salaries per year $1,080,000  $0 

After-Hours Duty Officer 

allowance 
$270,000  $270,000  

Service provider $0 $80,000 

Business Continuity Support No Yes 

Costs for 1 year $1,350,000 $ 350,000 

Costs over 3 years $4,050,000 $1,050,000 

Cost per call/interaction (6,300 

per year) 
$214 $55 



Attachment 1 After Hours Call Centre Service Model Review October 2019 
 

 

- 273 - 

Summary 
 

The recommended model is the most cost-effective after-hours customer call service 

solution that meets the expectations and need of the Central Coast community while still 

providing value for money, specifically:  

 

• Ability to ensure business continuity on short notice both during business hours and 

after hours to ensure consistency with customer service response in the event of an 

emergency, declaration of natural disaster, or an event such as system failures that 

impacts Council’s resources 

• An outsourced call centre service is the best value for money as providers are better 

equipped to deal with varying call volumes and suppliers in this field generally 

manage contracts for multiple companies which reduce costs through economies of 

scale.  The internal staff undertaking various roles to deliver on the emergency 

responses provides additional employment options for staff currently employed by 

Central Coast Council 

• Comparison of other Councils identified this option as consistent with and preferred 

by most other councils  

• More and more customers are accessing online services when interacting with other 

businesses and organisations – they have an expectation that this should also be the 

case for interacting with Council – specifically in the case of an emergency. A review 

of current online customer service offering, and continued improvement of online 

services will provide customers with the ability to undertake council business without 

the need to call or visit Council for non-emergencies 

• Improved information on Council’s out of hours service level and potentially better 

ability to better cater for residents who work and/or commute.  

 

Next steps 
 

• Review after-hours service matrix to ensure updates are incorporated  

• Commence tender process for an after-hours service provider  

• Continue communications to raise awareness of Council service levels after-hours. 
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