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Agenda Wk
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N [o} Description Speaker
1 Acknowledgement of Country, Welcome and Introductions Andrew Schofield
2 Update: Customer Support Margaret Gomez

3 Program Update:
« 2024 roadmap and MOG changes Vikrant Das
* Recent and upcoming releases

4 Update: Enhancements to the eConstruction pathway Faig Kidwai
Building Commission NSW
5 Update: Farming pre-assessment tool Anthony Tavella
6 Showcase: myHome Planner Anthony Tavella
7 Update: Chatbot Anthony Tavella
8 NSW Planning Portal Engagement

« Training calendar Caitlin Williams
«  NSW Planning Portal Knowledge Management working group

9 Other matters Andrew Schofield
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Housekeeping

* Please mute your device unless asking a question.
* Press ‘Raise Hand’ to ask a question.

* You can also ask questions using the chat function. Any
questions we do not respond to in the meeting, will be
responded to post-meeting.

¢ Who can see your messages?

To:  Eweryone w

Type message here..

= & © B8 & ®H - N ¢ @

Chat People React View Rooms Apps More Camera Mic Share




2024 NSW Planning Portal Council Reference Wik
G rou p S

We had 100 responses from Councils (78% of the state) to the call for nominations for the 2024 NSW
Planning Portal Council Reference Groups.

In addition to NSW Councils, the membership of the groups include representatives from LG NSW, National
Local Government Customer Service Network, Regional Cities NSW and PIA NSW.

There will be:
« 55 membersin the high-volume reference group

* 57 membersin the medium-to-low volume reference group




Terms of Reference Wik

GOVERNMENT

Objectives

*To provide visibility of council priorities and feedback regarding the existing digital services on the NSW
Planning Portal.

*To highlight possible areas of improvement on implementation, training and support.
*To provide a forum to discuss proposed new services, features and system enhancement opportunities.

*Support the delivery of the NSW Planning Portal, whilst recognising budget constraints applicable to the
program.

Your role

As the nominated representative for your organisation, we ask that you relay any relevant information to your
colleagues post meeting.

During the meetings members are asked to provide feedback, suggestions and recommendations on behalf
of their organisation.
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Margaret Gomez



Customer support Process AWk
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Q Did you know the QRG'’s are being reviewed and updated on the Planning Portal website:

https://www.planningportal.nsw.gov.au/support/how-guides ?

Please review the current QRGs for any questions you or the team may have before raising a ticket. This
may assist in no tickets being raised and self-help achieved.

The team are currently actioning a backlog of tickets which we have reduced by 44% since Oct 2023.

What do | do if | need to follow

What are the next steps? 5
up?

What do | do If | have an issue using

the Portal?

Raise a P-Ticket via:
eplanning.support@planning.nsw.gov
.au

Please include all relevant details and

screenshots of the problem — this will

assist us (L2) in resolving your P-Ticket
as efficiently as possible

We will aim to respond to your P-

Ticket as soon as possible

If you need to discuss your P-
Ticket further contact 1300 420
596 and press option 1

Please have your P-Ticket ready
prior to the call

What happens if my P-Ticket
requires technical assistance?

We will escalate your ticket to the
technical team (L3) if the issue
you have raised requires it — We
aim to have the P-Ticket resolved
as soon as possible

We endeavour to resolve your
enquiry as quickly as we can —
however if you need to follow up;

1. Reply to your original P-Ticket
receipt email

2. Contact the Planning Support
Team on 1300 420 596




Management of customer support service Wik

GOVERNMENT

To reduce the backlog of customer support tickets, the Department has:

Mobilised internal resources to assist with the resolution of tickets;
Provided training to those staff to ensure that they have the required knowledge;
Triage of current tickets to close out duplications reducing the backlog number

Upskilling of SNSW to assist with incoming calls and enquiries to ensue efficiency for applicants at first
point of contact

Daily stand up with our Technical team to ensure tickets sent to them are actioned in timeframe

To improve the speed of response, the team is expanding available support materials, including Frequently
Asked Questions and short How-to videos.




Management of customer support service

GOVERNMENT

Level O

Service NSW
1300 305 695

Service NSW can assist with:

* General enquiries

* Portal & Planning website
navigation

« Applicant enquiries (The Portal)

* P-Ticket Status

Levels 1and 2

NSW Planning Portal + DPE
Planning and Engagement
1300 420 596

L1 can assist with:

* General enquiries

» Exhibitions

* Policy & Legislative Changes
* Planning Proposals

L2 can assist with:

» Portal navigation

* Initial technical troubleshooting
regarding Portal services

+ Triaging cases for technical
assistance

Levels 3 and 4

Technical delivery and
resolution

L3 can assist with:

* Investigation of technical
issues

* Resolution of technical issues
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Program update

Machinery of Government changes
Vikrant Das



Machinery of government changes Ak

GOVERNMENT

Machinery of Government (MoG) changes are being made to the NSW Planning Portal.

Changes that you will see:

1. Any reference to the former Department name, Department of Planning and Environment, will be
updated to Department of Planning, Housing and Infrastructure. NB: This includes changes to acronymes.

2. Names of government agencies impacted by the MOG changes will be amended in the Concurrence and
Referral service.

3. Updates to email notification footers to reflect the new Department’s name.

Changes are being implemented in March and April 2024. Note: Date for Agency name changes TBC.

Agency names can be viewed in Administrative Arrangements (Public Service agencies and Ministers) Order 2023
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The following machinery of government changes were made on 1 March 2024:

Service Amendment

Customer support  The email signature in the system-generated emails sent to customers from the customer support
tool has been updated from “Department of Planning and Environment” to state “Department of
Planning, Housing and Infrastructure”.

Site Compatibility = Reference to the Department has been amended to “Department of Planning, Housing and
Certificate Infrastructure” in the system generated application forms where the labels have been changed .

State VPA / WIK Reference to the Department has been amended to “Department of Planning, Housing and
Infrastructure” in the What is this? help text for “Letter of Offer” document type and “Payment
required” heading.

The letterhead for the “Letter of Offer to enter into State Planning Agreement with the Minister for
Planning and Public Spaces” has been amended the reference to the Department to “Department
of Planning, Housing and Infrastructure”.

Reference to the Department has been amended to “Department of Planning, Housing and
Infrastructure” on the State VPA / Works in Kind agreement request application screen.

14



Machinery of government changes Wik
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The following machinery of government changes were made on 1 March 2024:

Service Amendment

Multiple The link to more information about the Privacy and Personal Information Protection Act 1998 within
the Privacy Notice has been updated to “Department of Planning, Housing and Infrastructure” in
the following services: Online DA -State / Online DA -Council / Post-consent Certificate
(Occupation Certificate applications only)

15
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Additional updates will be made in the 5 April 2024 release. These include:

Service Amendment

Concurrence and « Declaration on the “Create request” screen amended to reference the Department of Planning,
Referral service Housing and Infrastructure.
« Reference to the Department amended to “Department of Planning, Housing and Infrastructure”
on the Intervention details screen within the Secretary’s Intervention Request.

Site Compatibility = Reference to the Department amended to “Department of Planning, Housing and Infrastructure” on
Certificate the following screens:

* Relevance to SEPP application

* Pecuniary interest application question

« Confirmation of application submission

Special Reference to the Department amended to “Department of Planning, Housing and Infrastructure” on
Infrastructure the request application screen.
Contributions

16



Machinery of government changes Wk
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Service Amendment

Multiple The link to more information about the Privacy and Personal Information Protection Act 1998 within
the Privacy Notice updated to “Department of Planning, Housing and Infrastructure” in the
following services: Free Tree application / Special Infrastructure Contributions / State VPA Works in
Kind agreement / Post-consent Certificate (CC, SC and SWC applications)

Online Submission Reference to the Department amended to “Department of Planning, Housing and Infrastructure” on
System the upload and submit screen.

Free Tree Declaration amended to: “l would like to receive updates from the Department of Planning, Housing
application and Infrastructure about the future free tree giveaways and the Greening our City work.”
NSW Planning DPIE user type amended to DPHI user

Portal registration

State VPA Works in  Reference to the Department amended to “Department of Planning, Housing and Infrastructure” on
Kind agreement the “Pay to” field on the Payment required screen.

17
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Detail on recent and upcoming NSW Planning Portal releases
Vikrant Das



2024 NSW Planning Portal Roadmap Ak

GOVERNMENT

The Department has published the 2024 roadmap. Roadmap of the NSW
) Planning Portal
In 2024, there will be:

Releases of key digital services on the NSW Planning Portal.

e three major releases: this includes the introduction of
legislative and regulatory requirements, new services or
functionality; and may have an impact on existing APlIs

e minor releases: this includes minor process enhancements to
existing services, minor policy amendments and will not
require updates to APIs by the consumer.

- . - - - . Enhancements to State Minor enhancements NSW Planning -
e hotfixes to apply corrections to digital services. Note: The
Development (SSD) Minor schancemisns wil be Development Costs
M M These enhancements will bring made to the BASIX digital In response to ICAC's Dasha

roadmap does not include details of these changes.
major projects, in line with the interface including updating the communi cated to councils
development assessmant (DA) calculation engine o more about Estimates Development
digital service 5o that the accuralely reflect development Caost reforms that will come into
SR S S R aiirsments in the RASIX AFnrt An A Warsh 3004

Access at: https://www.planningportal.nsw.gov.au/roadmap-nsw-
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Service Enhancement

API  Enhancements have been made to the existing Online DA v2 and State DA v1 service APIs to attach
the owners consent document to the application.

BASIX This release addresses stakeholder reported technical issues including:
* incorrect details being shown in some BASIX certificates
 BASIX certificates unable to be completed in some instances
* user interface fixes to address:
o dataentry fields not appearing
o error messages being wrongly triggered
o validation text not displaying or being incorrect
* Update to the version number shown in the footer of the BASIX Certificate.

Major projects ¢ Introduction of new fields on the pre-development application project details screen, when the
development type is “In-fill Affordable Housing”. These mandatory fields will enable the percentage
of in-fill affordable housing and the number of in-fill affordable dwellings to be reported.

* New fields on the project details screen for State Significant Development applications, when
created from a pre-development application.

20



Recent releases: 1 March 2024 Wk
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To support the reforms to the methos of calculating development cost that came into effect on 4 March
2024, the following label changes were made:

Service Existing label Updated label

CDC What is the estimated cost of What is the estimated development cost, including
work/development, including GST? GST?

DA (Council) What is the estimated cost of What is the estimated development cost, including
work/development, including GST? GST?
Capital Investment Value (CIV) Estimated Development Cost

DA (State) What is the estimated cost of the proposed What is the estimated development cost, including
development, including GST? GST?
Capital Investment Value (CIV) Estimated Development Cost

Major Projects Capital Investment Value (exc GST) Estimated Development Cost (excl GST)

Planning Panels = What is the estimated cost of What is the estimated development cost, including

Secretariat work/development, including GST? GST?
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Service Existing label Updated label

Post-consent Capital Investment Value (CIV) Estimated Development Cost

Certificate NB: Construction certificate applications only NB: Construction certificate applications only
Please provide the estimated cost of Please provide the estimated development cost
development. Note: Please state the full including GST
contract price inclusive of GST NB: Construction certificate and ITSOC applications and Building

NB: Construction certificate and ITSOC applications and Building ~ Works cases only

Works cases only

Special Capital Investment Value (CIV) Estimated Development Cost
Infrastructure
Contribution
State Design Is the Capital Investment Value (CIV) Estimated development cost confidential?
Review Panel confidential?

Capital Investment Value (CIV) Estimated Development Cost
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Recent releases: 1 March 2024
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In addition to the regulatory changes, the following enhancements were made:

Service Enhancement

BASIX

“In progress” BASIX Certificate applications will open in edit mode, on the page the user was last

on when they logged out of the Portal. Note: Users can still use the “Edit” function with the Actions

menu to update their “In progress” application.

The question “Concrete slab on ground” has been removed from sub-section “5.1 Floors” in the
“Material details” section for single dwelling applications.

The calculation of fees for revised projects has been amended to request the fee for the additional

unit/s only.

23



Upcoming minor releases WL
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Release: April 2024

Service Release summary

Post-consent
Certificate

Enhancements will be made to improve user experience including:

capture of address in building works case;

allowing developer to withdraw Strata Bond cases;

listing all available documents; and

pathway for developments with Decennial Insurance policies that are not exempt from Strata
inspection scheme.

BASIX

Enhancements to address stakeholder feedback including:

heating and Cooling load feedbacks are being corrected to visually reflect the values in the
progress bars

modifying the labels for Alterations and additions project types

modifying the warning message in revision of BASIX application

disabling some options in the Construction Tab -External wall types where options are not needed
wrong menus and Selections: Material details-Floor construction & materials are being updated to
the correct ones

24
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Release: May 2024

Service Release summary

Post-consent Enhancements will be made to improve user experience including:
Certificate  ability for developer to amend Expected Completion Amendment notice;
« enhancements to Design and Building Practitioners Scheme (DBP) transitional arrangement
pathway for Class 2 developments where Building work Commencement Date is prior to 1st July
2021; and
« enhancements to Building Work workflow that assigns Building Compliance Declaration to the
Building Practitioner at various stages

BASIX » Ability for an applicant to assign the payment of BASIX certificates to another party.
» Ability for an applicant to pay for multiple BASIX certificates in one transaction.

DA service and Enhancements to reflect policy changes required to implement the new Transport Oriented
Development (TOD) Tier 2 requirements for residential flay buildings and shop top housing and
PCC associated affordable housing. (Construction and Occupation Certificates only)

25
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Building Commission NSW'’s building reforms program

Faiq Kidwai, Building Commission NSW



Building Commission NSW'’s building reforms ﬁ\%’%
orogram

Three releases scheduled for March and April:

15 March 2024 5 April 2024 26 April 2024
Address propagation across class Enhancements to expected
2/3/9c¢c completion amendment notice
Withdraw strata bond case Class 2 transitional arrangements
Missing Business ID Increase document view limit on Missing Organisation ID
REM cases
Latent Defect Insurance (LDI) Building Compliance Declaration
pathway task allocation
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Building Commission NSW'’s building reforms AL
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One release scheduled for June:

« Design and Building Practitioner expansion to remedial work for class 3 and 9c buildings

« Emergency Remedial Work pathway enhancements

* REM case alignment with building reforms pathway

« Strata Bond rate change from 2% to 3%

* Fire Safety Schedules package to be included as a mandatory document in DA/CDC applications
« Certification reporting and AAC API

» Certifier Return functionality

28
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Anthony Tavella
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. . . g [N T prr— % Q, QFindaProperiy (5 &My Account [
The Department is collaborating with the Department S ——— T
of Primary Industries, to develop a pre-assessment
tOOl When applying for a development application ::?::;:::;::Zpyi:fw P 3 .7 What type of farm are you interested in?

and complying development certificates.

Choosa the option that suits you best:

The tool utilises "rules as code" technology to
identify the complexity, approval pathway and

documents that are needed, when the application 32
reaches the assessment phase.

&
The aim of the pre-assessment tool is to reduce o
assessment time frames and ensure better quality &

applications for councils and state agencies to
assess.

Target delivery date(Beta version): June 2024
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myHome Planner

Anthony Tavella



myHome Planner

We are currently working with the Department of
Customer Service to expand the myHome Planner on
the NSW Planning Portal.

The myHome Planner provides applicants with a
step-by-step checklist when building their project
home.

The expansion of the myHome planner with provide
applicants with more information about knock down
rebuild and house and land package projects.

Target delivery date: June 2024

GOVERNMENT

Want to build your dream home?
Let us guide you.

This end-to-end home bullding guide has been designed to help you research, plan and
design your new home.

This guide is for you if: o - ES
The myHome Planner makes it easier to
understand:
~ your land and what you can build on it
~ what you should know before you hire a builder, including cost
considerations

yapr
heu +/ the approvals you need to simplify the application process
~ the build process and people’s roles
~ building risks and how to avoid them
N + what to do if things don't go to plan
You're knocking down and rebuilding a
home How it works:
A knockdown rebuild involves demolishing the existing To start. we'll ask you some questions to tailor your information and
» that same land to build then step you through the build process.

If this guide does not apply to your build, you can find more information at:

32
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Chatbot
Anthony Tavella



Update: Chatbot
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The chatbot will:

 accessed on www.planningportal.nsw.gov.au

« guide NSW Planning Portal users to information
most relevant to them

« assist users to obtain support using the NSW
Planning Portal digital service tools without needing
to contact supyport.

The tool will be initially released for testing before
expanding the content available.

Target date: June 2024

NSW Planning virtual assistant

Welcome to the NSW Planning Portal

| am NSW Planning Portal’s virtual assistant and | am here to help
you find planning relsted applications and information te help guide

you through the Planning process.

Can | please start with your name?

NSW Planning virtual assistant -

B
Register account fin

To access the NSW Planning Portal digital services, you will need a

NSW Planning Portal account. To create an account:

Open the NSW Planning Portal Click on ‘My Account’ in the top right-
hand corner of the screen. Click the ‘Create account” link to start the
registration process. Complete the required information. If you require
further assistance, please refer to the How to register for a NSW

Planning Pertal account quick reference guide (7 for step-by-step

instructions.

Does that answer your question?
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NSW Planning Portal engagement

Training on NSW Planning Portal digital services



Recent training Wik
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Period: 1 November 2023 to 6 March 2024

Since 1 November 2023, the team has hosted 40 training sessions for councils, which were
attended by 437 people.

Training sessions Number of attendees

500
450
400
350
300
250
200
150
100

50
0 —

Council m Agency Certifier ~® Trade and Industry Council Agency Certifier Trade and Industry
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Training on NSW Planning Portal digital services 3
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The training calendar for NSW Planning Portal digital
services has been updated.

To register:

1. Click on the drop-down menu beside a month, to
view the courses planned for that month.

2. Click on the drop-down menu beside the relevant

subject to view the course details and registration
link.

3. Click on the registration link and complete your
details.

Help and Resources

Information and Training
Sessions

The NSW Planning Portal Training Team facilitates information sessions
for Councils and State Agencies needing assistance using Online Digital
Services.

Current Information Sessions

View the NSW Planning Portal Training Calendar, including session information, dates and times, below.

February 2024 ~

Council — Occupation Certificates A

Date: 6 February 2024

Time: 10:30am -11:30am

Audience: Counci Is

Details: This session will provide training in the various functions associated with the management of
Occupation Certificates on the NSW Planning Portal.

To register: hitps:/events humanitix.com/occupa tion-car tificates

https://www.planningportal.nsw.gov.au/help-and-resources/information-and-training-sessions

38



NSW Planning Portal engagement

Review of Knowledge Management, including support resources



Review of knowledge management Ak
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* |In November 2023, the Department formed an internal knowledge management working group.
 The working group is:
o reviewing the existing user interaction with the knowledge management aspect of the NSW Planning

Portal

o developing a concept for the centralised help and resource page on the NSW Planning Portal (NB: The
concept will be tested with stakeholders prior to implementation)

o reviewing and updating the range of digital service Quick Reference Guides to ensure that the content
Is up-to-date and addresses stakeholder needs

o creating additional FAQs to assist customer support.

40



NSW Planning Portal knowledge management Wik
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Support resources for applicants are located on Support resources for agencies, councils and
the NSW Planning Portal. certifiers are accessed from the knowledge
management menu item on the NSW Planning Portal.

Help and Resources

Applicant Resources

How-to or quick reference guides and other resources designed to
assist applicants and STRA registrants using the NSW Planning Portal. + New

= Dashboard

. Active work

To help applicants and Short Term Rental Accommodation (STRA) registrants to use the NSW Planning
Portsl we have compiled a comprehensive collection of resources. B Completed work

We have prepared a series of quick reference guides to help first-time users and thase wishing to gain
access 1o the NSW Planning Portal

Advanced Search

Before you begin
4 € Il Reports

if you do not have a NSW Planning Portal account. or are having problems registering. then this video and
quick referance guide will Melp you through the process

. Condition report

B@ Knowledge Management

F=4 Submission Register

QRG: How to register for a NSW Planning Portal account

if you already have a NSW Planning Portal account but need help to navigate the dashboard, then the
following video and guide will provide the as:

ance you need

I QRG: Mavigating the NSW Planning Portal dashboard l

Additional information may be requested by council prior 10 your application being lodged or at any time
during the assessment process. This guide will show you how 1o provide additional information.

| QRG: How to provide additional information I
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NSW Planning Portal knowledge management AL
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Goal

The support resources would all be accessed from the publicly accessible “Help and resources” page on the
NSW Planning Portal.

Benefits
» Greater visibility of all aspects of the application process
* Improved understanding of the steps other users take in the process

* Greater content management efficiencies

42



Proposed concept
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[llustrations for discussion only

Go to Help and
Resources section

of the NSW
Planning Portal

Click on the card

“Quick Reference
Guides”

Quick Reference Guides

Quick reference guides and
Q Q Find a Property[] & My Account[4

Insights and - Have - Help and .
Demography your say Resources

resources for each of the

services

Select the
relevant service or
other content tile

related to that

service. They will
be separated by

Concurrence and Referrals
Introductory text for the service will display here.

Quick Reference Guides for
Concurrence and Referral

requests.
Applicant v
Council v
Agency v
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If you are interested in providing feedback on the concept for the new consolidated page, please
email Caitlin Williams at caitlin.williams@planning.nsw.gov.au
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Review of Quick Reference Guides Wi
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« The QRGs are being prioritised based on the service and frequency of requests to customer support.

« A targeted stakeholder survey was completed in February 2024, to inform the current structure, level of
detail and information within existing QRGs. Some of the findings:

@)

@)

@)

@)

O

The length of the QRGs stakeholders were asked to review are suitable given the steps involved.
The level of detail included in the step and introduction was adequate.
The images are helpful but they could be blurry.

Stakeholders would like more information on the next steps, a table of contents for lengthy QRGs and any “tips and
tricks” that would assist the user

Links to related QRGs as related QRGs can be hard to find.

 The feedback has been incorporated into the current review of the QRGs, where possible.

Timeframe: Q3 2024
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Topics for future meetings Wik
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The agenda for the quarterly meetings will include the following
standard updates:

1. Update on recent and upcoming NSW Planning Portal releases

2. Showcases/demonstrations of upcoming functionality, where
possible

3. Updates on customer support and engagement activities
relating to the NSW Planning Portal

What would you like to see on the next agenda?
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Department of Planning and Environment




