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Statement of Recognition

Council values the unique status 
of Aboriginal people as the original 
owners and custodians of lands 
and waters, including the land and 
waters of Penrith City. 

Council values the unique status 
of Torres Strait Islander people as 
the original owners and custodians 
of the Torres Strait Islands and 
surrounding waters. 

We work together for a united Australia and City that respects this land 
of ours, that values the diversity of Aboriginal and Torres Strait Islander 
cultural heritage and provides justice and equity for all. 

NICE (Nations in Cultural Exchange) project celebration Kingswood Park, February 2021. Photo courtesy of Jordan Wheatley.
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Our Mission

We will...

Deliver the services,  
facilities and infrastructure  
that our community needs

Maintain our long term  
financial sustainability

Work with our community  
and partners to achieve  
more than we can alone

Provide an excellent customer 
experience to everyone  
who contacts us 

Value and engage our staff

Our Values

In addition to our Code of 
Conduct, Council has adopted 
Values to guide our behaviour 
in the workplace and how we 
relate to our work colleagues, 
our customers, our communities, 
and our stakeholders.

Our Values and Behaviours are:

We show respect

We are accountable

We encourage innovation

As an organisation, we strive to reflect these 
in our day to day work, making our workplace 
more enjoyable and productive.
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Enriching our Culture 

Strengthening our organisational culture to enable people to thrive. 

Penrith City Council’s culture enables our people to thrive in an environment that supports them 
to reach their full potential. We intend to continue to build on our culture and nurture our 
employee experience and engagement. A culture that enables employees to thrive and be 
resilient in an everchanging landscape will support our people to deliver the best outcomes for 
Council and the community.  

Council recognises that our employees come from diverse backgrounds and bring different 
ideas and experiences to our organisation which adds great value to the delivery of our 
Community Strategic Plan. As our community continues to grow, so will its diverse groups and 
to ensure we understand the unique needs of our community and the challenges they may face, 
our People Strategy will respond to this by reviewing our diversity and inclusion practices.  

Strategic Drivers: 

- Build on our Council Safe, Home Safe, Towards Zero foundations to grow the safety of 
our people both physically and mentally; supporting our people to become more resilient 
and therefore expanding their capacity to truly thrive in their experiences with us.  
 

- Strengthen our employee experience and engagement to create a culture that our 
people are proud of, advocate for and positively contribute to. A culture that is 
underpinned by strong core values and a mindset that supports and celebrates our 
people’s ability to bring their best whole self to work as a result of achieving true work life 
harmonisation in a way that is unique and meaningful to each individual and their role.  

 
- Grow the diversity and inclusivity of our culture in order to truly tap into greater levels of 

engagement, innovation and organisational growth. 
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Programs of Work 
 

Indicators of Success 

Safety and Wellbeing – The safety of our people continues to be 
a high priority for Council as we see safety as a vital element of 
our culture which has been heightened during and following the 
pandemic.  
This program of work will see our employees of the future feeling 
they are safe and healthy, both physically and mentally, through 
enhancements to our Health and Wellbeing programs and injury 
and incident management. We want our people to know that we 
care about their safety as well as the safety of our community by 
proactively focusing and playing a leading role across the areas of 
child safety, domestic and family violence, and bullying and 
harassment.  
 

Strong employee 
engagement 
Increased hazard and 
incident reporting 
 

Employee Experience – In response to the challenges identified 
in the Workforce Management Strategy, Council understands the 
importance of strengthening our employee experience by 
exploring opportunities to evolve some of our existing core 
programs of work that impact the flexibility and culture of our 
business. 
We will need to couple the strengthening of existing programs 
with the development of new ones such as delving into avenues 
that will enable us to grow a more diverse and inclusive 
workforce.   
The work we intend to undertake to strengthen our employee 
experience will need to be continually informed and sense 
checked against the employee engagement insights gained 
through staying closely connected with the feedback and 
sentiment of our people.  

Strong employee 
engagement  
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Enabling our Success 

Setting us up for success to respond to our future growth by attracting, growing and 
retaining top talent together with agile systems and processes that allow quality decision 
making.  

As our LGA expands, this will bring with it extensive employment offerings from new and 
growing employers that will compete with Council for top talent. Furthermore, with an increasing 
number of organisations offering greater flexibility to their employees, we may find our talent 
pools impacted as the talent market becomes more competitive. Council will respond to these 
challenges by ensuring our Talent Attraction practices are contemporary and agile to allow us to 
attract the best talent to our organisation. 

We know that growth and change is in our future and our people need to have the tools, 
systems and processes that will allow them to flex and adjust when required to be able to 
continue to serve the changing needs of our community. Our People Strategy will address these 
needs by ensuring our systems and processes are enhanced so our people can make informed 
decisions, quickly and backed by strong and accurate data and analytics. 

Strategic Drivers: 

- To find ways in which we can continually evolve and enhance our offering and 
recruitment experience, enabling us to grow our competitive advantage in the talent 
market, resulting in us attracting and securing the best talent for our organisation. We 
believe this is key to growing a workforce that is better able to innovate, adapt and thrive 
through change and perform to greater and new levels of success.  
 

- Identify, grow and retain our top talent in order to build our pipeline of future leaders, 
minimise the risk of losing valuable talent and knowledge and enhance the culture and 
performance of our organisation.   

 
- To enhance the quality of our decision making by ensuring we can make timely and 

informed decisions that are supported by accurate data, trends and analytics.  
 

- To future proof our ability to remain agile and resilient in the face of change by limiting 
our reliance on manual and paper-based processes and instead growing our digital and 
automated solutions, resulting in greater simplicity, speed and accuracy both now and 
into the future.   

  



Workforce Management Strategy - 25 
 

 

Programs of Work 
 

Indicators of Success 

Talent Attraction and Retention – The future of Council is reliant 
on us being able to attract and retain the best talent in the market. 
We want future employees to feel connected to Council before they 
even commence with us which comes from a clear and compelling 
employee value proposition that ignites passion for our new and 
existing employees to deliver the best outcomes for Council. Talent 
attraction and retention strategies need to consider how we attract 
and secure the best talent and how we then enable the growth of 
our people, so that they are excited to grow their careers within 
Council.  
 

Strong employee 
engagement 
Increased new starter 
satisfaction  
Increase engagement via 
careers website/social 
media  
 

 Data and Systems – When considering the future of our 
organisation and the environment we operate in, strong data 
analytics, reporting and systems will ensure our people can make 
informed decisions and be able to respond better to change. Our 
systems across the People and Culture function enable employees 
at all levels to access information they require to complete their 
jobs effectively and as a result having streamlined systems and 
reporting will enhance the organisation’s overall effectiveness and 
agility.   

Increased data accuracy  
Strong employee 
engagement  
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Optimising our Performance  

Growing our organisational performance and capability by investing in our leaders and 
strengthening organisational capability and performance frameworks.  

Growing and enhancing the capability and performance of our employees will benefit Council 
and our community by delivering the Community Strategic Plan to a high standard. Providing 
contemporary frameworks for our people to develop their capability will enable higher levels of 
individual and collective organisational performance.  

Our research and industry trends told us that leaders of the future need to be inspirational, 
empathetic and well connected to their teams to support and drive outcomes. Our leadership of 
the future will embody these traits and will have the right tools to be successful. Growing our 
leaders to develop these capabilities is reflected in the People Strategy as our leaders are 
critical to the success of our people and the delivery of the community strategic plan.  

Strategic Drivers: 

- Grow and strengthen our organisational capability in order to drive increased individual 
and collective performance and capacity to successfully deliver on strategic 
organisational priorities.  
 

- Grow the capability of our leaders so that they can lead with authenticity and empathy, 
creating psychologically safe cultures within their teams and tapping into the full potential 
and performance of their people. 

  

Programs of Work 
 

Indicators of Success 

Organisational Capability and Performance – In response to the 
needs of our growing community, our employees need to be 
operating at their best to enable quality community outcomes for 
the future. Organisational capability plays a critical role in driving 
this performance and is underpinned by our people understanding 
what is expected of them and furthermore being supported by 
frameworks, training and tools that bring continual and organic 
feedback and performance discussions to the forefront, unlocking 
their potential and enabling them to truly thrive.  
 

Strong employee engagement 
Increased utilisation of 
development and performance 
frameworks and tools  
 

Leadership – Our research and industry insights have told us the 
importance of authentic leadership. Our leaders of the future will be 
further nurtured and developed through programs that will 
encourage them to work on themselves first so that they can bring 
with them to work their empathy, resilience and tenacity to lead and 
drive change. Empowerment will be a driving force for all 
leadership development which will mean our programs will focus on 
decision making, building leadership identity, growing capability 
and therefore confidence to be able to coach and mentor 
employees to drive their performance and deliver quality outcomes 
for Council and the community.  

Strong employee engagement  
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1. Context 
The Information Communications and Technology (ICT) Strategic Plan delivered over the past 5+ years 
was a bold vision for ICT across the organisation and has provided a strong digital foundation for 
Penrith City Council. The 2022-2026 Digital Strategy – Technology for Tomorrow’s Penrith will look to 
support the growth and development of our LGA and extend this further for our employees and into the 
community. 

The pace of technology change and adoption of use by both our employees and our customer’s means 
that expectations of Council’s provision of technology is growing. 

Our strategic direction aligns with: 

Penrith 2036+ Community Strategic Plan  
 
Outcome 5 – We have open and collaborative leadership 

• Communicate effectively with the community about the programs and services provided by 
Council. 

• Encourage community participation in collective decisions and initiatives. 
• Deliver on efficient, transparent and accountable service to the community.  
• Plan for and manage City resources for current and future generations. 

 
The Digital Strategy has been shaped by: 

Our Customer Promise, the Penrith Smart Sustainable City Strategy 2019 (see Appendix B) and 
our relationships and participation in the Western Sydney City Deal Digital Commitments ensure we 
address real issues and deliver real benefits to Penrith City Council. 

We will continue investment in technology to drive better services and digital experiences for our 
customers, employees and industry partners. 
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2. Digital Strategic Pillars 
The key strategic pillars support our decisions in selection and architecture of technology to better 
enable our business for both our employees and customers. 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

My Workplace Anywhere – technical capability to support 
our progressive initiative that offers our employees flexibility in the way they 
work - Finding Balance and My Workplace Anywhere 

Customer Self  Service 24 X 7, omnichannel 
– increased customer satisfaction through simple, smart and digital services. 
Reduced costs by removing costly manual processes and delivering services 
by creating more efficient processes and promoting easier self-serve options, 
offered across all our customers contact channels. 

Digital by Design – fast, automated, and simple access to the 
tools required for employees to do their job effectively and customers to 
interact with council. 

Cloud First - Always 

Integrated systems, with end-to-end 
business processes – well defined business processes with 
integrated systems to allow better access to information, leading to a more 
responsive service and better relationships with customers and suppliers 
 
Increasing automation through RPA and 
Bots – automation of repetitive and rule-based processes - eliminate, 
simplify, standardise and automate, enabling our employees to focus on more 
value add. 

Responsive and form-factor appropriate 
design - Applications should not require a traditional desktop workstation 
to be accessed, Smart Simple and Seamless. 

Software currency - Through the implementation of “Software 
as a Service” - applications are always up to date, and continually offer our 
business improved functionality for operational efficiency and customer 
satisfaction. 

Safe and Secure – Effective cyber security with robust risk 
controls. 
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3. Digital Strategic Plan 2022 – 2026 
The customer will continue to be at the centre of Penrith City Council’s technology delivery through 
2022-26 with the continued implementation of our Customer Connect Customer Relationship 
Management Platform, and more Online Digital Services. 

The collection of data from Customer Connect, plus Council’s many other data sources, including smart 
technologies with a focus on predictive analytics, will enable the organisation to develop strategies and 
activities that benefit the business in many areas.  Data where practicable will be made open. 

Through Council’s values and behaviours - we show respect, we are accountable, and we encourage 
innovation - we strive to reflect these in our day-to-day work, making our workplace more enjoyable and 
productive. Within the organisation we always consider improvements in the way we can work together 
to deliver great outcomes for our workplace and community. 

The outbreak of COVID-19 across the globe impacted us all, although Penrith Council was able to 
respond from a technology perspective that enabled an operating efficiency of over 75% for almost all 
our services immediately. 

  

Transformation 
through Technology

Data driven 
decisions

Innovation & 
Delivery 

Capability

Cyber 
Security & 

Risk

Customer 
Promise
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4. Strategic Recommendations 2022 – 2026 
a. Customer Promise – Resolve Customer requests, on time, every time 

Over the past few years, there has been significant changes in the way customer contacts are 
handled: 

• A centralised Customer Experience Team.  
• The implementation of Customer Connect (Customer Relationship Management) including 

an Online Customer Portal. 
• Bulky Waste Pick-Up requests available from the Online Customer Portal and automatically 

routed to our Waste provider – integrated system with end-to-end business processes. 
• Cloud Based Contact Centre and Telephony implementation – improved features and 

functionality including skill-based routing so the best person can respond to a call, call 
recording, sentiment, rostering, integration with other customer channels and the ability for 
agents to work seamlessly at any location. 

• All Customer contacts and requests covering 24 departments captured in Customer 
Connect.  

o Since the inception of Customer Connect in 2019, over 49,000 Customers have 
registered online and over 271,000 cases created. 

 
By continuing to focus on our Customer Promise – “We put customers at the heart of everything we 
do. When we work with you and each other we will: Be Proactive - We will be friendly, professional 
and show initiative. 
Keep It Simple - We will offer clear, consistent and accurate information and services, which are 
easy for everyone to access. 
Build Respectful Relationships - We value relationships and diversity. We will respect your 
individual situation. 
Listen and Respond - We will listen to you and seek to understand your needs. We will be honest, 
accountable and follow through, so you know what to expect and when. 

 
The Promise will guide us as toward excellence in all our interactions and continuously improve our 
relationships. By proactively removing barriers, we're paving the way for a first-class Council 
experience for our staff and our customers. 

Bringing our Customer Promise to life through a number of technology enablers will continue or 
commence through to 2026. 

The technology enablers include: 

• Continue delivery of Customer Connect capability through Council as part of the Customer 
Experience Transformation Program. 

• Focus on Customer Self Service 24 X 7 – omnichannel. 
• Business to Business (B2B) – ePlanning Portal (Smart Planning), Bulky Waste Pickup (Suez). 
• Corporate website redesign. 
• Customer Digital Identity, one source of truth for customer engagement. 
• Real time customer engagements and feedback. 
• Enhance front line digital capabilities. 
• AI to enhance service activities for Customer Experience and online services. 
• Community engagement – how we engage with the community to provide improved digital 

services and improve digital literacy. 
o Co-creation with customers. 
o Digital enablers for accessibility 

• Smart Monitoring – heat, people movements, local environmental conditions. 
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b. Transformation through Technology – Economic Resilience 
Digital transformation is crucial for Council to continue operational resilience. We are only partway 
along our transformation journey towards a truly digital Council.  There have been several very 
successful initiatives delivered over the past five years and the pandemic allowed Penrith Council, 
as a digitally active organisation, to play to these strengths.  Continuing leadership commitment and 
support is required, through a shared ambition and vision for digital. 

We need to embed a digital design approach and simplify and streamline the way work which is 
executed across Council.  Digital transactions and processes are generally faster (often real time), 
more convenient, more efficient and cost effective than traditional ones.   

Moving away from paper based and face to face processes provides the opportunity to increase 
productivity and efficiencies. 

The technology enablers include: 

• Continue to build out new ways of working through improved processes and integrated 
technology. 

• Strategy and Roadmap for Enterprise Resource Planning – Finance, Assets, Property & Rating, 
Development and Compliance. 

• Roadmap for assets and other inspections through Field Services Mobility. 
• Roadmap for payroll, time and attendance. 
• Removal of repetitive non-value add tasks with Robotic Process Automation. 
• Focus on LowCode/NoCode development. 

Agile Continuous Improvement back-log supported and funded – Finding Balance initiatives 
 

c. Data Driven Decisions – Informed Decision Making 
There is no asset more critical than useable, accessible data that enables insights and informs 
decisions. Local government is working to understand how best to harness the opportunities 
created by technology to address issues of concern in their community. Penrith is presented with a 
once in a generation opportunity through the Western Sydney Aerotropolis and the Western 
Sydney City Deal.   

 
We want to increase the resilience of our City, but to do this we need to make robust, data 
supported decisions, future proof our operations and properly assess and understand the risks 
associated with what we chose to do (or not do). This applies to both internal and external data. 
 
Anything we invest in now, needs to be re-usable. That means utilising common sources of data 
and optimising our use of the cloud platforms and software-as-a-service technologies. And it means 
always providing secure and trusted digital platforms and ways of interacting with our services. 

The technology enablers include: 

• Data and Visualisation –Spatial (GIS) of the Future - to manage and support data across the 
organisation more holistically  

• Data and Analytics Strategy 
• Information Management – leveraging the use. 
• Asset Data 
• Open Data Portal 
• Data from smart technologies – Smart Sustainable City Strategy 
• Smart Technologies - people counting 
• Heat sensor monitoring  
• Western Sydney City Deal – Digital Action Plan 
• Dashboards and Analytics Capability  
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d. Innovation and Delivery Capability – Operational Resilience 
Council’s mission is to: 

• Deliver the services, facilities, and infrastructure that our community needs  
• Maintain our long-term financial sustainability  
• Work with our community and partners to achieve more than we can alone  
• Provide an excellent customer experience to everyone who contacts us   
• Value and engage our staff 

 
We have adopted values to guide our behaviour in the workplace and how we relate to our work 
colleagues, our customers, our communities, and our stakeholders. 
 
Our Values and Behaviours are: 

• We show respect  
• We are accountable  
• We encourage innovation 

 
As an organisation, we strive to reflect these in our day-to-day work, making our workplace more 
enjoyable and productive. 
 
We encourage innovation by: 

• Being open to new ideas and change 
• Offering our opinions and making suggestions 
• Adapting to new situations 
• Not giving up easily 

 
Our culture, ways of working and how we organise ourselves has a significant impact on our ability 
to deliver against the Digital Strategy. 

Digital Programs/Projects need to be via a defined program of change – approved and prioritised 
against the required organisational outcomes and strategies. 

The digital transformation enablers include:   

• Customer Experience Transformation Program 
• Finance 
• Rates 
• Development Services 
• Asset Management 
• Payroll and Timesheets 
• Lead Generation 

 
e. Cyber Security and Risk – Cyber safe working anywhere 

We need to be a Cyber safe Council – connected, protected, and trusted. 
 
As we consider new opportunities with digital initiatives to optimise our internal and public facing 
performance, more “working anywhere” plus continuing to support our standard ways of working, we 
need to continually review our cyber risks.  
 
Malicious cyber-attacks are agile and regular and able to cripple any organisation if targeted.  
Penrith Council is very aware of this as was impacted by the “CryptoLocker” ransomware in 2015.  
Through COVID many organisations have been targeted which could be via local or state “actors” 
and is indiscriminate. 
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We cannot be complacent.  We need to develop strong cyber capabilities in our team and 
awareness in our organisation, so we can deliver our digital initiatives with confidence and safety for 
our organisation. 
 
• Implementing a best practice set of controls to manage the implementation of security. 
• Periodically reviewing risks and the effectiveness of controls intended to manage those risks.  
• Multi factor authentication. 
• Essential8. 
• Penetration testing. 
• ARIC (Audit Risk and Improvement Committee) and Audit Reporting and Compliance. 
• Cyber Security Awareness Campaign – “SafeConnect”. 

 
 

5. ICT Budget and Benchmarks 
Digital transformation is vital to surviving in the post-pandemic economy. Overall, IT spend within the 
government sector is forecast to increase 8.8% in 2022 and is expected to continue upward for the next 
few years. The investment in technology will be directed to improve responsiveness and resilience of 
public services. There is also a focus to modernise critical core legacy applications and ensure a strong 
cyber response. 

As this strategy mentions, digital transformation is crucial for Council to continue operational resilience. 
We are only partway along our transformation journey towards a truly digital Council.  Continuing 
leadership commitment and support is required, through a shared ambition and vision for digital. 

The Digital Strategy and initiatives will inform our Resourcing requirements and Long Term Financial 
Plan contributing to the adopted Delivery Program for 2022 – 2026. 
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6. Appendix A – Key Project Alignment 
Item Description Detail Budgeted Position 
1 Communications 

Handling 
Investigation and deployment of an 
appropriate and integrated contact 
management solution. 

Replacement for Touchpoint and Skype 
for Business. 

Skype for Business > Microsoft Teams 

SAAS based contact management 
solution. 

Yes Complete 

2 Network 
Enhancement 

Recommendation and implementation 
of network infrastructure and 
configuration improvements: 

• Collaboration & Video 
• Citrix XenApp (XenConnect) 

o Direct Access 
o FSLogic  

• Active Directory 
• Federated Services 

Yes Complete 
Complete 

3 Data and 
Telecommunications 

Tenders Yes In Progress 

4 Mobile Phones BYOD or new Contract Yes In Progress 

5 Service Delivery 
Enhancement 

• Connect Again 
• My Workplace Anywhere 

o User Personas 
 Hardware and 

License 
recommendations 

o Windows Virtual Desktop 
o Review locally installed 

applications. 
o Remote Support – Team 

Viewer 

Yes Complete 

6 Collaboration and 
Meetings 

• Collaboration and Video 
• Devices – F2F and virtual mix 
• Audio Visual 

Yes Complete 

7 Server and other core 
infrastructure 

Continue decommissions and 
replacement. 

Yes  

8 Data storage • DCD replacement 
• Infostore growth 

Yes Complete 

9 O365 Power Practice • Continuous Improvement 
• Leverage M365 software 
• LowCode\No Code Development 

No  

10 Cyber Security • Multi factor authentication 
• Essential8 
• Penetration testing 
• Cyber Security Policy 
• Cyber Security Awareness 

Campaign 

Yes Complete and 
Ongoing 
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11 Customer Experience 
Transformation 
Program 

Continue delivery of CRM and other 
customer focussed initiatives and 
capability through Council 

• Case Management 
• Feedback, Sentiment & 

Complaints 
• Knowledgebase 
• Community Facilities, booking 

and keyless entry 

Yes to $1.5m In Progress 

12 Omni Channel 
\Customer Self 
Service 

Extension of Contact Centre solution: 

• Workforce Planning 
• After Call Surveys 

integration with CRM 
• AI\Chatbots 

Yes In Progress 

13 B2B Fully integrated 
and automated 
solutions 

ePlanning portal Yes Complete 

14 Corporate Website 
Redesign 

RFQ and Strategy, Customer 
Experience Transformation Program. 

  

15 Customer Digital 
Identity 

Ask me once 

Master Data Management 

No  

16 IOT and Smart 
Initiatives 

Smart City Strategy Yes In Progress 

17 ERP – Finance & 
Assets 

Business Case developed for core 
systems replacement to enable 
contemporary business solution.  
Procurement and Implementation. 

Yes 

 

No 

In Progress 

18 ERP - Property & 
Rating 

Business Case developed for core 
systems replacement to enable 
contemporary business solution.  
Procurement and Implementation. 

Yes 

 

No 

In Progress 

19 ERP - Development 
Compliance 

Business Case developed for core 
systems replacement to enable 
contemporary business solution.  
Procurement and Implementation. 

Yes 

 

No 

In Progress 

20 ERP - Payroll & Time 
and Attendance 

Requirements and Business Case 
development. 

Funding, procurement, and 
implementation. 

Yes 

 

No 

Complete 30/6/21 

21 Continuous 
improvement through 
Robotic Process 
Automation and AI 

Considered through all initiatives. 

O365 Power Practice 

Business As 
Usual 

 

22 Data & Analytics Data and Analytics Strategy 

 

Funding and implementation 

 

Yes 

 

Looking at 
Grant Funding 

Complete 
30/6/2021 

23 GIS\Spatial Mapinfo 
replacement 

Requirements and Business Case 
development. 

No  

24 Voluntary Planning 
Agreements 

Business Case and Procurement 

Implementation 

Yes 

Yes 

Complete 28/2/22 
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PENRITH’S CONTEXT

Penrith is on the cusp of 
unprecedented opportunity by 
virtue of its location in Australia’s 
most significant future economic 
corridor, the site of game-changing 
developments of the Western 
Sydney Airport (WSA), Western 
Sydney Priority Growth Area 
(WSPGA), Sydney Science Park and 
a world-class healthcare, medical 
research and education precinct. 

Uniquely positioned at the heart of this growth 

corridor, the region is undergoing a major 

transformation from its traditional farming and 

manufacturing roots into a vibrant metropolitan hub, 

creating an environment for knowledge-intensive, 

innovation economies to thrive.

Penrith’s Gross Regional Product is estimated at 

$9.4 billion, representing 1.7% of the Gross State 

Product (GSP) (NIEIR 2018). The largest 

contributing industry was identified as Health Care 

and Social Assistance, generating 12,573 local jobs 

in 2017/18 with hospitals, medical and healthcare 

centres employing the greatest number of people.

Penrith is already well-placed by its sectorial 

strengths in healthcare and education that provide 

a strong platform for the area to further build upon. 

The planned healthcare, medical research and 

education precinct, coupled with strong transport 

connectivity (both rail and air) will serve to bolster 

Penrith’s economic growth while promoting local 

technology and knowledge-intensive employment 

opportunities.  

Touted as the Adventure Capital of the state due to 

a wide range of outdoor activities, adrenaline-

driving attractions, access to natural water bodies, 

rich and diverse history and cultural experiences, 

the planned infrastructure and development boom 

creates an abundant opportunity for Penrith to 

project itself as a destination as well as a gateway 

to internationally renowned tourist locations such 

as the Blue Mountains, the Hawkesbury region 

and potentially to parts of NSW west of the Great 

Dividing Range.
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Whilst there are many unique strengths, Penrith is facing significant 
challenges that have the potential to impact its future ambitions and 
prosperity:

URBAN HEAT  

The challenges and effects of 

climate change and urban heat 

islands are very real for Penrith, 

especially given its microclimatic 

conditions compared to Sydney 

and rapid urbanisation and 

infrastructure development. 

Temperatures are predicted to 

increase, with a higher number of 

days per year reaching over 40 

degrees Celsius. On 7th January 

2018, a sweltering temperature of 

47.3 degrees was recorded in 

Penrith, nearly 4 degrees higher 

than that recorded in the Sydney 

CBD. Urban heat poses a major 

threat to communities, 

infrastructure and the 

environment with significant 

economic, social and health 

impacts. 

AGING 
POPULATION 
Similar to other cities and 

regions across the globe, 

Penrith’s fastest growing 

population segment is in the 

age group of 65-74 years. 

While this figure is lower than 

the Sydney region, it still poses 

an enormous challenge for 

Penrith due to increased 

demand for healthcare, mobility 

and aged care services. 

SOCIO-ECONOMIC 
DISPARITY 
Penrith’s extensive social and 

cultural diversity is one of its 

greatest strengths. The community 

is shaped by its long history of 

Aboriginal and Torres Strait Islander 

inhabitants of close to 30 different 

and distinct tribal groups as well as 

new immigrants coming from 

overseas with diverse linguistic, 

religious and cultural backgrounds. 

However, this diversity has also 

meant that access to equal 

opportunities and economic 

hardship are disproportionately 

experienced across the community. 

High variances between median 

weekly household incomes across 

the suburban areas within the Local 

Government Area (LGA) are further 

proof-points to the disparities across 

the region and concentration of 

disadvantaged communities. 
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PURPOSE OF THE STRATEGY
MOBILISING OUR STRENGTHS TO CREATE A 
SMARTER, FUTURE-READY PENRITH

Establish an overarching vision and true 

north for a resilient Penrith, aligning the 

community’s needs with digital solutions to 

drive a long-term, scalable approach to the 

city’s smart transformation.

Inform the governing framework required to 

experiment, learn and scale Smart City 

initiatives and solutions

Spark transformative collaborations across 

the region’s diverse stakeholders and 

innovators to discover new ideas to solve 

pressing challenges

Guide the options for next steps to support 

Council in their smart initiatives and 

contribute to the realisation of the Penrith 

Smart City Strategy

Penrith’s future is inextricably linked to the 

transformative opportunities spurred by Western 

Sydney developments, bringing a myriad of 

opportunities for economic growth and diversity 

through trade, tourism and increased 

investment. It is an optimal time for Penrith to 

fully embrace the digital revolution to unlock 

opportunities for the community and 

environment. Digital technologies will enable 

Penrith to capitalise on its unique strengths, 

help to address its challenges, and strongly 

position itself as the New West. 

This strategy does not seek to start from 

scratch. Instead, it builds on and complements 

the existing council strategic documents, 

Western Sydney regional strategic initiatives 

and the Greater Sydney’s Resilient Strategy, 

with the intent of supporting the delivery of 

planned community outcomes while striving to 

achieve their future Smart City aspirations. 

Furthermore, the Council is planning to develop 

its own Resilient Strategy which will be 

supported and enabled by this Smart City 

Strategy. 

Most importantly, this strategy represents a call 

to action for businesses, entrepreneurs, start-

ups, academia, government, other LGAs in 

Western Sydney and the broader community to 

come together to create a uniquely Penrith 

vision for a digital and data-enabled tomorrow. 

This is to be a living document that will evolve 

as Penrith progresses on its Smart City journey.
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PENRITH – THE NEW WEST

Connected city 

with Free WiFi 

Well-irrigated 

urban green 

spaces and 

community 

gardens

Digital interaction points at major city precincts 

sharing information about local social events, 

places of interest, crowd levels, top retail offers 

and discounts, facilities/amenities and trending 

location-based social media feeds including 

highlights from last night (24 hour economy).

These points also enable chatting with a council 

officer in real-time for any enquiries, viewing 

updates on the latest council engagement 

activities and provides citizens with avenues to 

have a voice in local civic matters

On-demand 

autonomous 

vehicles and 

Mobility as a 

Service for seamless 

travel between city 

precincts
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Smart parking through the 

use of sensors to direct 

vehicles to free spaces

Pedestrian numbers 

inform cleaning 

and maintenance 

schedules for 

public areas

Tourists using 

Augmented Reality 

(AR) and Virtual Realty 

(VR) enabled 

applications to 

immerse themselves in 

Penrith’s rich cultural 

heritage and 

archaeological sites

Innovation 

incubators,

co-working and 

teleworking spaces

Digital signage for local 

weather, advice on when to 

stay indoors and information 

about heat stress 

management and nearby 

heat refuges

Council functions are 

centralised and 

powered by data that 

supports monitoring 

safety, security and 

services across the city
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KEY GOALS FOR PENRITH

BECOME A 
LEADER IN 
WESTERN 
SYDNEY’S 
INNOVATION 
ECOSYSTEM

Penrith is at the heart of Australia’s 

future growth engine, and given the 

significant ongoing investment in 

the region, the city is distinctly 

positioned to unlock the potential of 

the unrivalled regional 

transformation. By fully embracing 

emerging technologies, Penrith can 

capitalise on its strengths and 

specialised ‘sectorial’ expertise in 

healthcare and education to 

become an international destination 

for investment in health services, 

education, research and related 

technologies. 

STRENGTHEN 
RESILIENCE OF 
THE COMMUNITY

Western Sydney as a region is 

vulnerable to numerous shocks 

and stresses as detailed in the 

Resilient Sydney Strategy 2018, 

including problems such as 

extreme weather, critical 

infrastructure outages, inequity 

and lack of social cohesion. 

These issues have a significant 

impact on community health, 

infrastructure, economy and the 

environment. The clever use of 

digital technologies can help to 

mitigate the effects of these types 

of shocks, thereby contributing to 

the community’s harmony, 

prosperity and ability to return to 

normalcy following disruptions.

DELIVER AGILE, 
INNOVATIVE 
AND EFFICIENT 
SERVICES

The council is actively re-

designing its internal processes 

to be more citizen-centric. 

Adding a layer of digital 

intelligence to the existing urban 

systems and processes will 

support Penrith in responding 

more effectively and dynamically 

to the community’s needs and 

desires, while ensuring 

maximum value delivery with 

less resources. 
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ACHIEVE DIGITAL 
EQUITY ACROSS 
THE COMMUNITY

Penrith’s smart transformation 

can only be fully achieved when 

every member of the community 

is able to access and benefit from 

the opportunities that digital 

technologies present. Bridging 

the digital divide is crucial in 

ensuring that no-one is left 

behind in the increasingly digital 

society and everyone has a say 

in co-creating our future city.

CONNECT THE 
NEW WEST TO 
THE WORLD

With strong connectivity planned 

to the new Western Sydney 

Airport, Penrith is expected to be 

a direct beneficiary of 

international tourism from the 

millions of visitors forecast to 

pass through this airport. Situated 

close to the natural beauty of the 

Blue Mountains and the Nepean 

River, and already known as the 

Adventure Capital of NSW, 

Penrith has the opportunity to 

leverage emerging, immersive 

technologies to build on existing 

digital visitor channels (i.e. the 

Visit Penrith website) to create a 

more engaged tourist experience. 

Proximity and connectivity to the 

new airport will also deliver 

access to international markets 

for greater business and export 

opportunities.

INCLUDE SMART 
ELEMENTS IN 
INITIATIVES

Penrith City Council has been 

very progressive and forward-

thinking in its approach, having 

already planned and deployed a 

range of smart pilots and 

projects. To stay ahead in an 

increasingly digital era, the 

council will continue to explore 

new approaches and innovative 

technologies to meet citizens’ 

expectations and support 

community growth. This strategy 

aims to further extend and 

complement existing and planned 

Smart City initiatives by 

leveraging digital technologies. 
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STRATEGY 
AT A 

GLANCE
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SMART 
THEMES IN 

DETAIL
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STRUCTURE OF THE SMART 
THEMES
This strategy includes four key themes, 14 priorities and 50 initiatives that are designed to promote action 

by the council, community and partners. These initiatives, some of which are already underway, are based 

on existing planned and in-flight initiatives that were discussed as part of the engagement exercise and/or 

address gaps to advance towards a future-ready Penrith. Below is a guide to reading the smart themes 

sections that follow. 

OPPORTUNITIES
Specific opportunities, 

policies or programs 

of work for the city 

and its partners to 

undertake / already 

underway to achieve 

the smart priorities 

(Refer to note below 

on types of 

opportunities)**

** There are two types of opportunities in the subsequent Smart Themes section – new and active 

opportunities. While this strategy does not seek to answer all of Penrith’s challenges, the ‘new’ 

opportunities represent a commitment to collaborating and exploring in pursuit of innovative solutions. 

The ‘active’ opportunities represent the many projects that are being actively planned or implemented in 

the city. These opportunities are clearly distinguishable through the use of different coloured text. 

THEME
Overarching theme 

linking the priorities 

together

OBJECTIVE
How this priority will leverage digital 

technologies to create a Smart City 

COUNCIL ROLE
The roles Council will 

play to deliver this priority

POTENTIAL 
PARTNERS

Other organisations that 

could partner with Council 

to create a smart city

LINK TO COMMUNITY OUTCOMES
Identifies how the initiatives and priority 

contributes to Penrith’s community outcomes 

as per the Community Plan 2017
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PRODUCTIVITY & INNOVATION
Accelerate economic development and local innovation 
through adoption of smart technology 
Priority 1 - Smart Urban Renewal

Objective: Taking a smart, place-based approach to the development of the city with a view to increased 
social and commercial activity 

Opportunities 

A.Investigate opportunities in existing urban renewal projects
to pilot smart technologies to mine data on asset usage,
community interaction and movements, thus informing urban
design and operations

B.Explore the opportunity to roll-out a Low Powered Wide
Area Network (LPWAN) across the city centres to enable the
community to connect, access and transform city data,
boosting the creation of innovative solutions

C.Closely collaborate with flagship smart precincts already
under development (Medical Research and Education
Precinct, Sydney Science Park) to inform a holistic and
integrated approach to activating a digitally connected city

Council role: Leader, Facilitator 

Potential Partners: Property developers, 
start-ups and entrepreneurs, 
telecommunication and technology 
players

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Objective: Accelerate research, development, collaborations and implementation of technology pilots and 
solutions to boost local innovation and economy

Opportunities 

A.Establish a local innovation program for interested partners
to collaboratively brainstorm, prototype, pilot and evaluate
technologies that address Penrith’s urban challenges

B.Develop suitable partnering frameworks to access and
leverage innovative and disruptive thinking with external
stakeholders

C.Explore the creation of innovation test-beds and/or Urban
Living Labs to provide an experimental platform for testing and
trials of smart technologies, capitalising on local sectorial
strengths

D.Continue to investigate options for co-working / teleworking
spaces to create incubator/generator environments supporting
local start-ups and innovators as well as supporting remote
workers

Council role: Leader, Facilitator, Enabler

Potential Partners: Major 
telecommunications and technology 
players, universities and TAFE, start-ups, 
local academia, researchers and 
entrepreneurs

Link to Community Outcomes 

Priority 2 – Digital Innovation Ecosystem
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PRODUCTIVITY & INNOVATION
Accelerate economic development and local innovation 
through adoption of smart technology 
Priority 3 – Digital-ready Community

Objective: Improving the community ability to take advantage of digital technologies to prepare them for 
the economy of the future

Opportunities 

A.Enhance access to free wireless internet across the LGA to 
improve digital accessibility, leveraging the strong broadband 
connectivity

B.Continue and scale digital literacy programs currently 
delivered in partnership with Nepean Community College to 
equip the community with skills for the future

C.Support the local community growth and social 
entrepreneurialism through regular networking events, 
workshops, innovation sessions by inviting prominent speakers 
from across Sydney

D.Partner with Western Sydney University (WSU) to promote 
the existing MakerSpace facility and showcase smart 
initiatives, also identifying further opportunities to support 
community programs (online webinar or classroom delivered) 
building skills in coding, robotics, mechatronics, Internet of 
Things (IoT) and other emerging technologies. Also leverage 
learnings from the WSU MakerSpace to support the creation of 
a second space in St Mary’s Library

E.Enhance existing library digital literacy programs such as 
Tech Savvy Seniors to showcase emerging technologies and 
topics such as big data, analytics, cyber security, online safety 
and IoT

F.Continue to promote awareness of library digital initiatives 
such as e-library, digital helpdesk, accelerated self-service 
checkouts, access to interactive digital furniture and equipment

Council role: Leader, Facilitator, 
Enabler

Potential Partners: Major 
telecommunications and technology 
players, universities, TAFE and 
vocational training providers, start-ups 
and entrepreneurs

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities



20

SUSTAINABILITY & RESILIENCE
Amplify community climate resiliency and sustainable 
environment management by employing digital 
technologies
Priority 4 – Resilient Communities

Objective: Build community resilience through the use of digital channels

Opportunities 

A.Explore the creation of a digital community platform to
support community chatter, social events, volunteering
programs and initiatives aimed at bringing the diverse,
dispersed and most vulnerable sections of the community
closer

B.Provide access to relevant resources and tools to support
community equity and resilience building, across social and
cultural aspects as well as climate and cyber resilience.

Council role: Leader, Facilitator, 
Enabler

Potential Partners: Start-ups and 
entrepreneurs, universities, research 
institutes and think-tanks

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Priority 5 – Urban Heat Management

Objective: Enable data-driven mitigation strategies to cool the city 

Opportunities 

A.Utilise data from planned implementation of heat sensors to
develop an urban heat island map with live visualisation,
making this data available to the community

B.Continue to support digital channels and/or mobile apps to
improve the outreach of heat stress management strategies

C.Use heat data to get a more nuanced understanding of its
impact across the region, and strategise investments in heat
mitigation measures

Council role: Leader, Facilitator, 
Enabler, Service Provider

Potential Partners: Local hospitals and 
emergency services, universities, 
research institutes and think-tanks, start-
ups

Link to Community Outcomes 
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SUSTAINABILITY & RESILIENCE
Amplify community climate resiliency and sustainable 
environment management by employing digital 
technologies
Priority 6 – Green Infrastructure

Objective: Harnessing digital and emerging technologies to support the design of urban green 
infrastructure 

Opportunities 

A.Utilise urban canopy maps and street tree ratings created
by NSW Office of Environment to direct effort to most
vulnerable areas and measure benefits to the community

B.Draw design and architecture players through competitions
and ideathons for reinvigorating and re-imagining urban and
parkland spaces, for example creation of eco-roofs and green
walls

C.Showcase opportunities for urban agriculture and
community gardening in existing spaces, contributing to urban
greening and fostering social connections

D.Crowdsource innovative approaches to community greening
and sustainability through digital engagement platforms

Council role: Leader, Facilitator, 
Enabler

Potential Partners:  Design and 
architecture players, universities, 
research institutes, regional councils

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Priority 7 – Clean and Smart Energy and Water Management

Objective: Use digital technologies to improve energy sustainability across the community

Opportunities 

A.Explore alliances with research institutes to deliver smart,
clean building management initiatives

B.Investigate government or regional funding, rebates and
grants opportunities to educate the community on sustainable
energy consumption and management, as well as improve
uptake of renewable energy

C.Support household energy assessments by collaborating
with utilities companies to build local resilience with
microgrids, share energy consumption levels across the city
through shadow meters and information portals to promote
efficient energy usage

D.Identify suitable areas for deployment of water quality
sensors to inform water sensitive urban design and waterways
management

Council role: Leader, Facilitator, 
Enabler

Potential Partners: Power and water 
utilities, state government departments, 
Western Sydney local councils, 
universities, research institutes, start-ups 
and entrepreneurs

Link to Community Outcomes 
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LIVEABILITY & WELLBEING
Digital technology-enabled social connectedness and 
improvements in overall quality of life across the 
community
Priority 8 – Smart Tourist Destination

Objective: Capitalise on major infrastructure projects (such as Western Sydney Aerotropolis) through 
digital and immersive technology-enabled tourism initiatives to drive greater tourist numbers

Opportunities 

A.Invite popular travel bloggers / vloggers and social media
influencers to share their local experiences through social
media channels to generate strong tourism interest in the area

B.Collaborate with local attractions, businesses, eateries and
museums and cultural places of interest to develop a suite of
virtual tours, utilising beacon technology and virtual /
augmented reality to deliver an engaging experience for
tourists

C.Boost a vibrant night-time economy through implementing
interactive, artistic, sensor-based public lighting and water
features, and digital screens across the city centres with city
information, events and other local opportunities

Council role: Leader, Facilitator, Service 
Provider

Potential Partners: Start-ups and 
entrepreneurs, universities, TAFE and 
vocational training providers, state 
government tourism agencies, social 
media influencers 

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Priority 9 – Public Safety

Objective: Creating safe and vibrant public spaces and neighbourhoods for the community by employing 
digital and emerging technologies

Opportunities 

A.Extend the CCTV strategy (currently under-development) to
include image recognition, machine learning models and
video analytics to analyse and predict mob behaviours and
criminal activities to facilitate better data sharing for effective
incident response and management

B.Deploy digital wayfinding systems, signage and automated
street-light activation to support safe pedestrian mobility

C.Investigate smart crime prevention and detection
applications with partners, including Penrith police

Council role: Leader, Service Provider, 
Facilitator

Potential Partners: Start-ups and 
entrepreneurs, universities, police and 
emergency services

Link to Community Outcomes 
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LIVEABILITY & WELLBEING
Digital technology-enabled social connectedness and 
improvements in overall quality of life across the 
community
Priority 10 – Smart Mobility

Objective: Innovate for future technology-driven models of urban mobility, designed to operate with 
efficiency and environmental integrity

Opportunities 

A.Utilise existing public transport information to develop
seamless intermodal travel options, including Mobility as a
Service (MaaS) systems

B.Employ digital signage and wayfinding to promote active
travel within the city

C.Attract bike-share networks to capitalise on new and
underway constructions of bike paths in and around Penrith
city

D.Gather and publish transport data from multi-modal
transport services available in the city on the open data portal

Council role: Facilitator, Enabler

Potential Partners: Start-ups and 
entrepreneurs, universities, TAFE and 
vocational training providers, transport 
agencies and authorities

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Penrith is one of the first councils in Sydney to have a 
fully electric vehicle as part of its fleet. The vehicle 
procured is a 100% electric powered Renault Kangoo, 
which will not create any greenhouse gas emissions 
while being driven, and will be recharged using 
renewable energy. 

The delivery-style ‘eco-car’ has been purchased to trial 
its suitability and real world running costs, and if it 
proves successful Council will look at purchasing more 
as current vehicles need replacing. The Kangoo will be 
used by staff to transport items around the city and will 
be on display at various community events so local 
residents can learn more about this technology and see 
the car for themselves. 

Case Study : Electric Vehicles and Charging Stations
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EFFICIENCY
Innovative and integrated service delivery, designing for 
the citizen experience 
Priority 11 – Smart Data-driven Decision-making

Objective: Adopt digital technologies to modernise the planning process and deliver an informed 
understanding of outcomes

Opportunities 

A.Modernise the planning process through use of smart
technologies such as Virtual Reality (VR) / Augmented Reality
(AR) along with GIS data to support spatial design and urban
planning

B.Continue to work closely with NSW Department of Finance,
Services and Innovation (DFSI) and other regional councils to
leverage 4D digital twin city models to visualise large
datasets, making it possible to test and analyse the impact of
development plans, enable the community to get a realistic
view of projects and their impact to the physical environment

C.Identify additional sources of data required to support
planning efforts and utilise digital technologies for collection of
this data

Council role: Leader, Service Provider, 
Facilitator

Potential Partners: Start-ups and 
entrepreneurs, universities, other local 
councils

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Priority 12 – Citizen-centric Council

Objective: Implement experiential and engaging technology to enhance community interaction with 
council and accessing services

Opportunities 

A.Improve the council-citizen interactive experiences through
introduction of self-serve kiosks in the convenient locations,
Interactive Voice Response (IVR) systems, AI-enabled
assistants and chatbots

B.Explore opportunities to livestream key council meetings
and events on social media platforms

C.Investigate remote council services delivery through digital
concierge

Council role: Leader, Service Provider

Potential Partners: Start-ups and 
innovators, universities, major technology 
players

Link to Community Outcomes 
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EFFICIENCY
Innovative and integrated service delivery, designing for 
the citizen experience 
Priority 13 – Collaborative, Proactive Governance

Objective: Leverage digital platforms and technologies to aid a deeper understanding of community 
needs and priorities, allowing for redirection and optimal usage of resources

Opportunities 

A.Continue to use and pilot interactive online and mobile tools
to encourage community participation in council planning and
engagement activities

B.Explore digital technologies to support the community with
reporting issues related to assets

C.Recruit the support of local social media influencers and
champions to encourage the community in having an active
voice in civic management

Council role: Leader, Facilitator, Service 
Provider, Enabler

Potential Partners: Start-ups and 
entrepreneurs, universities, TAFE and 
vocational training providers, social 
media influencers

Link to Community Outcomes 

Legend: New Opportunities Active Opportunities

Priority 14 – Smart Assets and Systems Management

Objective: Enable a data-driven approach to streamlined asset management and council operational 
efficiency

Opportunities 

A.Collaboratively identify opportunities for deployment of
emerging technologies in the ongoing rationalisation of
internal council business-as-usual services, rather than simply
digitising assets and processes

B.Explore opportunities to implement sensors to gather data
on resource utilisation, remote control and fault detection and
maintenance activities

C.Use data generated from current and planned smart
initiatives such as smart parking and smart waste
management to improve data-driven city planning

Council role: Leader, Service Provider

Potential Partners: Start-ups and 
entrepreneurs, other local councils, 
universities and TAFE

Link to Community Outcomes 
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LOOKING TO THE FUTURE
The city has already started advancing on the journey towards a smarter Penrith, which includes actively 

planning and testing individual smart technology applications, making upgrades and future-proofing 

existing underlying infrastructure and engaging in broad conversations. With the rapid pace of change and 

increasing need to address various challenges while capitalising on the opportunities, a logical action plan 

for the next 18-24 months will provide a solid foundation for the council to build upon. 

FOCUS ON BUILDING BLOCKS
Strengthen the foundational elements required to support and sustain Smart City 

initiatives and applications

SMART PROJECT PRIORITISATION
Leverage a comprehensive project prioritisation methodology to enable a measured 

approach to project selection and sequencing, as well as resource allocation

FROM SMART PILOTS TO SCALED IMPLEMENTATION
Continue to identify and test smart digital technologies to optimise urban scenarios and 

experiences, with a view to scale for city-wide implementations

DEEPER COMMUNITY ENGAGEMENT
Further improve local engagement and governance by developing an inclusive, 

collaborative and effective relationship built on trust between community stakeholders 

and the council
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APPENDICES
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APPENDIX A: STRATEGIC 
CONTEXT
A number of planning documents have already been developed by Council in line 

with the NSW Office of Local Government’s Integrated Planning and Reporting 

Framework. Additionally, a range of nearby local council collaborations and 

commissions set up to focus on turbocharging growth in Western Sydney have 

produced various strategies to inform the delivery of outcomes aligned to the vision 

for the Western Sydney region. The illustration below presents an overview of this 

planning context, outlining the key strategies and frameworks that serve as the 

foundation for this Smart City strategy for Penrith.

REGIONAL

LOCAL
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APPENDIX B: COUNCIL ROLE
The journey to becoming a Smart City is not one that involves just the 
council. The internal consultations, engagement workshops and external 
engagement survey clearly indicated that while Council will play a central role 
in shaping and progressing the Smart City journey, there are a number of 
other roles it can embrace to collaboratively drive momentum for this journey. 

01
LEADER
PCC will be in the driver’s seat, leading the development of the strategies and action 

plans, driving momentum for innovative solutions and building consensus for Smart 

City outcomes.

02
FACILITATOR
PCC will foster collaboration between various stakeholder groups, forming strategic 

alliances aimed at promoting social, economic, environmental, cultural and 

operational outcomes for the city.

03
CUSTODIAN
PCC will adopt a standards and controls lens from the onset for the design of 

innovative solutions, ensuring that a solid foundation is established for a smart 

Penrith. 

04
SERVICE PROVIDER
PCC will continue to play its traditional role of ensuring the delivery of services to the 

community, enhanced by data-driven decisioning to provide greater efficiency, 

effectiveness and personalisation of services. 

05
ENABLER
PCC will be responsible for creating the platform for diverse stakeholder groups to 

innovate, experiment and collaborate to solve the city’s problems. This platform would 

involve open data, provision of supporting information, resources and tools and 

connecting the dots to create the optimal enabling environment.
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APPENDIX C: ENABLING 
STRUCTURES
ENABLER 1
Leadership & Governance

Objective: Harness visionary leadership and supportive frameworks to drive momentum for the city’s 
smart transformation 

Opportunities

A.Seek demonstrated executive leadership commitment for Smart City initiatives, through consistent
messaging both internally and externally

B.Appoint / Recognise a dedicated Smart City transformation leader within the council to coordinate and
spearhead programs in alignment with the Smart City vision

C.Develop an overarching agile governance framework, underpinned by the strategic vision and council
values-led behaviours, as well as key performance indicators and measures for success

D.Create an advisory group comprising of local start-ups and innovators, sectorial industry leads, regional
thought leaders, universities and researchers and community representatives to provide feedback on
smart initiatives

E.Implement the Smart City project prioritisation framework to support optimal allocation of resources to
maximise value and meet priority needs for the community

F.Consider suitable pilots and/or smart implementation submissions to the Federal Smart Cities and
Suburbs Program to seek government investment

A simplified Smart City Governance Model for 

Penrith has been designed using the ISO 

37106:2018 Standard to ensure that delivery of 

Penrith’s Smart City vision is embedded within 

effective and sustainable governance processes. 

This governance model is led by the overarching 

Smart City Vision and Guiding Principles and 

underpinned by an evolving Smart City roadmap, 

values-led behaviours and performance measures 

and indicators. 
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ENABLER 1
Leadership & Governance (Cont.)

Smart City Vision

Guiding Principles

1 Council Executive Forum

2 Steering Committee –
Smart City Initiatives

3 Core Delivery Team
(cross-silo) 

4 External Advisory Group

Roadmap Values Performance measures 
and indicators

Core Council External Reference Group

1 Regular executive level forum at council to ensure leadership engagement and alignment to council

strategic directions

2
Main oversight and decision-making body – responsible for ensuring alignment to vision and 

roadmap, feeding back input and advice from relevant regional committees and forums and 

collaborations with other councils and ensuring engagement with various stakeholder groups 

3 Cross-departmental council team responsible for the management and delivery of smart initiatives,

embedding citizen-centricity and adopting a lens of digital technologies on council initiatives

4 External Advisory group responsible for informing and challenging the design of Smart City initiatives

and sharing practical industry insights and trends for consideration
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ENABLER 2
Procurement
Objective: Adopt innovative procurement practices and policies to maximise outcomes and promote 
greater flexibility

Opportunities

A.Establish an integrated, holistic view of procurement across the council, enabling a city-wide approach to
procuring innovation outcomes rather than a siloed approach

B.Revise existing procurement policies and frameworks to incorporate new approaches, such as
ecosystem/consortium based models, outcome-based procurement as opposed to procuring pre-described
technologies

C.Explore innovative finance instruments to fund Smart City initiatives such as blended finance vehicles,
Smart City or social impact bonds, collaborative regional procurement, Public-Private partnerships (PPP),
micro lending and philanthropic funding.

D.Simplify cross-departmental funding and budgeting to facilitate collaborative initiatives

ENABLER 3
Preparing for Open Data and Interoperability
Objective: Establish the necessary data foundations to build the platform for new technologies to be 
tested, scaled and maintained

Opportunities

A.Identify and organise datasets into a central directory, with the aim of sharing through an open data
platform

B.Develop common data standards, language and architecture to support interchange of data between
services and systems within the city, with the intent of releasing datasets to foster innovation

C.Adopt a standards-based approach (such as Hypercat and ISO 37106:2018) for interoperability to
reduce risks of vendor lock-in, maximise access, integration and usability of data

D.Promote digital inclusion by design, with the goal of universal inclusion of all segments of the community

E.Appoint an in-house data analytics team to develop the data management strategy, open data
principles, regulatory and management policies and build capability for analysis and insights

F.Commence open data challenges and hackathons to catalyse local innovation and development of
useful applications

G.Ensure adherence to government guidelines governing data sharing and usage between federal
government agencies (https://www.govtechreview.com.au/content/gov-security/article/government-
releases-data-sharing-guidelines-1207204316).
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ENABLER 4
Data Security & Privacy
Objective: Support a cyber-safe, futuristic city through robust security and privacy frameworks aimed at 
building online safety for the community

Opportunities

A.Extend existing cybersecurity strategies and policies to address IoT security, promoting protection and
resilience at all levels of digital infrastructure

B.Develop data privacy and security policies, detailing key information related to the collection, use,
sharing and access of data within the Open data portal

C.Incorporate privacy enhancing controls and mechanisms to ensure protection of citizen personal data

D.Invest in continually upgrading systems to ensure security against cyber city attacks and downtime of
critical council services

ENABLER 5
Collaboration & Partnerships
Objective: Fostering collaboration and partnerships across the stakeholders to problem-solve for the city 
and jumpstart the local innovation economy

Opportunities

A.Develop a pragmatic, partnering framework to encourage stakeholders to engage with Council in the
design and delivery of smart initiatives

B.Continue to collaborate with groups such as the Committee for Sydney, Greater Sydney Commission,
Smart Cities Council, Australian Smart Communities Association, Western Sydney Regional Organisation
of Councils and Collabor8, to promote continuous learning of Smart City trends and insights while
delivering strong outcomes for the city and region as a whole

C.Work closely with the initial identified stakeholder groups, applying a human-centred design approach to
designing innovative civic solutions and avenues for increased productivity

• Start-ups,

• Universities, community colleges and tafes,

• Property developers,

• Power and water utilities,

• Local business chambers,

• NSW state government
departments,

• Federal government
departments, and

• The broader community
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ENABLER 6
Deepening Council Digital Capabilities

Objective: Equip internal council staff with future-ready capabilities to support the city’s smart aspirations 
and empower them to seize new opportunities

Opportunities

A.Continue to drive a culture where employees are encouraged to “think big, start small and scale fast”
and bring new ideas and opportunities

B.Support regular collaboration and attendance at events with universities, research institutes and think-
tanks to deepen knowledge in emerging technologies and connect with strategic players to build up
capabilities

C.Invest in digital and data science and analytics programs to uplift council digital competency

D.Explore opportunities to recruit young digital talent through internships, to support the uplift of council 
digital knowledge and capability.
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APPENDIX D: PIONEER 
PROJECTS

Penrith City Council Library offers Tech Savvy Senior Program to assist older Australians to learn how 
to confidently and easily master new technology skills. The New South Wales Tech Savvy Senior 
Program is an initiative of the NSW Ageing Strategy and Telstra’s Digital Inclusion Program. This free 
training gives older people the opportunity to develop the skills and confidence to use technology for 
socialising, accessing important services or conducting personal business.

Community Digital Literacy Programs – Tech Savvy Seniors

Penrith Library offers a drop-in Help Desk service available 7 days a week from 10am-12noon for 
minor technology issues and questions such as:

• using your computer

• connecting to Wi-Fi

• searching the internet

• using Penrith City Library’s online resources, and

• help with new technology such as tablets, smart phones, e-readers, etc.

This service is for technology training only. Technical support for faults and repairs on the Library’s 
public PC network should be referred to staff at Penrith Library’s main service desk. Note: this service 
operates at the Penrith branch only.

Digital Help Desk

Penrith e-Library Services

Penrith City Library in 2019 comprises of three branches at Penrith, St Marys and St Clair. The total 
collection consists of more than 200,000 items. Last financial year just over 560,000 loans were 
processed and more than 545,000 people visited one of our branches. 

The library has a significant online presence with members able to access and borrow hundreds of 
electronic resources such as eBooks, audio books and eMagazines via the library catalogue 24/7 
from any location. eLoans have increased by 9% and this trend is set to continue.

PCC to refine
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Penrith City Council is one of eight councils that make up the Western Parkland City. Together these 
councils are collaborating with the State and Federal government under the Western Sydney City Deal. 
As part of the City Deal the eight councils will develop a Digital Action Plan to guide investment in smart 
technologies. 

The NSW Government Department of Finance, Services and Innovation's (DFSI) Spatial Services unit 
is collaborating with the CSIRO's Data61 to progress a Digital Built NSW Program that includes a 
whole-of-government approach to Digital Engineering. The partners have developed an interactive 
platform designed to capture and display real-time 3D and 4D spatial data to model the urban 
environment and will pilot the ‘Digital Twin’ concept in the Western Parkland City as part of delivering 
the Smart Western City Program - Digital Commitment.

The Digital Twin NSW project involves creating a digital real-world model of cities to facilitate better 
planning, design and modelling to meet the state's future needs. It has a range of potential applications, 
from disaster management to urban planning and refining public transport schedules.

The Digital Twin pilot will house the digital records of all major infrastructure in the Western Parkland 
City and improve planning, construction, asset management and real-time information.  Councils will 
use the Digital Twin as a strategic tool to deploy 5G in the Western Parkland City 

Western Sydney City Deal Digital Action Plan and Digital Twin 
Spatial Modelling Pilot
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Penrith City Council is making it easier for residents to reduce rubbish, sort waste properly and recycle 
more.

The App has different features including:

•Personalised bin collection calendar with optional bin day reminders

•Quick guide to your bin system, how to sort your waste and information about what can go in each
bin.

•Information about how to book a bulky waste clean-up

•Ability to receive notifications about major events like our E-Waste and Chemical Drop-off Events.

•Ability to receive notifications about the extra Christmas Bin Collections.

The App can be downloaded from Google Play Store or Apple App Store.

Waste Services – Penrith Waste Champion Smartphone App
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APPENDIX E: POTENTIAL 
PARTNERS
Stakeholders and partners identified through internal 
workshops, internal council consultations and external 
survey exercise

Suggested Stakeholders & Partners

Collabor8 & Collabor8 GIS Resilience Committee Sydney Water

Western Sydney University Nepean Community College University of Wollongong

Lendlease and other property 
developers

Councillors University of NSW

DFSI and Planning Teams Celestino NSW Spatial Services

Community Tourists/visitors Industry Representatives

Accessibility Committee Energy companies, e.g. 
Endeavour Energy, Jemena

Business Chamber

University of Technology Sydney
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