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Draft Customer Experience Strategy 2030
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We acknowledge the Traditional Custodians of these lands 
and show respect to Elders, past, present and emerging.



  ATTACHMENT 1 : AMENDED DRAFT CUSTOMER EXPERIENCE STRATEGY 2030 - ITEM 9.4 - NORTHERN BEACHES COUNCIL MEETING - 17 MARCH 2026 

95 

  

Draft Customer Experience Strategy 2030

3Contents

Document information 
First year of plan - 2025/26 
Draft presented: 21 October 2025 - 25CUST0315

Acknowledgement of Country 2

Message from the Mayor 4

Our commitment to customer experience 5

A customer centric approach  6

Customer experience 7

Our strategic line of sight 8

Our community 10

Developing the Strategy 13

What we heard 17

Direction 1 - Make it easy 18

Outcome 1 18

What we are already doing 18

What we will do 18

Direction 2 - Make it seamless 19

Outcomes 2 and 3 19

What we are already doing 19

What we will do 19

Direction 3 - Make it personalised 21

Outcome 4 21

What we are already doing 21

What we will do 21

Monitoring and evaluation 22



  ATTACHMENT 1 : AMENDED DRAFT CUSTOMER EXPERIENCE STRATEGY 2030 - ITEM 9.4 - NORTHERN BEACHES COUNCIL MEETING - 17 MARCH 2026 

96 

  

Draft Customer Experience Strategy 2030

4

One of the key principles for local government 
is recognising the diverse needs and interests 
of our communities while providing the best 
possible value for residents and ratepayers. 
One of the ways we achieve this is through   
a strong focus on the customer experience.

This 5-year Customer 
Experience Strategy, will:

•	 enhance the experience 
for our digital users

•	 make it easier to interact with us by 
improving our service delivery 

•	 listen to customer feedback and 
ensure insight-led decision making.

In our fast-paced and highly connected 
world, customers have become more 
discerning, and their expectations have 
changed significantly. With the advent of 
technology and social media, customers 
have access to more information and they 
are increasingly looking for personalised 
and convenient experiences. We must 
recognise and adapt to these changing 
expectations to remain relevant and provide 
high-quality services to our community. 

One of the key drivers of the changing 
customer expectations is the rise of digital 
technology. Customers now expect to be able 
to interact with local government through a 
variety of digital channels, including websites, 
social media and mobile apps. They also 
expect to be able to access information and 
services at any time and from anywhere, 
without the need to visit physical offices or 
make phone calls. This trend is particularly 
important for younger customers who have 
grown up with technology and have come 
to expect seamless digital experiences.

Another important factor is the increasing 
importance of overall customer 
experience. Customers are looking for 
more than good service; they want to 
be valued. They expect to be treated as 
individuals and have their unique needs 
and preferences taken into account. 

This is why customer experience has 
become a critical factor in the success of 
local government. A positive customer 
experience is a key driver in customer 
satisfaction and organisational reputation. 

Local government must also recognise 
that customer expectations are not static; 
they evolve over time. We must therefore 
remain agile and responsive, constantly 
monitoring and adapting to changes in 
customer preferences and expectations. 
This requires a customer-centric approach 
that puts the needs and preferences of our 
residents at the forefront of decision-making.

I am pleased to present this Strategy 
as our roadmap for achieving better 
customer experience outcomes for 
the Northern Beaches community.

Sue Heins 
Mayor

Message from the Mayor 
Supporting our community, economy and environment to be strong and resilient.
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Our Customer Experience Strategy 
will deliver this commitment through a 
seamless, efficient and personalised 
experience to every customer who interacts 
with Northern Beaches Council. 

This Customer Experience Strategy 
2030 provides the direction and 
plan to ensure that we achieve our 
community’s goals, particularly Goal 
20, as outlined in the Northern Beaches 
Community Strategic Plan 2040 -

Our Council is proactive, and efficiently 
and effectively responds to, and delivers 
on, the evolving needs of the community.

Our commitment to customer experience
At Northern Beaches Council we are committed to understanding our 
customers’ needs and delivering solutions that drive customer satisfaction.

This Strategy will continue Northern 
Beaches Council’s journey on the path to 
achieving customer experience excellence.

The Strategy identifies three directions and 
four outcomes for customer experience that 
underpin actions for the next 5 years to 
ensure we deliver on customer expectations 
and address current pain points. 



  ATTACHMENT 1 : AMENDED DRAFT CUSTOMER EXPERIENCE STRATEGY 2030 - ITEM 9.4 - NORTHERN BEACHES COUNCIL MEETING - 17 MARCH 2026 

98 

  

Draft Customer Experience Strategy 2030

6 A customer centric approach  
Plan on a page

  M
ak

e 
it 

pe
rs

onalised      Make it easy

Make it seamless

Customer 
experience

Directions Make it easy Make it seamless Make it personalised

Purpose Delivering digital service 
through multiple channels 
will make it easier for 
people to contact us when 
and how it suits them.

We can make the 
customer experience 
seamless by resolving 
customer enquiries at 
the first point of contact, 
providing proactive 
updates through the 
journey and ensuring the 
same level of service no 
matter who they speak 
to in the organisation.

Better understanding 
our customers and using 
that information to 
personalise and improve 
their experience with 
us will deliver higher 
customer satisfaction 
for the community. 

Outcomes Outcome 1 
Implement user-friendly 
and accessible digital 
platforms that meet the 
needs of our diverse 
customer base.

Maintain our commitment 
to the needs of our 
customers who prefer 
to interact with us in 
alternative ways.

Outcome 2 
Ensure consistent service 
delivery across all 
customer touchpoints, 
meeting or exceeding 
customer expectations.

Outcome 3 
Deliver a customer-
centric culture that 
prioritises customer 
needs and preferences, 
placing them at the 
centre of all decision-
making processes.

Outcome 4 
Explore one view of the 
customer across the 
organisation through 
a comprehensive 
data collection and 
analysis framework. 

Key measures Increase in the number 
of digital service 
transactions.

Increase in 
overall Customer 
Satisfaction score.

Increase in satisfaction 
score for customers 
feeling valued.
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Customer experience refers to the 
overall perception a customer has of a 
brand, organisation or product based on 
every interaction they have had with it 
throughout their entire customer journey. 

It encompasses all aspects of a customer's 
journey engaging with Council, including 
interactions with employees, website 
usability, ease of access to information 
and services, speed of service and 
resolution of issues or problems. 

In a digital age where customers publicly 
share their service experiences online, it is 
just as important to focus on how services 
are delivered and the management of 
customer enquiries, as it is to focus on the 
actual service levels and quality when 
measuring customer experience.1 

The goal of delivering a positive customer 
experience is to build high levels of customer 
satisfaction and foster a sense of trust and 
positive reputation within the community.

Levels of customer satisfaction are impacted 
by the underlying expectations of the 
customer founded on previous experience 
engaging with Council services. Opportunities 
to improve customer experience arise 
from the gaps between customer 
expectation and customer experience.2  

Given the holistic nature of the touchpoints 
that affect customer experience, everyone 
within Council has a responsibility to have a 
positive impact on our customer interactions. 

Customer experience
The compass that points us towards sustained success and growth.

Capturing, analysing, and responding to 
customer experience data is key to fostering 
an organisation focused on continuous 
service improvement. By listening to the 
customer, those employees who interact 
directly with customers, and those who 
don’t interact directly but are essential 
contributors to service delivery, you can 
establish a full picture of the expected and 
actual customer experience, including gaps 
identified, to prioritise areas of improvement.3 

The customer experience gains achieved 
through this process will produce 
corresponding reputation, efficiency and 
productive benefits for the organisation 
through streamlined processes and 
better utilisation of Council resources.   

1 The Call to rethink Government Customer Experience, Mckinsey & Company July 2022 
2 Understanding Customer Experience, Schwager, A and Meyer C, Harvard Business Review, February 2007 
4 Prioritizing customer experience in government, Mckinsey & Company, February 2022
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Social Sustainability Strategy 2040

Better Together

Here is a space for the Document Subtitle and/or Date

1

Northern Beaches
Community Strategic Plan 2040

Consideration was given to the alignment 
of this Strategy with direction provided in 
other Northern Beaches Council strategies 
and plans, as well as commitments made 
to customer experience by the NSW 
Government and the Federal Government.

Our strategic line of sight  
Taking direction from other strategies and plans in developing the Customer Experience Strategy. 

Northern Beaches Community Participation Plan 1

Northern Beaches 
Community Participation Plan 
(Plan Making and Development Assessment)

Community  
Engagement  
Strategy
Our approach to engaging our  
community and stakeholders

Northern Beaches 
Disability Inclusion Action Plan  
2022-2026

NORTHERN BEACHES COUNCIL 
DIGITAL TRANSFORMATION
STRATEGY 
NATURALLY CONNECTED
Adopting a digital operating model to put you at the  
heart of everything we do

This charter sets out our standards of customer service as we aim to deliver a wide 
range of accessible, high quality services to meet your needs. We are committed to 
continually improving our service by measuring our performance. 
Please treat our staff with the same respect and professionalism that we offer to you.

Northern Beaches Council 
Customer Charter

Our commitment to you:
• to be fair, friendly, polite and respectful service 

delivery
• aim to resolve your enquiry at first contact or let 

you know the course of action to be taken
• we will listen to your comments, suggestions and 

complaints
• always respect confidentiality

Help us help you by:
• treating our people with courtesy and respect
• respecting the privacy and rights of other 

customers 
• being prepared to provide us with complete and 

accurate information 
• working with us to resolve problems and allow us 

an  opportunity to address your concerns 
• providing us with constructive feedback so we 

can improve your customer experience

When you telephone us:
• aim to answer your call to the Customer Service 

Centre within 30 seconds
• always giving you our name and welcome you in 

a polite and courteous manner
• taking a message if the person you need to 

speak to is unavailable
• returning phone calls within two working days

When you write to us:
• for general requests and enquiries, we will 

respond to your correspondence within 10 
working days

• for more complex matters, it may take some 
time to investigate and get the right response to 
you. In these cases, we will acknowledge your 
correspondence and aim to keep you informed 
with progress every 20 working days

When you visit:

• we will attend to you within 5 minutes  of your 
arrival at the Customer Service Counter

• show you amenities if meeting with one of our 
staff

• explain if your appointment time is delayed

Feedback
We welcome your feedback to help us improve our 
service to the community.

Our service centres

Manly:  1 Belgrave Street, Manly 
Dee Why: 725 Pittwater Road, Dee Why
Mona Vale: 1 Park Street, Mona Vale
Avalon: 59A Old Barrenjoey Road, Avalon 

Beach

Phone or online
1300 434 434  
northernbeaches.nsw.gov.au

NSW Government 
State of the 
Customer Report

Northern Beaches 
Community 
Strategic Plan 2040

Community 
Participation Plan

Community 
Engagement 
Strategy

Disability Inclusion 
Action Plan 
2022 - 2026

NSW Government 
Customer 
Commitments

Digital 
Transformation 
Strategy

Better Together 
2040

Customer Service 
Charter

Multicultural 
Inclusion Plan 
2024 - 2029

Figure 2 - Local

Figure 1 - State
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Strategy/Plan Direction/Action

Community Strategic 
Plan 2040

Community Vision - Northern Beaches - a safe, diverse, 
inclusive and connected community that lives in balance with 
our extraordinary coastal and bushland environment. 

Goal 20 - Our Council is proactive, and efficiently and effectively 
responds to, and delivers on, the evolving needs of the community

Digital Transformation 
Strategy

Goal 1: Digitally Connected Community -  
We are a leader of our digitally connected community

Goal 2: Available Anywhere, Anytime -  
We are available when you are, where you are

Goal 3: Customer Needs Anticipated -  
We anticipate your needs and make your life simpler

Community Engagement 
Strategy 

Principle 4 Communicate effectively   

Principle 5 Build and maintain relationships

Principle 6 Listen and respond   

Principle 7 Learn and improve

DIAP 2022-2026 Focus Area 4 - Improving access to mainstream services 
through better systems and processes

Multicultural Inclusion 
Plan 2024-2029

Participating - A place where everyone feels safe, 
connected and included in community life.

Outcome 5 - Resources and opportunities are accessible in community languages

Outcome 7 – Strong relationships and partnerships between 
all stakeholders with the multicultural community

Figure 3 - Key directions and actions from Council strategies and plans 
that inform the development of the Customer Experience Strategy:
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Bounded by Cowan Creek and Broken Bay 
in the north, the Tasman Sea in the east, 
Sydney Harbour and North Harbour in the 
south, and Middle Harbour and the Ku-ring-
gai Council area in the west, the total land 
area of 253 square kilometres is mainly 
residential and national park, with some 
commercial, industrial and rural areas.

Customer interactions 
Council provides 57 services which are 
delivered to the community each year. 
This ranges in diversity from libraries, 
swimming pools, and playgrounds to 
requesting help in areas such as development 
applications, compliance or waste.

This amounts to nearly 3 million customer 
interactions each year including over 
300 000 requesting help with an issue 
or making an application and 2 million 
visitors to our libraries, aquatic pools, 
galleries and community centres.

Our community
The Northern Beaches is a community of 270,772 (ERP 2024, Profile.id) residents, 
making it the fourth largest Council area by population in NSW.

Our customers

 

68%
Fully owned or are  

paying off their home
58.6%

Greater Sydney average

26.3%
Rent

34.7%
Greater Sydney average

36.8%
Households with children

34.4%
Greater Sydney

8.6%
Single parent family  

households
10.5%

Greater Sydney

21.6%
Lone person households

22.2%
Greater Sydney

26.2%
Couples without children

23.3%
Greater Sydney

2.6
Average no. of people  

per household
2.7

Greater Sydney

Figure 4 - Households
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Source: Australian Bureau of Statistics, Census of Population 
and Housing, 2021 (Usual residence data). Compiled and 
presented in profile.id by .id (informed decisions).
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Northern Beaches Council area

Greater Sydney

	          Babies and pre-schoolers (0 to 4)

		                 Primary schoolers (5 to 11)

		         Secondary schoolers (12 to 17)

		                Tertiary education and independence (18 to 24)

					                    Young workforce (25 to 34)

								                

				                        Older workers and pre-retirees (50 - 59)

			           Empty nesters and retirees (60 - 69)

			              Seniors (70 - 84)

Elderly aged (85 and over)

Figure 5 - Age structure
Service age groups, 2021 Figure 6 - Socio-demographics

0 20 40 60 80 100

30.2%

15.6%

55.4%

17%

26.8%

32.3%

37.8%

15.6%

were born overseas

speak a language other than English at home

live in houses

live in medium density

live in high density

are aged 25 to 49

are aged 50+

are aged 12 to 24

Parents and 
homebuilders 
(35 to 49)
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Engagement with different types 
of groups ensured a range of 
perspectives informed the Strategy. 

Preparation of the Strategy has 
involved the following phases: 

Research and analysis 
The research and analysis phase 
consisted of conducting desktop research 
on customer experience, gathering and 
analysing community feedback, and 
undertaking stakeholder focus groups 
with internal and external stakeholders.

Developing the Strategy
The development of this Strategy has been informed by research and consultation 
with the Northern Beaches community, external stakeholders and Council staff. 

Research & analysis

Internal workshops

Strategic alignment

Draft Strategy prepared

Public exhibition

Final Strategy

Community feedback 
Customer satisfaction surveys (called Voice 
of the Customer) are sent to customers after 
their request has been closed. Between 
July 2023 and June 2025 nearly 20,000 
responses were generated and analysed. 

3.4

3.5

3.6

3.7

3.8

3.9

4.0

4.1

4.2

Jul 
23

Aug 
23

Sep 
23

Oct 
23

Nov 
23

Dec 
23

Jan 
24

Feb 
24

Mar 
24

Apr 
24

May 
24

Jun 
24

Jul 
24

Aug 
24

Sep 
24

Oct 
24

Nov 
24

Dec 
24

Jan 
25

Feb 
25

Mar 
25

Apr 
25

May 
25

Jun 
25

Figure 7 - Customer Satisfaction Score July 2023 - June 2025
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Stakeholder focus groups 
Using the Voice of the Customer feedback, 
we undertook focus groups with a broad 
cross-section of the community including 
residents and business customers to 
further explore customer experience. 

Analysis highlighted areas where 
we are doing well and areas where 
we need to make improvements.

Customer experience, expectations  
and opportunities  
Customer research with Northern Beaches 
Council residents has revealed that while we 
are attentive to and responsive to their needs, 
there is a lack of confidence among our 
community regarding our ability to efficiently 
and effectively resolve their issues and needs.
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Disagree completely

Neither agree nor disagree 

Disagree somewhat

Agree somewhat

Agree completely 

Figure 8 - Focus group feedback
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Northern Beaches Council  
is doing a good job at  

listening and responding  
to the needs of residents

Northern Beaches Council 
responds quickly to the 

needs of residents

Northern Beaches Council 
responds efficiently to 
the needs of residents

I am confident that if I 
have an issue, Northern 
Beaches Council will be 

able to resolve this for me
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A combination of feedback, research 
and workshops have highlighted 
customer pain points, expectations 
and opportunities to improve customer 
experience, shown in Figure 9.

What we heard

Additionally, the results of our 
Community Survey have shown that 
there is a significant correlation 
between satisfaction with the 
performance of staff in handling 
enquiries and overall satisfaction with 
council performance.

Pain points Expectations Opportunities

•	 Accessibility and 
responsiveness of 
interaction channels

•	 Multiple contacts often 
required to follow up

•	 Enquiry passed on to 
internal departments 
from customer service

•	 Slow responses and 
inconsistent experience

•	 Having to re-contact 
Council to follow up

•	 Council doesn't know 
me/my enquiry

•	 Customers want to complete 
their interaction in the 
channel of their choice

•	 Customers want quick 
resolution without needing 
multiple interactions

•	 Customers want to easily 
connect to somebody that 
can resolve their issue

•	 Customers value 
responsiveness and 
consistency of service 
experience

•	 Customers value proactive 
updates on their enquiry

•	 Customers appreciate 
personalisation in responses

•	 Easy to deal with - offer 
multiple communication 
channels including 
digital service

• 	 Take ownership of issue 
resolution - reduce need 
for multiple contacts

• 	 Right person, first time 
- connecting with the 
right person from the 
first point of contact

• 	 Deliver consistent 
customer experience 
across all touchpoints

• 	 Proactive communication 
- keep customers updated 
throughout the process

• 	 Personalisation, 'know me'  
- understand individual 
needs and preferences

Figure 9 - Customer pain points, expectations and opportunities



  ATTACHMENT 1 : AMENDED DRAFT CUSTOMER EXPERIENCE STRATEGY 2030 - ITEM 9.4 - NORTHERN BEACHES COUNCIL MEETING - 17 MARCH 2026 

110 

  

Draft Customer Experience Strategy 2030

18

Outcome

1. Implement user-friendly and accessible 
digital platforms that meet the needs 
of our diverse customer base.

	 Maintain our commitment to the 
needs of our customers who prefer to 
interact with us in alternative ways.

What we are already doing:

•	 Improving the experience for 
customers logging requests online.

•	 Moving parking permits and 
other applications online.

Direction 1 - Make it easy
Delivering digital service through multiple channels will make it easier 
for people to contact us when and how it suits them.

What we will do:

Direction 1 - Make it easy

1Some actions will have discrete start and end dates. 
Others will, after a development phase, become 
embedded in everyday practice. For consistency, 
‘commencement’ dates are shown against each action.

Outcome 1: Implement user-friendly and accessible digital platforms that meet the needs of our diverse customer base

Action Commencing1

1.1 Continue to innovate and expand our online self-service offering. 2025

1.2 Develop and implement digital service options such as Live Chat. 2026

1.3 Evaluate emerging technologies such as AI to identify new opportunities 
to enhance the customer experience. 2026
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Outcomes

2.	 Ensure consistent service delivery across 
all customer touchpoints, meeting or 
exceeding customer expectations.

3.	 Deliver a customer-centric culture 
that prioritises customer needs and 
preferences, placing them at the centre 
of all decision-making processes.

What we are already doing:

•	 CRM improvement project went live in 
August 2023 which streamlined CRM 
processes with a focus on communicating 
and updating customers on the progress 
and outcome of their service request. 

•	 Extensive training program in place 
for all new Customer Service staff.

•	 Online knowledge base providing our 
front-facing staff with the information 
required to respond to customer enquiries.

Direction 2 - Make it seamless
We can make the customer experience seamless by resolving customer enquiries at the first point of contact, 
providing proactive updates through the journey, and ensuring the same level of service no matter who they 
speak to in the organisation.

What we will do:

Direction 2 - Make it seamless

Outcome 2: Ensure consistent service delivery across all customer touchpoints, 
meeting or exceeding customer expectations

Action Commencing

2.1 Redesign and embed our Customer Charter based on customer expectations  
with clear KPIs and reporting, including request timing and priority. 2025

2.2 Continuously improve service delivery processes, leveraging Voice of the Customer 
program to identify and re-engineer processes that are driving low satisfaction. 2025

2.3 Explore creating measures relating to the speed, efficiency and 
effectiveness of dealing with customer requests. 2026

2.4 Investigate opportunities to improve the customer experience 
when requests involve external public authorities. 2026

Outcome 3: Deliver a customer-centric culture that prioritises customer needs and preferences,  
placing them at the centre of all decision-making processes

Action Commencing

3.1 Entrench customer experience principles in our Induction program. 2026

3.2 Continuously review the service delivery operating model to improve 
efficiency and deliver a consistent customer experience. Ongoing

3.3 Work with priority populations (incl. multicultural communities) to 
improve access and inclusion for an improved customer experience 2026
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Outcome

4.	 Explore one view of the customer across 
the organisation through a comprehensive 
data collection and analysis framework. 

What we are already doing:

•	 Commencing single view of the customer 
as part of the core systems replacement.

•	 Customer Service data collection 
through the Customer Activity Tracker 
to understand customer behaviour and 
accurately plan future resourcing needs.

•	 Expansion of the Voice of the Customer 
Program has commenced.

•	 Power BI training to enable the 
creation of real-time dashboards 
to inform strategic thinking. 

Direction 3 - Make it personalised
Better understanding our customers and using that information to personalise and improve 
their experience with us will deliver higher customer satisfaction for the community.

What we will do:

Direction 3 - Make it personalised

Outcome 4: Explore one view of the customer across the organisation through 
a comprehensive data collection and analysis framework.

Action Commencing

4.1 Explore one central view of our customers that captures customer feedback, 
preferences and behaviours across all touchpoints. 2027

4.2 Roll out the Voice of the Customer program (customer research) to all areas of the business. 2025

4.3 Strengthen our data analytics capability to deliver timely and relevant 
insights to business leaders that drive continuous improvement. 2026
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The actions listed in this Plan are presented 
against the three Directions and will 
be monitored and reported on through 
the annual reporting process. Where 
applicable, more detailed actions will 
be documented each year in Northern 
Beaches Council Operational Plan and the 
Customer Service Annual Business Plan.  

Council will monitor and report on the 
following key performance indicators 
(KPIs) through annual reporting.

Monitoring and evaluation

Direction    KPI Baseline Reporting Timeframe

1. Make it easy Increase in the number of digital 
service transactions

20% Annually 2025 - 2030

2. Make it seamless	 Increase in overall Customer  
Satisfaction score

79% Annually 2025 - 2030

3. Make it personalised Increase in satisfaction score for 
customers feeling valued

79% Annually 2025 - 2030
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northernbeaches.nsw.gov.au  
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Public Notice Summary Report 

Project name Proposed Road Reserve Closure – adjoining 20-28 
Montauban Avenue, Seaforth. 

Public notice 
period 

16 May 2025 to 13 June 2025. 

Background Council proposes to close the public road reserve adjoining 
20-28 Montauban Avenue, Seaforth. The purpose of the 
proposed road reserve closure is to enable the sale of the 
subject land to the adjoining owner. 

Total number of 
submissions 

0 submissions were received.  

Summary of 
findings 

The owners of 20-28 Montauban Avenue, Seaforth applied to 
Council to formally close and subsequently purchase the 
unformed road reserve adjacent to their property. 

The unformed lane (Subject Land) has an area of 347.8m2 and 
runs between Montauban Avenue to the south and Phillip 
Avenue to the east.  

Council staff have assessed the Subject Land as surplus to 
operational requirements and suitable for closure and sale. 

The proposal was publicly notified and received no objections.  

It is recommended to progress the proposal to close and sell 
the Subject Land to the adjoining owner(s). 

Notification 
approach 

This public notice was published and disseminated in 
accordance with Section 38B of the Roads Act 1993. The 
notice was promoted through letters to adjoining owners, on-
site signage and a public notice page published on Council’s 
website. Contact details were provided should people have 
questions. 

 

How we notified 

Properties notified 
by letter 

24 properties were notified via letter. 

Authorities notified Authorities notified were Crown Lands, Jemena, Transgrid, 
Transport for NSW, APA, NPWS, DPI. The only comment 
Council received was from Jemena Gas who noted sub-
surface infrastructure runs along the Montauban Ave frontage 
of the property; however, this is not located within the area of 
land proposed for sale. 

Signage installed 
onsite 

1 sign. 

Council website https://www.northernbeaches.nsw.gov.au/council/news/propo
sed-laneway-closure-20-28-montauban-avenue-seaforth 
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Address Site A - Howard Avenue Carpark - 44 Oaks Avenue, Dee Why 

Legal Description Lots 17, 18, 19, 44, 45 & 46 Sec 16 DP 8172, Lot 2 DP 526306, Lot 43 DP 341020 

Summary 
Approximately 6,221sqm. An aging at-grade carpark in the centre of Dee Why with the potential for significant uplift via a high-rise mixed-use development above a 
basement carpark including public parking, within one of the State Government’s targeted low and mid-rise density hubs. Requires a new-link road to be constructed 
between Oaks Avenue and Howard Avenue along the eastern boundary. 

Classification  Operational Land 

Zoning MU1 Mixed Use under the provisions of the Warringah LEP 2011 which encourages a range of business, retail, office and light industrial uses. 

Planning Controls 
Maximum Building Height ranging from 25 metres to 52.5 metres. Planning controls and highest and best use / maximum development capacity based on site being 
amalgamated with adjoining Post Office site. Planning Proposal would be required to maximise development if the site is to be developed on its own. 

Development Assumptions 
Longer payback period for Council if residential accommodation is used for affordable rental housing. 
Would need to include 10% affordable housing if Planning Proposal proposed to increase development capacity for this site above the existing controls.  

Schedule / Timeline 
Requires a Planning Proposal to maximise development potential without adjoining Post Office site as the max permissible height sits over both sites. Then will 
require Development Consent / construction approvals and procurement process to find development partner. Therefore, planning / approvals / procurement timeline 
of approximately 3-5 years and development timeline of approximately 2-3 years.  

Risks 

Unknown excavation costs. Geotech investigation would be required to assess underground conditions.  
Loss of public parking for the duration of the development and permanent loss of ground level accessible parking spaces adjacent to church, post office, shops, 
medical centres and across the road from primary school and public hall. 
Not optimizing the site through a Planning Proposal would likely leave Council less financial benefit than could possibly be delivered for this site. 

Financial Cost 
Significant capital required to develop a site of this scale.  
Would require a Public Private Partnership if not divested as a development site.   

Highest & Best Use 
Mixed Use Development comprising basement carpark, ground level retail and approx. 10-12 storeys of residential units (i.e. ~120-160 units). A component of these 
residential units could potentially be used for Affordable Housing if developed by Council. Additionally, the mixed use could include a community / library space 
funded with developer contributions from the development itself. 

Opportunity Costs 
Council would be forgoing a significant potential financial benefit in the short term should the accommodation on the site be used solely for Affordable Housing and 
potential delivery of a community / library space in the centre of Dee Why. Reduced income from Affordable Housing on this site will mean a longer payback period 
for Council, however, this would be the case for all Affordable Housing developed by Council. 

Overall Comment 

Well-located with potential for significant residential accommodation and delivery of a community / library space in the centre of Dee Why as part of a mixed-use 
development. Would require significant capital funds – likely in the form of a Public Private Partnership. Some potential for development costs to be paid off with 
future Affordable Housing contributions collected by Council. This site is not currently captured by Council’s Affordable Housing Contributions Plan. Need to obtain 
traffic / parking analysis on demand / use of carpark and determine if Dee Why Town Centre can cope with this carpark being unavailable during any redevelopment 
of the site.   
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Address 2 Bangaroo Street, North Balgowlah 

Legal Description Lot 1 DP 1296934 

Summary 
4,547sqm of land with an old, renovated cottage currently leased to a tenant. This site has a lapsed DA for subdivision into 3 residential lots with open space along 
the creekline.  Requires subdivision to dedicate creekline open space and relocation of Council stormwater drainage affecting site. Close to bus route, primary school 
and Seaforth shops. 

Classification  Part Operational Land and part Community Land (riparian zone open space). 

Zoning Part R2 Residential and part RE1 Public Recreation under WLEP 2011. 

Planning Controls Height limit 8.5m, minimum lot area 600sqm Dual Occupancy permitted as complying development under provisions of Low and Mid-Rise Housing Policy.  

Development Assumptions Requires subdivision and dedication of Community Land as open space before any development. 

Schedule / Timeline Approximately 2 years for Development Consent, relocation of Council stormwater infrastructure and construction of dwellings. 

Risks Council seen as a property developer, approving its own developments and competing with the private market. 

Financial Cost Relocation of Council stormwater drainage affecting the site will need to be funded (approx. $200,000-$250,000) prior to any development of site. 

Highest & Best Use 
Residential subdivision. Could potentially accommodate dual occupancy or other low rise medium density with current zoning, however, this is proposed to change to 
E4 Environmental Living under the draft NBLEP which does not permit medium density development.  

Opportunity Costs 
Reduced income from Affordable Housing on this site will mean a longer payback period for Council, however, this would be the case for all Affordable Housing 
developed by Council. 

Overall Comment Realisation of value of site maximised if site is subdivided into 3 lots. Potential for dual occupancy developments on site for affordable housing or boarding house. 
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Address 1596-1600 Pittwater Road, Mona Vale 

Legal Description Lot 3 DP 251053, Part Lot 2 DP 110299 

Summary 
Approximately 5,300sqm. Former Mona Vale Bowling Club Caretakers Cottage close to Mona Vale CBD currently leased to residential tenant and adjacent to vacant 
open space on main road. Pittwater Council previously attempted to rezone & reclassify this land for development to fund the nearby skate park but failed due to 
community feedback. Potential future affordable housing development, however, would require rezoning / reclassification which may attract community opposition.   

Classification  Community Land.  

Zoning RE1 Public Recreation Pittwater LEP 2014. 

Planning Controls 
Requires rezoning to R2 Low Density Residential and reclassification to Operational Land to maximize development potential. With R2 zone, max height 9.5m, min lot 
size 450sqm, FSR 0.65:1, min lot width at building line 12m (under SEPP (Housing) 2021). 

Development Assumptions Higher density permitted if rezoned and reclassified as Mona Vale is one of the State Govt’s targeted low and mid-rise density hubs.  

Schedule / Timeline 2 years for Planning Proposal to rezone and reclassify land. Then 2-3 years for Development Consent and construction. 

Risks Requires Planning Proposal to rezone and reclassify, with no guarantee of successful outcome.  

Financial Cost Potential for development to be staged and for development costs to be paid off with future Affordable Housing contributions collected by Council. 

Highest & Best Use Medium density housing such as those in NSW Pattern Book.  

Opportunity Costs 
Reduced income from Affordable Housing on this site will mean a longer payback period for Council, however, this would be the case for all Affordable Housing 
developed by Council. 

Overall Comment 

Well-located with potential for significant residential accommodation near the centre of Mona Vale as part of a mixed-use development. Would require significant 
capital funds likely in the form of a Public Private Partnership. Potential for development costs to be paid off with future Affordable Housing contributions collected by 
Council. 

Council’s Parks & Open Space Group will need to provide advice on demand / use of this Council reserve impacts of its reallocation to affordable housing. 
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Address Balgowlah Carpark – 185 & 187-189 Condamine Street, Balgowlah 

Legal Description Lot D DP 331143, Lot 1 DP 134713, Lot B DP 331688 

Summary 
Approximately 2,670sqm. At-grade carpark and dwelling (currently leased by a business on commercial terms) behind Sydney Road shops. Potential to be redeveloped 
for shop-top housing, noting Balgowlah is one of the State Govt’s targeted low and mid-rise density hubs. 

Classification  
185 Condamine Street – Community Land  
187-189 Condamine Street – Operational Land 

Zoning E1 Local Centre Manly LEP 2013 

Planning Controls 
Max height 12.5m, Floor Space Ratio (FSR) 2:1 (but can be raised to 2.5:1 if 50% site used for commercial). Needs a site specific DCP. 10% of residential 
component would need to be affordable housing under SEPP(Housing) 2021 

Development Assumptions Requires reclassification of 185 Condamine Street. 

Schedule / Timeline 
Shorter planning / approvals timeline than Site A Dee Why as only requires reclassification of 185 Condamine Street.  
Estimated as 2 years with a development timeline of approximately a further 2-3 years. 

Risks 
185 Condamine Street requires a Planning Proposal for reclassification to Operational Land with no guarantee of outcome. 
Loss of public car parking. 

Financial Cost Significant capital required to develop a site of this scale.     

Highest & Best Use 
Mixed Use Development comprising basement carpark, ground level retail and approx. 3 storeys of residential units. These residential units could potentially be used 
for Affordable Housing if developed by Council. 

Opportunity Costs 
Council would be forgoing a potential financial benefit in the short term should the accommodation on the site be used solely for Affordable Housing and potential 
delivery of a community space in the centre of Balgowlah. Reduced income from Affordable Housing on this site will mean a longer payback period for Council, 
however, this would be the case for all Affordable Housing developed by Council.  

Overall Comment 

 
Well-located with potential for significant residential accommodation in the centre of Balgowlah as part of a mixed-use development, however, would require 
significant capital funds, likely in the form of a Public Private Partnership. Potential for development costs to be paid off with future Affordable Housing contributions 
collected by Council. Council’s Transport & Civil Infrastructure Group will need to obtain traffic/parking analysis on demand/use of carpark to assist in local centre 
analysis. 
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Address 1 Pittwater Road, Manly 

Legal Description Lot 1 DP 933364 

Summary Approx. 209sqm site with heritage listed building. 

Classification  Operational Land. 

Zoning E1 Local Centre Manly LEP 2013. 

Planning Controls A range of uses are permitted in this zoning including commercial / retail, residential and business. 

Development Assumptions As the site is heritage listed and the building is in a good state of repair, it is unlikely that consent would be granted to demolish the building or remove heritage listing.  

Schedule / Timeline Development likely in 2-3 years 

Risks 

Heritage listed site.  

Site size limits developability 

As a standalone site, the amount of affordable housing provided would be very limited. 

No on site carparking and no space to provide.  

Financial Cost As required for the development. 

Highest & Best Use Offices or retail use retaining the existing building. 

Opportunity Costs This site is better developed as an amalgamated site with neighbouring properties to maximise yield and community benefit 

Overall Comment 
Due to heritage listing and small size, future use would be limited to uses that can be contained in the existing building such as offices, retail or possibly a small 
restaurant / cafe.  
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Address Lagoon Street Carpark - 11 Lagoon Street, Narrabeen 

Legal Description Lot 5 Sec 38 DP 111254, Lot 1 DP 1117584 

Summary Approximately 1,881sqm. At-grade car park. The site is close to services and shops. 

Classification  Community Land. 

Zoning E1 Warringah LEP 2011 which permits shop top housing.  

Planning Controls Height limit 11m. 

Development Assumptions Requires reclassification to Operational Land, with a likely community requirement to retain existing carparking.  

Schedule / Timeline 2 years for planning proposal to reclassify and 2-3 years for Development Consent and construction.  

Risks 
Requires independent public hearing for reclassification to Operational Land with no guarantee of outcome.  
Electricity substation may need relocation or designing around.  
Loss of car parking spaces in a local retail centre 

Financial Cost Significant capital required to develop a site of this scale.     

Highest & Best Use 
Mixed Use Development comprising basement carpark, ground level retail and approx. 3 storeys of residential units. These residential units could potentially be used 
for Affordable Housing if developed by Council.  

Opportunity Costs 
Reduced income from Affordable Housing on this site will mean a longer payback period for Council, however, this would be the case for all Affordable Housing 
developed by Council.  

Overall Comment 

 
Well-located with potential for significant residential accommodation in the centre of Narrabeen as part of a mixed-use development. Would require significant capital 
funds, likely in the form of a Public Private Partnership. Potential for development costs to be paid off with future Affordable Housing contributions collected by 
Council. Would need traffic / parking analysis on demand / use of carpark and determine if Narrabeen Town Centre can cope with this carpark being unavailable 
during any redevelopment of site. 
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Address North Harbour Preschool, Burton Street Balgowlah 

Legal Description Lots 1, 2, 3, 4 DP 1098262, Lot 1 DP 85609 

Summary Approximately 2,670sqm. Some potential for affordable housing but needs rezoning. Around 500 metres downhill from shopping centre with bus stop 150 metres away.  

Classification  Operational Land 

Zoning RE1 Public Recreation Manly LEP 2013 

Planning Controls Requires rezoning to R1 General Residential to maximize development potential. If rezoned, max height likely 8.5m and min site area min 300sqm  

Development Assumptions Requires rezoning in order to achieve development potential.  

Schedule / Timeline 2 years for planning proposal to rezone land and 2-3 years for Development Consent and construction. 

Risks 
No guarantee planning proposal will be approved.  
Loss of childcare provision on the site. 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council. 

Highest & Best Use If rezoned to R1, possible boarding house, dual occupancy or multi dwelling housing, residential flat building possibly with childcare included if required.  

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment 

Council’s Children’s Services Group to provide advice on demand / use of Council-run childcare centre at this site and determine if the service can manage through 
the period of it being unavailable during any redevelopment of site (assumes childcare centre returns to site after any redevelopment). Site would be appropriate for 
low rise medium density housing and is close to shops, public transport and other amenities. Prior feasibility study determined the site was barely feasible on the 
basis the preschool remained part of the redevelopment.  
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Address Civic Centre site, Dee Why 

Legal Description Part Lot 100 DP 1041823 

Summary 
Approximately 670sqm. Zoned for shop-top housing. Would need to be subdivided from the main site, part of heritage listing over wider precinct, provision of legal 
access to road would need to be addressed.   

Classification  Operational Land. 

Zoning MU1 Warringah LEP 2011. 

Planning Controls Max height 16m, FSR 1.45:1. 

Development Assumptions 670sqm is a small site for development, concern might be raised by Planning team about isolating residential in this location between two Council office buildings.  

Schedule / Timeline Development Consent and construction say 3 years. 

Risks 
Would severely curtail Council’s future options for combining operational office facilities 
Access road is not a public road under the Roads Act and subdivision would not be approved by the Land Registry Service without road frontage.  

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council. 

Highest & Best Use Residential / commercial with Council office facilities on lower floors.  

Opportunity Costs 
Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all Affordable Housing developed by 
Council.  

Overall Comment This site is an identified civic site and is considered best utilised for future civic development. 
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Address Collaroy Street Carpark - 6 Collaroy Street, Collaroy 

Legal Description Lot 36 DP 11374  

Summary 
Approximately 463sqm. Representative of a number of individual lots purchased via developer contributions for public purposes (open space or carparking) in the 
1970s. Question as to whether Council can redevelop sites for different purposes to that which it was acquired for. Requires reclassification. 

Classification  Community Land. 

Zoning E1 Local Centre Warringah LEP 2011. 

Planning Controls Height limit 11 metres.  

Development Assumptions Small site for development with limited developability. 

Schedule / Timeline 2 years for planning proposal to reclassify and 2-3 years for Development Consent and construction.   

Risks 
Requires independent public hearing for reclassification to Operational Land with no guarantee of outcome. New neighbouring building to east (DA2020/1453) 
appears to borrow amenity from carpark.  

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council.  

Highest & Best Use Shop top housing, consistent with the zoning and surrounding development.  

Opportunity Costs 
Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all Affordable Housing developed by 
Council.  

Overall Comment 
Small site which would only generate limited residential accommodation and would also need a retail element to comply with zoning. It is highly unlikely to retain 
public car parking on this site.  
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Address Oaks Avenue Reserve - 68 Oaks Avenue, Dee Why 

Legal Description Lot 3 DP 959825 

Summary 
Approximately 405sqm. Representative of a number of individual lots purchased via developer contributions for public purposes (open space or carparking) in the 
1970s. Question as to whether Council can redevelop sites for different purposes to that which it was acquired for. Requires reclassification. 

Classification  Community Land.  

Zoning RE1 Public Recreation Warringah LEP 2011. 

Planning Controls Requires rezoning to R3 Medium Density Residential to maximize development potential. If R3, max height likely 11m. Boarding houses permitted with consent in R3. 

Development Assumptions No guarantee that planning approval to rezone / reclassify would be successful.  

Schedule / Timeline 2 years for planning proposal, 2-3 years for DA and construction. 

Risks 
Requires planning proposal for reclassification to Operational Land with no guarantee of outcome.  
Loss of public open space in a high density area, noting that its current utilisation is very low. 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council.  

Highest & Best Use Housing, either a boarding house or dual occupancy, depending on successful rezoning. 

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment Small site which would only generate limited residential accommodation. A boarding house could provide the greatest level of accommodation.  
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Address Dalwood Avenue Reserve, Seaforth 

Legal Description Lot 1 DP 508590 Lot 50 DP 817267 Lot 3 DP 508590  

Summary Approximately 1,138sqm. Requires rezoning and reclassification. Adjacent to a Telstra facility. 

Classification  Community Land.  

Zoning RE1 Public Recreation Manly LEP 2013. 

Planning Controls Requires rezoning to R2 Low Density Residential to maximize development potential. If R2, max height 8.5 metres, minimum lot size 500sqm. 

Development Assumptions Requires reclassification to Operational Land. 

Schedule / Timeline 2 years for planning proposal with 2-3 years for DA and construction. 

Risks 
Requires planning proposal for reclassification to Operational Land and rezoning to residential with no guarantee of outcome.  
Loss of public open space and informal parking arrangements. 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council.  

Highest & Best Use Residential dwellings in the form of terraces / dual occupancy similar to NSW Pattern Book. 

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment The site is not optimal in terms of locations when compared with the assessment criteria. 
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Address Winbourne Avenue Carpark - 87 Winbourne Road, Brookvale 

Legal Description Lot 10 DP 818068  

Summary 
Approximately 2,442sqm. Submission under Brookvale Structure Plan to rezone and reclassify to Operational Land to retain maximum options – i.e. potential uplift of 
site.  

Classification  Community Land. 

Zoning RE1 Public Recreation Warringah LEP 2011. 

Planning Controls 
Requires planning proposal for rezoning to E4 General Industrial and reclassification to Operational Land to maximize development potential. This zoning does not 
permit housing and it is unlikely to receive support for a zoning that differs from surrounding development, noting that E3 zoning does bound the site on the Pittwater 
Rd side.  

Development Assumptions It is likely to require the retention of some level of public carparking spaces. 

Schedule / Timeline 2 years for planning proposal to reclassify and 2-3 years for Development Consent and construction. 

Risks 
Requires planning proposal for rezoning and reclassification with no guarantee of outcome.  
Loss of public car parking leading 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council.  

Highest & Best Use 
If rezoned – industrial. 
As RE1 zoned Community Land – retain as carpark. 

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment 

While this is well-located site and would meet the assessment criteria, the likelihood of the reclassification and rezoning being supported is not high.  The 
development would also require traffic / parking analysis on demand / use of carpark and determine if Brookvale operate effectively with this carpark being 
unavailable during any redevelopment of site.  
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Address Mooramba Road Carpark, Dee Why 

Legal Description Lot 3 DP 805645  

Summary 
Approximately 3,283sqm. Carpark was acquired partially by developer contributions. Would need to retain existing provision of public carparking and there is the 
question as to whether Council can redevelop site for different purposes to that which it was acquired for.  

Classification  Community Land.  

Zoning RE1 Public Recreation Warringah LEP 2011. 

Planning Controls Requires rezoning to R3 Medium Density Residential to maximize development potential. If R3, max height 11m.  

Development Assumptions Is highly likely to require retention of a large number of the existing public car parking spaces.  

Schedule / Timeline 2 years for planning proposal to reclassify and 2-3 years for Development Consent and construction. 

Risks 
Requires planning proposal for reclassification to Operational Land and rezoning with no guarantee of outcome.  
The financial impact that may result in Council redeveloping site for different purposes to that which it was acquired for as it was purchased with developer 
contributions. 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council.  

Highest & Best Use Multi-unit housing / residential flat building. These residential units could potentially be used for Affordable Housing if developed by Council.  

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment 
Well-located with potential for significant residential accommodation near the centre of Dee Why, however, would require significant capital funds, likely in the form of 
a Public Private Partnership. Potential for development costs to be paid off with future Affordable Housing contributions collected by Council. Traffic / parking analysis 
on demand / use of carpark would need to be determined regarding the impact on the Dee Why Town Centre. 
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Address 521 Pittwater Road, Brookvale 

Legal Description Lot 1 DP 1081971  

Summary 
Approximately 392sqm. Commercial property owned by Northern Beaches Council as an investment. This site could be redeveloped in joint venture with property at 
519 Pittwater Rd, but unlikely to be able to be redeveloped in isolation due to location of site at intersection of two main roads, shape and small size. 

Classification  Operational Land. 

Zoning E3 Warringah LEP 2011. 

Planning Controls Max height 11m.  

Development Assumptions Would need to be amalgamated with neighbouring property for development purposes as site is too small to develop in isolation. 

Schedule / Timeline Unknown – based on potential requirement to amalgamate with neighbouring property. 

Risks 
Capacity to develop the site in its current form. 
Developability and site access issues. 

Financial Cost Potential for development costs to be paid off with future Affordable Housing contributions collected by Council. 

Highest & Best Use Current use for commercial / retail. 

Opportunity Costs Reduced income from Affordable Housing will mean a longer payback period for Council, however, this would be the case for all AH developed by Council.  

Overall Comment 
This site is unlikely to be capable of development independently due to small size, shape and location. 
As an intensified use it would require additional carparking which cannot be provided on site.  
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