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Lord Mayor’s 
message

I want all our communities 
to	benefit	from	the
changes brought by new
technologies. This strategy
outlines how we can
embrace the opportunities.
Lord Mayor Clover Moore

Several years ago we developed Sustainable Sydney 2030 
– the City of Sydney’s blueprint for delivering the city our 
communities told us they wanted. The City’s Digital Strategy 
is how we add to that blueprint in a digital age and create a 
smart city. 

The City sees digital technology as an enabler, rather 
than driving how we do things. Sydney is a city with people 
at its heart and the City of Sydney prides itself on being 
a people-centred organisation that puts the needs of its 
residents, business and visitors first. 

This strategy sets out how we will keep our focus on our 
people and the outcomes we need to achieve for our 
communities in a time of continued technological change. 

As the City makes the changes necessary to keep 
pace with a digitally transforming world, it’s important 
we bring all our communities along with us. We need to 
make sure Sydneysiders see and experience the benefits 
of digital technology and that we are able to meet the 
technological expectations of our community. 

This strategy will help us understand which of our services 
and programs should be delivered digitally in future and 
which should remain available offline. The City is committed 
to excellence and when we do go digital, we need to make 
sure we continue to offer the best possible service and 
experience for everyone.

We cannot do this alone – to be successful on a 
metropolitan scale, we rely on partnerships with all 
communities, industry and government to achieve 
these digital goals. 

Digital technology provides an opportunity for a brighter 
future for Sydney to become an innovative and resilient 
worldclass leader.

 Clover Moore
Lord Mayor
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A Digital 
Strategy 
for the City

In 2009, the City of Sydney produced Sustainable Sydney 
2030, a strategy that laid out our ambitions for Sydney to 
lead the way as a green, global and connected city. 

Sustainable Sydney 2030 signalled our determination to 
exceed expectations. Since then, rapid development in 
technology has opened new opportunities to enhance 
the liveability and therefore the competitiveness of 
cities - the “smart city”. The City’s Digital Strategy is a 
roadmap for how we can achieve that in a changing 
digital environment. 

The Digital Strategy sets out the City’s vision for a smart 
digital future. We are not starting from scratch – the 
City has already implemented many digital initiatives. 
This strategy provides context for those initiatives and 
a roadmap for how we can continue to transform our 
organisation and participate in the digital transformation 
of the city, creating opportunities for our residents, visitors 
and business and addressing the challenges of the digital 
age.

The strategy provides the overarching framework for 
digital transformation, guiding the approach we will take 
and articulating the things we need to consider and 
achieve to be successful.

Panel discussion at City of Sydney CityTalk,  2014: Gigabytes and 
Giving Back - Using technology for social good.
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Central Park, Chippendale
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Why does the 
City of Sydney
need a Digital 
Strategy?

 

Services
Lively, competitive cities keep pace with change. 
Advances in digital technology have transformed the 
way we live, work and experience the world around 
us. New technologies have empowered our residents, 
visitors and businesses to be greener, more global 
and more connected than ever before. 

At the same time, the City of Sydney’s residential 
population is also growing faster than ever before. 
There are now 205,000 people living in the City of 
Sydney local area, and this is growing at a rate of 4 per 
cent per year1. All up, 25 per cent of Sydney’s population 
comes into the city every day, swelling the numbers 
to 1.2 milllion2.

As a result, our growing communities expect a high 
level of services and products, delivered when and where 
they want them, 24/7. They also expect a greater level of 
accountability and interaction with government. 

We believe this is a positive development and the City 
needs to adapt to meet this challenge. In order to do this, 
we need to reshape our services and how we engage with 
our communities. We also need to change the way we 
work as an organisation.

This is a challenge all levels of government are facing. 
Governments around the world must respond to digital 
disruption to continue to be effective and accountable 
to the public.

Continuing to digitally transform the City of Sydney’s public 
services will have a number of positive impacts including 
cost reduction and service efficiency; and we believe these 
benefits can only be truly realised if all our communities 
are digitally enabled, skilled and included.

Inclusion
The City of Sydney strives for excellence and our 
Digital Strategy is focused on proactively responding to a 
changing environment. As well as transforming the way we 
work, we also want to help our communities be successful 
and active participants in the digital era.

Digital technology paves the way for greater accessibility 
to information and services than ever before. It is a great 
enabler for all members of the community and has particular 
benefit for people with a disability.

In 2015, community consultations for the Digital Strategy 
revealed 74 per cent of our residential and worker 
communities reported feeling “happy” or “excited” about 
using digital technology.3 This is a promising start, however, 
there are challenges involved.

The City is aware that rapid advances in technology 
risk causing a digital divide in our communities between 
those who have access and opportunity and see the benefit 
of digital engagement and those who do not. 

One of the most important outcomes of implementing 
this Digital Strategy will be that Sydney becomes a more 
connected and inclusive city. This cannot happen if sections 
of our communities are left behind – we need to work with 
all our communities to ensure Sydney’s digital future is for 
everyone.

Our Digital Strategy is not just a reaction to a changing 
landscape; it is an opportunity to reshape the future of the 
city to ensure all our communities can thrive.

We believe the City’s digital future must be people-led, 
not technology-led.

 

Surry Hills library workspaces utilising the City of Sydney’s free Wi-Fi
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I would like us to have the 
best [digital future] in the
world – reliable, fast and 
simple.5 

Economy
Sydney is consistently rated as one of the world’s most 
liveable cities. The authoritative Mercer Quality-of-Life 
Index has ranked Sydney as one of the top 10 cities every 
year for over a decade. However, if we do not grasp, learn 
from and grow with the digital world, we risk limiting our 
potential to benefit from the digital future. The City wants 
to ensure Sydney remains one of the greatest cities in  
the world. 

Sydney will need to attract and retain the best talent 
from around the world to be competitive. However, this 
strategy is not just about attracting a new generation of 
‘bright young things’ to Sydney. It’s about helping our 
existing small-to-medium businesses – the foundation 
of our city’s economy – to realise the benefits of fully 
developing their digital capability for their own future. 
They comprise well over 95 per cent of all City businesses 
and contribute approximately half of all City annual output 
– over $50 billion per year4. It will be those businesses 
that incorporate digital strategies that will thrive as they 
will be able to raise the profile of their businesses, provide 
better or new services to their existing customers and 
gain new ones.

We want all people, organisations and business in our 
local area to have the infrastructure and connectivity, 
as well as the information, skills and capability, to engage 
with and benefit from digital technology. This strategy 
starts our journey towards achieving this goal.

1 ABS Regional Population Growth, Australian 2014–15, 
Cat. No. 3218.0

2 Estimates derived by City of Sydney
3 City of Sydney Digital Strategy Community Survey,  

Woolcott Research and Engagement, August 2015
4 City of Sydney Floorspace and Employment Census 2012
5 City of Sydney resident
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The vision 
for the 
City’s Digital 
Strategy

Implementing the Digital Strategy will change the way 
the City of Sydney works and how we engage with our 
residents, visitors and business.

The Digital Strategy identifies six strategic priorities to 
deliver the results needed to achieve our vision for a 
digital Sydney:

 –Champion inclusion and lifelong learning to ensure our 
communities, especially vulnerable people, are digitally 
skilled, confident and literate; 

 –Create people-centred programs and services 
using technology to be both more efficient and 
responsive to the needs of our communities;

 –Engage with our communities, using technology 
to transform how people in our local area participate in 
the democratic process, influencing the kind of city they 
want to live and work in;

 –Support business to build the skills, knowledge and 
infrastructure required to thrive in the digital future 
of Sydney;

 –Actively participate in the urban renewal of Sydney, 
advocating for – and where possible, providing – 
the infrastructure needed to ensure the city’s global 
competitiveness; and

 –Innovate ethically in the information marketplace to share 
information that benefits the community.

And in order to achieve these aspirations we must:

 –Lead by example on digital change by changing the 
way we work; and

 –Facilitate partnerships – with private companies, 
education institutions, organisations and other levels of 
government to maximise the creative, social, economic 
and service benefits that digital offers. 

I want digital technology 
that encourages human 
interaction, kindness, 
empathy and inclusion.6

6 City of Sydney resident
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Digital engagement at Sydney New Year’s Eve –live updates are released 
by the City of Sydney throughout the event to improve the visitor experience
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What does 
success 
look like?

A digital city provides major benefits for our residents, 
visitors and business. Digital inclusion increases social and 
civic engagement, improves opportunities for business to 
succeed and scale, facilitates community development and 
contributes to the creation of employment opportunities and 
the economic health of the city.8

We want all our communities to have access to and feel 
confident in using digital technology and be aware of the 
benefits it can bring. Access to data, and an understanding 
of how to interpret it, will improve and enrich the lives of our 
residents and contribute to business success.

We are already seeing our communities adopt the digital 
services and data the City provides. For our Sydney 
New Year’s Eve celebrations, the City provides real-time 
information for more than a million people on vantage point 
capacity around Sydney Harbour. This has been beneficial 
for visitors, city staff and emergency services. It makes 
visiting Australia’s largest public event on a single day 
easier for everyone and improves crowd safety. We have the 
opportunity to build on these initiatives to continue to deliver 
value and usefulness to our community.

Continuing to transform our services so they best suit a 
community which expects to engage online will lead to a 
more efficient local government, capable of responding 
to the needs of our communities to transact how and 
when they want. It will enable the City to respond more 
effectively to people’s needs. The continued expansion 
and improvement of the services the City offers online, 
such as eplanning will make dealing with us easier for 
our customers.

A digital city will revolutionise the way people get to work 
through more efficient transport, automation and accessible 
real time, multimodal transport information. It will change 
how they enjoy leisure activities, how they interact with 
the built environment and even how they engage with the 
democratic process. Being better connected will enable our 
communities to participate more fully in decision-making to 
influence the kind of city where they want to live and work.

Improving the city’s digital infrastructure with initiatives such 
as publicly accessible Wi-Fi will connect our communities 
and provide an environment where creativity and commerce 
can grow. These improvements will provide access to data 
that will inform longer-term planning and policy decisions 
on city management issues such as public transport, 
congestion, noise levels, availability of public spaces, 
road closures and energy usage. 

In recent years there has been increasing recognition of 
the importance of innovation in generating the economic 
foundations for global cities like Sydney. The City is fostering 
a culture of support for innovation, with particular focus on 
supporting entrepreneurship in the startup sector. The City 
of Sydney’s Tech Startups Action Plan9 outlines the City’s 
approach to playing a meaningful role in the growth of the 
tech startup community.

The City of Sydney will also foster a culture of supporting 
innovation internally, becoming a digitally-enabled workplace 
that offers flexible working arrangements, nurtures its 
employees to upskill for the future and attracts and retains 
the top talent.

We will collaborate with business, government, academia, 
education providers and advocacy groups to actively 
participate in realising the digital future of Sydney.

In short, a digital Sydney will be a greater place to live 
and work for everyone. 

A digital presence that 
is not intrusive but seamless 
with day-to-day life. Something
which is more of a tool than 
a burden.7
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Creative projections for Christmas on Sydney Town Hall

I would like to see more 
festivals or community-
based projects like Vivid 
that incorporate digital
technologies to brighten 
the city and enrich 
Sydney’s culture.10 

School children participate in a robotics after school program at 
the National Centre of Indigenous Excellence, Redfern – supported 
by the City of Sydney

7 Sydney resident and worker
8 New York City, One New York: The Plan for a Strong and Just City 2015
9 sydneyyoursay.com.au/tech-startups-action-plan
10 City of Sydney resident and worker
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Priority one:  
Champion digital 
inclusion and  
lifelong learning

 
 

 

The future success of the city depends on 
our residential and business communities being 
digitally active. 

Technology is a great enabler of people. Amongst 
the	greatest	beneficiaries	of	digital	technologies	
are people with a disability – increasing access to 
information, enhancing mobility and the quality of 
daily life.

We need to develop programs that encourage 
skilled, digitally-literate, resilient communities 
capable of accessing and enjoying the 
benefits	of	digital	technology.

Digital inclusion demographics
Digital equity is vital for Sydney’s social sustainability11.

ABS data for 2014–1512 shows the number of households 
nationwide with access to the internet at home was 
7.7 million. This represents 86 per cent of all households 
in Australia (up from 83 per cent in 2012–13). Households 
in major cities have a higher rate of internet access – 
averaging 88 per cent. 

Nationally, households with children under 15 were 
better connected: 97 per cent had access to the internet 
compared with 82 per cent of households without children 
under 15. 

 –Ninety-six per cent of those with a bachelor degree or 
above were internet users;

 –Ninety-three per cent of people in employment were 
internet users compared with only 70 per cent of those 
not employed; and

 –Ninety-seven per cent of households in the highest income 
bracket were internet users compared with just 67 per cent 
in the lowest income bracket.

At a local level, in 2011, 87 per cent of households in the 
City of Sydney’s local area were connected to the internet. 
This compared to 83 per cent for greater Sydney and (at the 
time) 80 per cent for Australia.13 More recent research shows 
that in 2015, only 7 per cent of residents surveyed in the City 
of Sydney local area use the internet less than weekly, or 
not at all.14

As technology changes, significant disparities in access and 
opportunity are emerging. With an increasing proportion of 
economic, social and government activities going digital, 
people who are not digitally connected or engaged are less 
able to experience the educational, workforce, and civic 
benefits of digital technology. 

Unless this is remedied, the digital divide will soon 
become entrenched and some communities will 
become disenfranchised from the future. Equitable 
digital engagement is vital for Sydney to become a more 
connected and inclusive city and ensuring no one is 
unavoidably left behind. The City’s Social Sustainability 
Policy and Discussion Paper outlines our commitment 
to supporting community connectedness through 
digital inclusion.15

Successful government digital strategies in Chicago16, 
London17 and Seoul18 have prioritised enabling 
digital access, understanding and skills across all 
communities. These cities found this led to improved 
social and civic engagement, improved quality of life 
and educational achievement. 
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It is vital that as the city becomes more digital, 
vulnerable groups are not left behind. Our Digital 
Strategy must have digital inclusion at its heart.

Addressing the digital divide
Physical access to the internet is only part of the digital 
inclusion story. The Australian Digital Inclusion Index 
2016, which focuses on household personal use of digital 
technologies, measures three key aspects of digital 
inclusion: access, affordability and digital ability. Sydney’s 
digital inclusion score of 57.5 is well above the national 
average of 54.5 and is directly linked to employment, 
education and age. 

In 2015, the main reasons given by surveyed local residents 
who either do not have internet access at home, or use it 
infrequently (less than weekly)19 were:

 –Not being interested, having the time or seeing the need 
(26 per cent);

 –Lack of skills (25 per cent); and

 –Cost (21 per cent).

In order to overcome these barriers, the City needs to help 
foster awareness of the benefits of participation, on top 
of supporting programs that develop skilled, confident 
and digitally literate communities capable of maximising 
those benefits.

If	digital	would	benefit
us then yes!20

In order to achieve digital inclusion, the City of Sydney 
must target the challenges people face:

 –Understanding the benefits of digital technology for them;

 –Accessing digital infrastructure so they can get online;

 –Updating their skills so they can make the most of 
being online; and

 –Understanding the security issues associated with 
being online.

11 AT Kearney and Infoxchange Australia, Assessing the 
economic benefits of digital inclusion 2009

12 http://www.abs.gov.au/AUSSTATS/abs@.nsf/
Lookup/8146.0Main+Features12014-15?OpenDocument 

13  ABS Population and Dwelling Census 2011
14  City of Sydney Wellbeing Survey 2015
15 A City for All – City of Sydney Social Sustainability Policy and 

Discussion Paper, March 2016
16  City of Chicago Chicago Tech Plan 2013
17  Greater London Authority A Digital Inclusion Strategy for 

London 2015 
18  Seoul Metropolitan Government Smart Seoul 2015 and 

Global Digital Seoul 2020 2016
19  City of Sydney Wellbeing Survey 2015 
20  Sydney resident
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Newspapers, magazines and ebooks available as part of the digital catalogue at a pop-up City of Sydney library

 

 

 

 

 

Examples of what we are already doing
  The City offers a range of essential computer literacy 

courses and coding classes in its libraries and 
community centres;

  Wi-Fi and computers are available for free use by the 
community in our libraries;

   Our library network is undergoing a significant IT upgrade 
and we are preparing to build two state of the art libraries 
in Green Square and Darling Harbour with innovative 
tech set-ups; and

  The City continues to develop, evaluate and improve the 
accessibility of our online information and services so we 
become more inclusive to a wider audience.

What needs to be done?
The City will ensure we continue high quality non-digital 
service delivery to our customers so no one is left behind. 
However, we must prioritise offering digital services and 
ensuring digital inclusion for all our communities. 

Goal: Upskilled community members
The City of Sydney will work to ensure residents and 
businesses have the skills and infrastructure needed 
to participate fully in the digital world.

Ways we can achieve this goal:
–Investigate the different ways going digital can contribute 

to city resilience;

–Promote and hold events to raise awareness of the 
benefits of digital technology;

–Form partnerships with formal education institutions and 
non-government organisations to ensure residents and 
businesses have the skills and infrastructure they need;

–Support less formal initiatives to encourage digital 
learning involving neighbours, friends and colleagues, 
peak organisations and chambers of commerce helping 
community members to ‘go on, get online’; and

–Continue to build on the skills development programs 
offered at our community centres and libraries 
and consider how staff can better engage with the 
communities where digital inclusion activities will be 
most effective.
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Inclusive Technologies Co-design Workshop, Customs House Library, International Day of People with Disability event

Case study
From User Education to Digital Citizenship 
– re-imagining technology within the City of 
Sydney libraries.

The City of Sydney is committed to building 
sustainable, smart communities that embrace 
emerging technologies. Digital literacy programs 
provide a pathway to becoming a digital citizen. 
Recently, we have broadened our approach to 
technology programs in our libraries so that they are 
no longer focussed purely on building base computer 
skills. We work with people to become “digital 
citizens” who engage meaningfully in the community 
through accessing, using and learning about different 
technology and digital resources.

We have created an experiential learning program 
that	enables	digital	fluency	through	learning	how	to	
use digital tools such as apps, developing digital 
media skills to produce audio and video content for 
digital storytelling and digital making skills such as 
coding, robotics, 3D printing and electronics.

Developing new skills, knowledge and ideas enriches 
the lives of the participants. They provide equality of 
opportunity, important employment skills and help 
people to remain connected in their communities.
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Darling Exchange: Artists Impression North – future City of Sydney library with digitally enabled makerspaces
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Goal: Improving access to 
digital infrastructure
Provide community members with public access to digital 
infrastructure and services through the City’s existing 
neighbourhood and community spaces, as well as 
encourage others to do the same, such as in shopping 
centres and spaces run by other government agencies.

Ways we can achieve this goal:
 –Identify infrastructure gaps in our communities;

 –Continue to improve access and skills through our  
libraries and community centres;

 –Advocate for digital infrastructure in private and 
public spaces; and

 –Identify opportunities for digital inclusion as part of built 
environment projects.

Key opportunity:  
The City’s lifelong learning infrastructure
Both internationally and in Australia, public libraries are 
leading the way in building digitally inclusive communities 
by providing digital infrastructure, delivering lifelong learning 
programs, celebrating digital creativity and increasing 
access to information, knowledge and skills.

Libraries are increasingly seen as key community hubs, 
with particular significance for families, baby boomers, 
the aged, culturally and linguistically diverse groups 
including people who have recently arrived in Australia 
and international students.

The City has an extensive existing library network and 
we can use this to provide the digital infrastructure and 
platforms necessary for digital inclusion and fostering 
creativity in makerspaces – particularly in our new Darling 
Exchange and Green Square libraries.

The City’s libraries already provide a number of free digitally 
based services, learning programs and staff who can 
provide guidance. The City also has a number of community 
spaces, which can host group learning activities, such as 
coding skills for children or how to use social media and be 
safe online. 

“There are so many people 
who don’t have a computer, so 
what are they going to do if 
you introduce all these digital 
things? We need more public 
access to computers so that 
people who can’t afford them 
can still take part.”21

21  Sydney resident
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Priority two:  
Create people-centred 
digital programs  
and services

The	City	will	improve	the	design,	efficiency,	
effectiveness and responsiveness of our 
programs and services – not just to cut costs, 
but to meet the changing needs of our 
communities and deliver a better experience 
for everyone.

The challenge of doing more with less
Public budgets are under pressure due to increasing 
population growth in cities. Local government areas 
across Australia are reviewing their resources and delivery 
approaches to ensure continued value for money and 
impact. The City needs to respond to the very real challenge 
of doing more for our communities with fewer resources.

However, although we believe digital transformation is key to 
meeting this challenge, the solutions need to be people-led, 
not technology-led. 

Introducing people-centred digital programs and services 
provides an opportunity for the City of Sydney to redesign 
itself to better meet the needs of all its communities. 

People-centred service design
People-centred service design doesn’t involve just 
applying technology to our existing services, it means 
re-thinking those services and how they fit within 
the organisation – and positively transforming the 
experience of the service for our communities. 

Digitalising the City’s services enables individuals to 
access their own data and records while also selecting 
services to meet their needs at times that suit them. It 
allows them to transact with the City efficiently. We are 
already seeing this to an extent on the City’s website 
where residents and business can conduct a number 
of transactions online including paying their rates or 
childcare, reporting issues and booking venues. 

As our communities continue to increase their 
interactions with the City online, we envisage digital 
transformation will mean some of our services could 
become fully automated with simple, intuitive interfaces 
designed to suit our customers.
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“A digital future that makes it 
continually easier for users. 
Something that opens up 
access to the things that are 
exciting about Sydney.”21

Digital transformation will mean our communities will have a 
‘multichannel’ interaction with the City of Sydney – from the 
bricks and mortar experience, to online. In order to achieve 
this, we will need to understand and curate each part of our 
customers’ journeys.

This won’t be a static one-off change to our programs and 
services, it will be a continual process of transformation. 
We will use the data we get from digital technology to 
continually inform our staff, and adapt the processes and 
the technology underpinning how we deliver each service, 
to suit the changing needs of our communities. The City’s 
Information and Technology Strategic Plan identifies 
the technical response required in order to deliver on 
this ambition.

People-centred digital programs and services 
are about delivering a better experience for the 
user,	while	creating	efficiencies	and	benefits	for	
the City.

Examples of what we are already doing
  The City’s customers can conduct a range of 

transactions online such as payments, booking 
tickets or ordering library books;

  Much of the City’s communication is done online, 
through a range of websites, social media channels, 
apps and platforms. We have been progressively 
developing our suite of digital communications to 
offer a more integrated and seamless experience for 
our communities;

  Collective storytelling with our communities online is 
an exciting way for people to share their experiences 
of life and work in Sydney, explore what is on offer and 
find out about the services and activities of the City. 
We have developed a content strategy to provide a 
coherent framework for this storytelling through our 
digital channels;

  As we strive to improve service for our customers, 
we are implementing customer service management 
systems and investigating ticketless parking. We are 
also working towards offering our customers a smart 
ePlanning service to make it easier to work with the City 
when preparing and lodging development applications; 
and

  In order to better understand the customer experience 
of engaging with the City online, we have commenced 
mapping their journey through all touchpoints related 
to specific programs. We collect feedback and use 
data analytics to help us plan improvements to our 
customers’ experiences.

21  Sydney resident
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City of Sydney Culture Walks smartphone app utilises data from the City of Sydney data store

What needs to be done?
The City of Sydney will need to understand what level of 
redesign is required in our different programs and service 
areas – and we must ensure this is guided by the needs 
of our communities.

Goal: Understand customer journeys
The City will use the in-depth understanding we already have 
of current customer journeys across the organisation as a 
starting point for mapping service redesign.

Ways we can achieve this goal:
 –Identify and consolidate the customer journeys that have 
already been mapped and the methods used;

 –Jointly review our current key services with our communities 
to develop a comprehensive and coherent customer 
journey map; and

 –Establish a consistent methodology.

Goal: Redesign digital services
Identify and redesign current City services in order to 
deliver better services for our communities, and also to 
realise efficiencies and better collaboration. 

Ways we can achieve this goal:
 –Review current services and understand which services are 
best delivered online and the effort required for redesign;

 –Examine digital design principles in use elsewhere in 
government22 and in other countries around the world23 
to help us understand their value and place;

–Develop our own digital design principles and implement 
them across the organisation;

–Develop a method for ensuring people-centred service 
design at all times; and

–Continue work on the implementation of our customer 
service management system to increase focus on the 
customer experience.

Goal: Digital as the primary 
communication tool
Transition to digital technology as the primary method of 
communication while understanding which service areas 
need to stay non-digital.

Ways we can achieve this goal:
–Identify when non-digital communication must be 

maintained;

–Identify where we can integrate social media use to better 
meet the needs of younger people and those who prefer 
to use social media; 

–Continue to focus on the development of a single, coherent 
online environment for our communities to communicate 
and transact with us in the one place; and

–Move towards providing a more personalised experience 
of communicating with the City.

22 Such as the Australian Government’s Digital Transformation Office 
(www.dto. gov.au/standard/design-principles)

23 Such as the UK Government (www.gov.uk/design-principles)
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City of Sydney’s What’s On website. An internationally recognised example of excellent website design and innovation, designed around people

Case study
What’s On – building a new online 
information resource for the community.

The City of Sydney’s What’s On website is a long-
standing, trusted and broadly used resource for 
finding	out	about	events	and	activities	in	Sydney.	The	
vast majority of the event listings are submitted by 
the community and event organisers. In 2013, the City 
decided it was time to redevelop the site to bring it up 
to current best standard and improve the experience 
of using the website both for submitters of event 
details and for customers looking for information.

A very thorough process of analysis and discovery 
gave us a deep understanding of who uses the site, 
what they want from it and how they want to use it. By 
following a user experience design process, we were 
able to design and develop a new product around 
the customer. Once we launched the site in 2015, we 
were able to understand what works and what needs 
improvement through web analytics and ongoing user 
testing. This constant test, learn and iterate process 
means that we are always improving the experience 
for users.

The site has won many international website awards 
and receives over two million visits annually.
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Priority three:  
Digitally transform  
how we engage  
with our communities

 

Use existing and new digital platforms to engage 
with our residents and business to support the 
functioning of our democratic process.

Increased digital connectivity 
and engagement
Digital technology is both increasing the connections 
in our communities and changing how people connect 
with one another. In addition to more traditional social 
networks, many people now belong to a number of 
virtual communities, which exist on social media and 
other digital channels. These communities can be based 
on their geographical location, interests or identity. 
Technologies and digital platforms are enabling these 
virtual community groups to take more ownership of 
their local environment as well as share knowledge and 
resources and access services that might otherwise be 
out of reach. We see this in online forums or community 
groups hosting ‘meet ups’ and digital storytelling, which 
provide avenues to present information and explore 
multiple layers of the city that may otherwise be invisible.

The City sees the emergence of virtual communities 
as an opportunity to enhance social cohesion and 
connectedness in our local area. The two-way 
conversations these new digital platforms enable can 
mean the City has the ability to better connect with 
our communities. 

The reach, accessibility and immediacy of digital 
platforms and social media, and the ease with which 
content can be sent and received, allow far more people 
to contribute to solving our city’s challenges. 

In future, digital engagement with our communities could 
lead to benefits such as crowd-sourcing policy innovation, 
shared problem solving and more instant feedback loops 
that will improve the whole city.

The City of Sydney will become ‘smarter’ and learn from 
customer feedback in a more systematic way, helping us 
deliver better services that are more relevant to the needs 
of our communities.

The future of the City of Sydney is not about creating 
a bigger delivery team, it is about being a highly 
connected player in a large ecosystem. We want Sydney 
to be a ‘smart city’ – but smart cities are not smart just 
because of technology – they have smart governance 
and empowered communities sharing knowledge and 
intelligence about their city.

We need to re-engineer our organisation and 
processes to enable our communities to take 
a more active role in improving the city.
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City of Sydney People’s Summit – using live polling to collect citizen opinion in real time during community engagement workshop for the 
City’s social sustainability policy

Enhanced citizen dialogue
Digital has the potential to reinvigorate and reimagine 
local democracy. Digital platforms broaden our 
engagement beyond traditional forums like Council 
meetings in Sydney Town Hall to reach people who are 
short on time or not comfortable in group environments.

Welcoming our communities into transparent decision-
making processes where progress is monitored and 
shared online will result in greater trust and a higher 
quality of public discussion. 

The City is already using digital platforms such as the 
Sydney Your Say consultation hub. The challenge is 
for this to be more integrated with social media and 
the online platforms our communities use to provide 
a more personalised experience.

I’d like to see a better 
facility to make people’s 
opinions count.24

Examples of what we are already doing
  Our communities can give us their comments, 

feedback and views on the work of the City through 
our Sydney Your Say online platform, including via 
social media, website and surveys; and

  We use live polling to collect community views 
during consultation events and meetings.

What needs to be done?

Goal: Improve digital engagement 
and data sharing
The City of Sydney will look for opportunities to 
improve digital engagement and data sharing with 
our communities.

Ways we can achieve this goal:
 –Integrate our existing platforms with social media 
and other online platforms that our communities use 
to provide a more personalised experience; and

 –Build on the momentum of Sydney Your Say by 
testing participatory decision-making channels. 

24 Sydney resident and worker
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Priority four:  
Support business to 
build skills, knowledge
and infrastructure

The	City	must	support	a	diversified	local	
economy that is more resilient and looks 
to the future.

We need to ensure we support innovation 
in existing enterprises while enhancing the 
reputation of Sydney as a collaborative, 
connected, dynamic and innovative city 
that attracts and supports talent.

Digital technology is both transforming and disrupting 
how organisations in the public, private and not for profit 
sectors do business. It is affecting and changing how 
they operate and how they meet the expectations of their 
customers.

Out of this challenge, a pattern is emerging around 
the world: the cities whose governance, places, 
infrastructure and communications best enable digital 
collaboration are the ones who are thriving.25

The most innovative cities that most effectively harness 
the energy, talent and creativity of existing residents will 
secure the most investment and will attract the most 
talented.

Traditionally, cities have sought to attract capital and 
investment to increase their productivity. However, in our 
Tech Startups Action Plan, the City of Sydney identified 
that attracting and retaining highly skilled talent in turn 
attracts business, entrepreneurship, investment and 
innovation. Successful global cities do both, not one or 
the other.

Sydney has world-class education institutions and is the 
digital knowledge hub of Australia and a significant hub 
in Asia. However, as it becomes easier and more attractive 
to move between countries and regions, Sydney is 
competing with Singapore, Shanghai, Tokyo and Hong 
Kong, as well as other cities such as London and San 
Francisco, for business and talent. 

Sydney’s knowledge economy is clustered close to 
the centre of the city and it needs new infrastructure, 
new businesses and new essential services as well as 
more suitable workspaces in order to thrive. The digital 
transformation of the city will change people’s patterns 
of working and mobility and impact on the built form of the 
city and its transport.

Innovative, high-growth potential companies
To attract talent, and to nurture the talents of those who 
already live in our local area, we need well-managed urban 
environments with vibrant neighbourhoods, high quality 
digital infrastructure and precincts that attract clusters of 
talent to live and work. 

Nurturing and attracting highly skilled innovators locally 
benefits the city’s economy. New companies which are 
using innovation and technology to tackle a large and often 
global market, have the potential to grow fast and to create 
more jobs and economic growth than any other. Up to 15 
per cent of Australian workers employed in the ICT sector 
are located in the City’s local area26.

25 OECD Competitive Cities 2006
26 City of Sydney Tech Startups Action Plan 2015
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Small businesses outside the tech sector also require support to build digital capacity

These new companies will directly provide a range of new 
jobs from web-designers and media producers, through 
to market researchers and virtual personal assistants 
and a wide variety of freelancers and contractors. These 
innovators and the people they employ will need doctors, 
hairstylists, lawyers, financial advisors, fitness instructors 
and restaurants.

Fostering a vibrant tech startup ecosystem is as much 
about the liveability of the city and supporting small 
business as it is about providing access to flexible 
workplaces and capital investment opportunities.

In producing this Digital Strategy and the Tech Startups 
Action Plan, the City of Sydney is highlighting our digital 
ambitions. We are positively signalling to the talented 
and innovative – whether here already or considering 
relocating to Sydney – to explore new possibilities in 
the city. 

It is vital the City positions Sydney as a supportive, 
digital-friendly place that can attract and retain talent 
because these companies and those that are embracing 
digital transformation will create the jobs of the future. 

Small to medium enterprises (SMEs)
Outside of the rapidly growing ecosystem of tech startups 
addressed in the City’s Tech Startups Action Plan, there 
are a large number of existing SMEs operating in non-
tech industries which require support and baseline 
infrastructure to build their capacity, attract and retain 
skilled staff and ensure Sydney remains economically 
competitive in a digital world. 

SMEs represent approximately 50 per cent of the 
city’s economy27 and although a growing number of them 
are digital-ready, we believe many are not making full use 
of digital technology.

Some small businesses lack the resources, time or 
capacity to explore, adopt and maximise the benefits 
of new technologies and applications, or do not fully 
understand the benefits on offer for their businesses. 

It is vital the City fosters understanding of the benefits 
of the digital economy for SMEs. In future our SMEs 
will need to be online and digitally enabled to operate 
their businesses, grow their customer base, access 
international markets or work with larger businesses. 

As reported by Deloitte Access Economics in 
Connected Small Businesses 2016, compared to 
businesses with basic digital engagement, small to 
medium businesses that have advanced levels of digital 
engagement are:

–  1.5 times more likely to be growing revenue and 
earned 1.4 times more revenue per employee in the 
previous year;

–  More than 8 times more likely to be creating jobs, 
creating an average of 12 additional jobs in the 
previous year;

– 7 times more likely to be exporting; and

–  More than 14 times more likely to be innovating  
by offering new products or services.

Whether they are in manufacturing, services or retail 
they will need to develop their own digital strategies  
and incorporate them into their core business in order  
to thrive. 

27 City of Sydney Floorspace and Employment Census 2012
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City of Sydney Business 101 Seminar – information sessions supporting small businesses

Examples of what we are already doing
  The City has Memoranda of Understanding with the 

major universities in our local area to work together on 
a range of projects and initiatives;

  Every year, the City supports organisations through 
our program of Knowledge Exchange grants such 
as Spark Festival for the tech startup community, to 
showcase local and global issues;

  The City supports the establishment of co-working 
spaces and we are currently establishing a visiting 
entrepreneur program to foster the tech startup 
community and support innovation in business;

  The City plays a role in facilitating introductions 
and networks of members of the ecosystem with 
government and industry bodies;

  We program an annual series of Business 101 
seminars covering online business topics for all 
businesses, but particularly for “non-tech” small 
businesses; and

  We are conducting research into the digital 
competency of the small and medium businesses 
in our local area.

What needs to be done?

Goal: Support business to enable the city’s
digital economy
We must support local business and innovators to 
participate and thrive in order to drive the city’s economy.

Ways we can achieve this goal:
–  Foster partnerships with influencers to build on emerging 

and established clusters in technology, higher education 
and data analytics;

–  Prioritise relevant, tailored and accessible support that 
helps business to attract and retain talent in Sydney;

–  Continue to deliver the City of Sydney Tech Startups 
Action Plan to enable local businesses to grow into global 
businesses; and

–  Celebrate and promote digital success across both 
the startup and broader business communities.

Goal: Digitally enabled small to medium 
enterprises (SMEs)
The City of Sydney will work with SMEs to help them  
realise the benefits for their businesses of going digital  
and improve the digital skills of their employees.

Ways we can achieve this goal:
Raise awareness of the benefits of digital technology 
for SMEs;

–  Connect SMEs with relevant training and resources 
to build their digital capability; 

–  Consider how to better include SMEs in our procurement 
processes; and

–  Foster opportunities that enable SMEs to maximise their 
productivity and growth through digital technologies.
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The General Assembly Event Series. How to Build a Business People Love: The Art of Building Great Businesses, 22 November 2016

Case study
General Assembly – Knowledge Exchange 
Sponsorship.

In July 2016, a Knowledge Exchange Sponsorship 
of $20,000 was provided to General Assembly to 
produce the General Assembly Event Series - four 
capacity building events in Sydney aimed at small to 
medium businesses.

General Assembly is a global education company 
which aims to encourage local communities to pursue 
work they love through education and opportunity 
in technology, entrepreneurial business and design. 
Focus is on the most relevant and in-demand skills 
across data, design, business and technology.

General Assembly also works with organisations as 
partners,	such	as	the	City,	to	develop	specific	course	
and training needs to assist them to stay competitive 
within a digital market place.

The General Assembly Event Series addresses 
a gap in the market for the provision of free and 
direct engagement with industry experts on relevant 
topics covering technology, entrepreneurship and 
innovation. Support for this initiative complements 
the existing work of the City to build the capacity of 
local business including the popular Business 101 
seminar series.
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Priority	five:	 
Actively participate in 
the digital urban renewal 
of Sydney

The	City	must	identify	the	influence	it	can	
have in promoting Sydney’s digital future – 
and	then	use	that	influence	effectively	to	get	
the right infrastructure and networks in place 
to ensure Sydney is globally competitive. 

Where it is within the City’s control, it will 
provide that infrastructure itself; however, 
most infrastructure improvements will require 
partnerships with the private and public sectors. 

Digital infrastructure
A ‘smart’ city is one that harnesses technology to 
manage assets better, encourage inclusive participation, 
celebrate creativity and champion digital business; 
and one that contributes to the digital infrastructure of 
the city through collaboration.

There are many forms of infrastructure that successful 
digital cities need to have. These include intelligent transport 
systems, smart grids which improve the management 
of energy, waste and water and building management 
systems that have the capability to improve the efficiency 
of the city, security programs and web-based applications 
and platforms.

The City of Sydney will need to engage with a number of 
different stakeholders to make this smart infrastructure a 
reality. We will need to support and influence the provision 
of digital infrastructure in the same way we have supported 
and influenced the development of transport and utility 
infrastructure in Sydney.

However, technology is only important because it enables or 
accelerates the speed and impact of knowledge and ideas 
flowing between and inside our communities. Technology is 
a connector of people, not just a connector of devices. 

To make that work, what matters is a change in 
culture, practice and governance, not just technology.

It is not a case of ‘build it and they will 
come’. We also need to encourage digital 
transformation and digital technology uptake 
in our communities.

Community connectivity
Reliable high-speed broadband (fibre and wireless) is 
an essential community service. In 2011, 78 per cent 
of households in the City’s local area had access to a 
broadband internet connection.28

However, for all communities in the city to make full use 
of digital technology, there needs to be public Wi-Fi access 
in key areas of the city. This will address congestion issues 
on the telecommunications networks, particularly in times 
of very high usage such as during a city emergency or 
major event and also provide an important alternative for 
those without reliable access to paid networks, for example 
people on low incomes and visitors to Sydney. 

Providing public Wi-Fi for our visitors in key areas will 
help Sydney to market itself as a networked community 
and leading global city. In other cities around the world, 
Wi-Fi networks are also used by emergency services as 
communication networks.

And Wi-Fi enhances the overall experience of the city, 
including safety, wayfinding, reporting of issues and 
how people can more easily move around the city. 
Embedding Wi-Fi into the public domain allows us to better 
manage the city.

Improvements to citywide digital infrastructure networks will 
require ongoing partnerships and influencing strategies.
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EyeStop developed by MIT’s SENSEable City Lab is an exploration into the next generation of smart urban furniture

However, the City already provides free or low-cost physical 
access to digital technology in our community centres and 
libraries such as free Wi-Fi and, there are many other ways 
we can use our existing assets as well as our infl uence to 
encourage digital technology in Sydney.

Digital infrastructure does not have to be provided through 
the conventional infrastructure pathways in the same way 
as utility infrastructure.

In a modern city, digital connectivity is increasingly linked 
to placemaking. In future, the city’s built environment will 
incorporate more artifi cial intelligence and automated 
processes will change the way it is maintained 
and experienced.

Compared to China where 
I lived the Wi-Fi access is far 
behind in Sydney. We need 
free faster public access.29

Examples of what we are already doing
  The City provides free Wi-Fi and computers for the 

community in our libraries. When surveyed, 47 per cent 
of the people using the computers said they do not have 
access to another computer.30

  The City is developing a monitoring and control system 
for parks in the local area to enhance the management 
of the consumption of water and energy; and

  We are exploring the potential of street furniture 
such as bus stop shelters to contribute to the digital 
infrastructure of the city.

The provision of Wi-Fi in public areas provides visitors and locals 
with a better experience of our city. However, it can also provide 
valuable city analytics to help run our city more effi ciently and 
provide a platform for smart city applications. The City of Sydney is 
working with the NSW State Government towards the provision of 
Wi-Fi in more places in the city.

28 ABS Population and Household Census 2011
29 City worker
30 City of Sydney Library PC Usage Survey 2014
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A new light rail system for Sydney

What needs to be done?

Goal:	Influence	the	provision	
of digital infrastructure
The City needs to understand where and how it can use its 
influence to get the right infrastructure in place to help our 
communities to thrive.

Ways we can achieve this goal:
 –Look at the requirements of our different communities and 
identify the digital infrastructure gaps;

 –Understand the existing broadband fibre networks in 
the city, what extensions are needed and how to influence 
the rollout of national fibre and wireless mesh networks;

 –Engage with technology innovators and suppliers and work 
with them to develop innovative solutions;

 –Plan to implement an open and accessible Wi-Fi network in 
key areas of the city’s public domain as a basis for ‘smart 
city’ projects including data collection through sensor 
networks and wayfinding solutions;

 –Conduct further research through academic and 
government networks and the C40 cities climate change 
leadership group in the areas of smart energy, smart 
transport, smart water, smart waste and smart healthcare 
and how they could benefit the city and contribute to 
building a resilient city; and

 –Develop a framework for assessing and prioritising 
‘smart city’ opportunities.

Key opportunity: 
The City’s transport integration

In most global cities, rising congestion and sustainable 
thinking have led to a renewed focus on public and active 
transport use. However, while many cities have responded 
to increasing peak travel demand by building new physical 
infrastructure (roads, rail, bike paths, etc), this cannot be the 
whole solution.

The need to do more with less means the city must 
maximise the usefulness of existing and planned 
infrastructure by distributing demand across different modes 
of transport and different routes at different times using data 
and digital technology. 

We can use mobile device interfaces in and around public 
transport to provide information on service availability and 
we can change the patterns of movement in the city by 
incorporating digital wayfinding and access to information 
into our public domain design.

In the digital future, access to high quality transport 
information and integrated ticketing will be just as important 
as having more and improved transport infrastructure. 
People’s personal mobile devices can be seamlessly 
integrated with the built environment to enable real-time 
location-based information, touch free ticket validation and 
payment options for other items.

Integrating digital technology into our public domain and 
transport infrastructure will provide opportunities to address 
both operational issues and improve the way people 
experience moving around the city. 

We can use digital interventions to promote 
sustainable transport in our city.
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Priority six:  
Be an ethical innovator in 
the information marketplace

The City will creatively use data and city 
analytics to improve the performance and 
operation of our systems and infrastructure.

We will investigate open data initiatives to 
benefit	local	communities	and	business.

We will also operate ethically in the new 
information marketplace, meeting privacy 
expectations and encouraging understanding 
of emerging security issues.

Providing access to data in the digital era is as 
important as building transport infrastructure was in 
the industrial age. 

In a digital world, cities themselves are becoming 
networks producing data on city performance. This 
is known as ‘city analytics’ and our communities will 
increasingly demand access to this data to manage their 
city more effectively and benefit from the opportunities 
available from the digital transformation. Use of 
government data to provide real time public transport 
information is a well known example of how data can be 
repurposed by software developers to provide useful 
public benefits.

In previous sections of the Digital Strategy, we’ve 
discussed the need for the City of Sydney to move 
from static, largely one-way communication with 
our communities to two-way people-centred digital 
communication that will help improve and prioritise our 
operations.

To do this, the City will need to use data from our own 
operations and the information provided by our service 
users. We will also benefit from the civic insights gained 
from city analytics. 

If properly managed, the use of data will 
enable the City not only to improve our own 
performance but that of Sydney more broadly.

Information marketplace
All over the world, communities need access to digital 
information to stimulate and maintain economic and 
social growth31. The amount of data being generated 
and collected is growing and computers to analyse and 
visualise that data are becoming faster and cheaper.

The success of high-profile Federal initiatives like Data.
gov and the White House’s Open Government Initiative, 
mean more and more local governments are developing 
‘information marketplaces’ – ways of sharing and 
exchanging information – for ‘open data’.

Developing an information marketplace will assist the 
City to improve our services and policies and encourage 
innovation and economic development. Better data 
gathering and information systems will increase efficiency 
and reduce effort.

It will also lead to more transparency, enhanced community 
dialogue and participatory decision-making and equity in 
our communities.

We already share our research data publicly to benefit 
residents and business; for example, we provide local 
area profiles for business on our website. We are also 
developing a pilot open data platform using environmental 
data. Digital transformation will see an expansion in the 
City providing, analysing and using data.

31 Parliament of Australia, Broadening the Debate: Inquiry into the role 
and potential of the National Broadband Network. Report of the House 
of Representatives Committee on Infrastructure and Communication, 
Parliamentary paper 211/2011; McKinsey Strategic principles for 
competing in the digital age 2014
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More apps to help people 
move around Sydney.32

 

However, the data the City holds covers everything from 
sensitive personal information held to allow delivery of 
personalised services to non-personal information about city 
operations. 

When we talk about sharing ‘open data’ in the 
information marketplace, we mean non-personal 
and non-commercial data. 

Any open data must be both technically usable and 
legally open.The City of Sydney’s Information and 
Technology Strategic Plan identifies an approach to data 
governance, management, sharing and use. 

Transparency and privacy
Open data is a key to enhancing our transparency and 
accountability to our communities. 

The City already releases much of the information it 
produces, however, currently a lot of it is in non-machine 
readable formats. While releasing open data and making 
it searchable provides huge opportunities, there are also 
privacy risks in doing so. For example, if we collect and 
release city analytics on people’s journeys around the city, 
will others be able to re-identify the de-identified data?

Releasing machine-readable open data could lead to 
moral and ethical issues as predictive analytics – making 
predictions based on analysing patterns using modelling, 
machine learning and data mining – have become 
more sophisticated. 

The convergence of cloud computing, social media and 
mobile computing technologies has created data security 
issues worldwide. 

People are increasingly willing to give up private information 
in exchange for faster or better services if the interactions 
are open and honest. However, making available real-time 
datasets from sensors in the built environment, mobile 
phone data and people’s personal or wearable devices – 
so called ‘Big Data’ – raises ethical challenges.

Legislation, such as the Privacy and Personal Information 
Protection Act 1998, sets out how the City and other 
governments must manage personal information. The Act 
sets our obligations regarding the collection, use, disclosure 
and the provision of access to personal information. It 
also requires the City of Sydney to take ‘reasonable steps’ 
to protect the personal information we hold from misuse, 
loss and from unauthorised access, use, modification or 
disclosure. What constitutes ‘reasonable steps’ is changing 
dramatically in the digital era.

As part of our digital transformation we must set out for our 
communities how it relates to their data and what it means 
for them now and in the future.

Internet users cannot assume that responsibility for 
information security rests solely with the organisations they 
interact with, or with government. The City is educating 
our communities that security is an ongoing process 
of collaboration.

As digital technology opens up possibilities for 
improvement, it also provides new opportunities for 
exploitation from anywhere at any time.

The security of sensitive information, the security 
of our digital infrastructure and public and 
international	confidence	in	Sydney	as	a	safe	
place to do business online is crucial.

32 City worker
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GovHack 2016 – City of Sydney provided datasets for participants to re-use in creative ways as part of this annual competition

Examples of what we are already doing
  Through the implementation of the City’s Information 

and Technology Strategic Plan, we are developing a 
data governance strategy and management framework 
that communicates the principles and governance 
mechanisms for the use of data at the City, including 
in relation to privacy.

  Development of data feeds and software that allow 
our information to be used in multiple platforms and 
for different purposes; and

  Systems that help the City manage our assets better, 
such as our fleet, physical infrastructure and trees.

What needs to be done?

Goal: Build appropriate infrastructure 
and frameworks to manage open data 
in partnership with other local and state 
government agencies.
Our first open data pilots are already underway and what 
we learn from them will be fed back into the ongoing 
development of open data initiatives.

Ways we can achieve this goal:
–Understand what data is available and relevant to 

the City’s current activities;

–Identify the datasets we currently have, what their 
value (usefulness) is and how we can make them 
open and accessible;

–Strengthen our capability to analyse data – and our 
ability to feed the insights gained from that data into 
improving our products and services;

–Engage with innovators and data users about how 
to use data better, and how to improve and maintain 
open data;

–Assess the economic benefit of different types of open 
data and use this information to both raise awareness 
and prioritise our open data activities;

–Understand the privacy implications of data sharing, 
both from a regulatory and an ethical perspective; and

–Promote digital safety in our communities.



Draft

The City of Sydney’s Open Data portal

Case study
Open Data Pilot – the Environmental 
Sustainability Platform.

In November 2016, the City soft-launched its open 
data portal, built to standards recommended by the 
federal government’s Digital Transformation Agency.

To pilot the platform, we have populated it with a 
number of environmental datasets. In Sustainable 
Sydney 2030, the City has set the ambitious goal of 
reducing carbon emissions by 70 per cent by 2030. 
This will require us to closely monitor our progress 
against goals in the energy, water and waste areas. 
The platform draws data from a number of external 
sources and combines them with the City’s own 
comprehensive	floor	space	and	employment	survey	
data. The application of smart analytics gives 
us a true and transparent picture of how we are 
progressing. Importantly, the platform also allows the 
user to visualise the data in 3D format to give a much 
richer picture of what the data actually means when 
spatially overlaid on to the City.

This	project	started	with	a	well-defined	problem,	set	
clear parameters and was grounded in the principles 
of transparency and open source.
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Enabling action one:  
What does the  
City of Sydney and its 
workforce need to do?

The City of Sydney cannot achieve many of  
our digital ambitions without fully embracing  
a digital mindset within our own organisation.  
We need to lead by example.

Cultural change within the organisation  
is essential for the development of people- 
centred digital services, systems and  
innovative working practices. 

As part of our research for the Digital Strategy, we surveyed 
our staff on what they thought about how the City of Sydney 
could become a more sophisticated digital organisation. 
They told us they saw digital leadership within the 
organisation as key to effecting successful change.

In order to foster a digital mindset at all levels of the 
organisation and bring about the kind of cultural change 
necessary to develop people-centred digital systems, 
we need top-down influencing and digitally skilled 
leadership from within the City of Sydney itself.

The City will need to ensure both the commitment to 
digital change and the commitment to flexibility in the 
allocation of resources necessary to effect this change, 
is embedded at an executive and Council level.

Appropriately skilled staff need to be included in project 
teams to ensure the desired outcomes of this strategy 
are delivered through the City’s day-to-day work.

The City has also identified the need to set up two 
working groups, comprising staff at all levels:

1. An internal champions working group to encourage 
and embed the digital cause and help staff within 
the organisation to adapt to and innovate through 
digital change.

2. An external stakeholder relationship working group to 
focus on promoting the external actions, partnerships 
and engagement necessary to achieve many of the 
aspirations of this strategy which are not fully within 
the City’s control.

To evolve our mindset and embrace digital culture 
throughout the organisation, we need to embed digital 
outcomes into our workforce plans.  Implementing this 
strategy should not be seen as new or separate to existing 
work. Rather the outcomes are integrated so they become 
part of how we do business and operate on a day-to-
day basis. 

Building staff digital capability
The City of Sydney is partway through delivering our 
Sustainable Sydney 2030 plan. We need to be able to 
complete the goals we have set to deliver the infrastructure 
and services our city needs. In order to do this, our 
organisation will need to be agile, coordinated, lean and 
making the most of digital technology.

Bringing in new business systems and technology such 
as software and tools will only partly achieve this; we 
will also need to encourage a ‘digital mindset’ in all our 
staff so they maximise the benefits of flexible and mobile 
working, people-centred service design and using digital 
collaboration and communication tools.

We will need to develop the digital capability of our 
workforce, but at the same time acknowledge that a digital 
workplace will only be successful if the digital infrastructure, 
processes and available tools meet the needs of our staff.
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“In my role the tools are 
standard. They work but things 
could	be	much	more	efficient.”33

There are a lot of benefits for our workforce in digital 
working and when we surveyed our staff most people 
had a clear and positive view of the potential of digital 
transformation for them and for the organisation. 

They saw the opportunities to deliver better services with 
greater impact at lower cost, as well as the opportunities 
digital would give them to work more flexibly and 
collaboratively. Many staff welcomed the potential for a shift 
away from fixed PCs to mobile devices. Operational staff 
were enthusiastic about the possibility of operating from 
any location on the move rather than making notes in the 
field and then returning to the office to type them up. 

Working digitally will enable a more flexible and 
collaborative style using digital social platforms which will 
help our staff to develop ideas, provide services and share 
their thinking quickly. A lot of our workforce thought this 
would be a more satisfying way of working and that digital 
communication could promote better collaboration and 
awareness in the workplace.

However, there are challenges. If new ways of digital 
collaborative working are not supported by the organisation  
and embraced by all staff, there is a higher risk of content 
duplication, misaligned services and processes and 
confusion about our strategic direction. 

This is crucial to success; we won’t be able to achieve 
people-centred service delivery if the people in our 
organisation are not communicating effectively with each 
other across teams.

We are not starting from scratch internally; there is strong 
momentum among our staff for digital transformation and 
the benefits it will bring. We have also already factored 
digital transformation into our Workforce Strategy (which 
focuses on the capabilities required to achieve our 
Sustainable Sydney 2030 goals), our Resourcing Strategy, 
and our Information and Technology Strategic Plan.

The focus over recent years has been to build the capability 
and leadership capacity of people within the organisation 
so we are less hierarchical and better at sharing new 
information and approaches.

Adopting a more progressive digital approach fully 
supported by appropriate infrastructure will help us quickly 
identify more existing staff with the digital skills needed for 
specific projects.

It’s vital that the City innovates to become  
a more sophisticated digital workplace as this 
will help us attract and retain the talent needed to 
stay competitive as an employer and be an active 
participant in the digital transformation of the city.

What needs to be done?

Goal: Address our digital skills shortages, 
manage digital change and achieve greater 
productivity and improved performance 
with fewer or similar resources.
This will require changes in strategic planning, 
governance, operational management, management 
support and capability, employee user experience and 
technology provision.

33 City of Sydney staff member
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Capturing data on the condition of public trees using the city of Sydney’s mobile digital asset management system

Ways we can achieve this goal:
 –Understand our current employees’ experiences of 
working at the City – including those in mobile jobs 
distributed across different sites and environments 
– and use the principles of people-centred service 
design to create good employee experiences in a 
digital environment;

 –Recognise and build on the existing digital skill sets 
at the City;

 –Work closely with members of staff who do not 
use technology in their day-to-day work in order 
to understand what skills, cultural changes and 
technologies are required for the transition;

 –Promote awareness of the benefits of and expected 
behaviours associated with online collaboration;

 –Try different knowledge management and collaboration 
tools and platforms that encourage digital teamwork 
– and test them as a part of our everyday business 
processes;

 –Use what we learn within the organisation to test, 
tailor and personalise our external facing services;

 –Facilitate workforce mobility and flexible working;

 –Apply the principles of people-centred service design 
to processes for staff interaction with vs to deliver a better 
and more efficient experience; and

 –Develop a process to assess security implications of 
proposed digital infrastructure and software so that new, 
innovative solutions can be supported.
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City of Sydney staff member testing new public access technology in the City of Sydney libraries

Business systems integration
A digital workplace requires a high degree of IT systems 
integration, with increasingly complex security solutions 
and technology. However, there is currently an inconsistent 
level of capability to assess, implement and operate the 
information systems the City needs. The skills exist internally 
but they are centralised and resources are stretched.

As our employees increasingly require the flexibility to 
choose the most effective devices and ways to access 
business applications wherever they work, we must continue 
to equip our networks to handle simultaneous voice, 
video, and data communication, both in and outside the 
organisation’s network.

Going digital will mean City staff will not only collaborate 
more internally but externally too and this may even lead 
to some staff being embedded in other stakeholders’ 
workplaces. This means any communications platforms we 
adopt will need to work collaboratively with external people 
outside our offices.

Our staff will also increasingly need integrated access to 
the data controlled by the City in order to use it better in 
their day-to-day work – new ways of working and clearer 
standards need to be developed.

The Information and Technology Strategic Plan commits the 
City of Sydney to using common or integrated technology 
platforms wherever possible, to ensure that systems 
seamlessly enable core business processes. 

What needs to be done?

Goal: It is vital our services and 
products work – and work easily – 
if we are to support innovation and
encourage people to go digital. 

Ways we can achieve this goal:
–Implement the City’s Information and Technology  

Strategic Plan.
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We need to focus on what 
we are trying to do, not on 
technology.34

Alternative sourcing solutions
Procurement at the City of Sydney spans sourcing 
strategy, supplier selection, contract management, 
supplier relationship management, purchasing and 
supplier integration.

As an influential purchaser of goods and services in Sydney, 
the City has a responsibility to think about how becoming 
more digital might influence our sourcing strategy. 
Early strategic involvement of procurement in project 
development will assist in ensuring the right outcomes 
are achieved. 

The procurement approach at the City of Sydney will also 
increasingly need to reflect that digital is less about asset 
ownership and more about learning and service delivery.

Data analytics collected and analysed by suppliers 
should be tracked and delivered back to the City of 
Sydney for future use and for consideration in future 
purchasing decisions for goods and services.These 
opportunities can be built into the supplier performance 
management framework.

The City’s approach to sourcing and working with 
suppliers in a more strategic way will also consider how 
small and innovative suppliers can be competitive with 
large, established tech suppliers for City of Sydney 
business.

What needs to be done?

Goal: Investigate how we can better involve 
suppliers in the development of innovative 
solutions and evolve our procurement to 
something we deliver in collaboration with 
an external network of supply partners.

Ways we can achieve this goal:
 –Understand what is possible and available and embed 
consideration of digital infrastructure potential in our 
procurement processes;

 –Understand how our procurement approach can ensure 
emerging high-growth potential technology companies 
can more readily participate in bidding for City of Sydney 
contracts; and

 –Research other government procurement processes  
in the digital era. 

34 City of Sydney staff member
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Enabling action two: 
Effectively facilitate 
partnerships to 
maximise	benefits

We	need	to	identify	the	influence	the	City	
of Sydney can have in promoting the digital 
economy in Sydney and be an essential part  
of the wider metropolitan goals to retain and 
attract the talent and investment Sydney will 
need in future. 

We need to enable effective partnerships with 
private companies, organisations and other 
levels of government to maximise the creative, 
social,	economic	and	service	benefits	of	
going digital.

Working in partnership 
The City of Sydney is not alone in seeking digital 
transformation. Cities around the world understand that 
going digital is crucial. 

All levels of government are responding to this challenge. 
The Federal Government has created the Digital 
Transformation Agency to consider what a digital approach 
means for “simpler, clearer, faster and more humane 
public services”35. The NSW Government has released 
its Innovation Strategy to be better equipped to tackle 
economic, environmental and social challenges, stimulate 
economic activity and drive shared prosperity for the 
people of NSW. It is important the City works with all levels 
of government towards delivering an integrated digital 
future for the whole of Sydney.

Other local governments are responding to the digital 
challenge too.The City will need to share ideas and projects 
with other local government organisations, including those 
already engaged with as part of the development of this 
strategy and identified as important collaborators.

The City will also need to work closely with non-government 
organisations, academics and universities, digital and 
technology industry groups and, most importantly, our 
communities to ensure a digitally inclusive future.

Globally we are seeing the emergence of public, private and 
academic boards or taskforces that help shape the digital 
transition of cities. 

No single entity, internal or external, has all the answers and 
only strong partnerships will enable the City’s digital vision 
to be realised.

The City understands that partnerships will 
be	critical	to	the	delivery	of	public	benefits	
associated with a digital approach.

35 Paul Shetler, Digital Transformation Office
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City	government’s	spheres	of	influence

Control
Core business, statutory responsibilities, 
service provision. Council facilities and services, 
buildings and other assets. Direct decision-
making and action is possible (and necessary).

Influence
Areas of partial or shared responsibility or influence. 
Advocacy, lobbying, education and communication are 
possible. Action may be possible in collaboration with 
other organisations/levels of government.

Concern
Wide range of issues of importance to the community. 
Awareness/understanding important. Incorporated into 
strategic vision (e.g. Sustainable Sydney 2030). Possible 
educative, advocacy, lobbying roles of government.

The City’s role in a digital future
While there are limits to what the City of Sydney alone 
can control or even influence, we are concerned with 
the full range of digital challenges that affect the city 
and its communities (see the City’s decision-making 
diagram above).

What should the City of Sydney control?
–Our own internal governance structure;

–Integrating digital actions consistent with the directions 
of this strategy into existing and new program and 
project plans;

–Activities associated with City data collection, 
management, use and release;

–Workplace redesign;

–Delivery of digital services;

–Participation in Sydney’s digital ecosystem; and

–Development of the City’s contribution to the 
information marketplace.

What should the City of Sydney influence?
–Advocating for Sydney’s new digital economies; 

–Encouraging the adoption of digital skills, aiding 
capacity and enabling a suitable built environment;

–The delivery of and access to digital infrastructure 
across the city;

–Upskilling the community and celebrating good 
work towards digital inclusion;

–Helping people to understand the privacy issues 
associated with government data;

–Better public-private collaboration; and

–Promoting higher education which contributes 
to digital innovation (STEM).
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Chris Derksema (City of Sydney), Elizabeth Lee (100 Resilient Cities), Lord Mayor Clover Moore, Nicola Thomson (100 Resilient Cities)

Key partnerships
In order to influence the identified priority areas the City 
will need a better understanding of the digital ecosystem 
of greater Sydney and our role as a participant to better 
connect and facilitate digital initiatives.

This will better enable other City strategies, including the 
City of Sydney Community Strategic Plan (2009), the Tech 
Startups Action Plan (2015) and Economic Development 
Strategy (2013) to be placed in the broader digital Sydney 
context. It will help the City to exert the necessary influences 
to ensure maximum success and impact.

The City will need to identify key stakeholders to work with in 
order to achieve a successful digital transformation. A 
relationship plan will be developed for each of these groups.

Government
The City needs to work with all levels of government – 
Federal, NSW and other local governments – to share ideas 
and experiences, particularly solutions to open data, service 
redesign and delivering digital infrastructure. The City is 
keen to develop joined-up services with other government 
providers. The City also believes there is a need for an 
Australian city innovation network to promote better 
collaboration.

Industry advocacy groups
The City will need to work closely with the digital and 
technology industry to identify tangible solutions to the 
challenges digital transformation presents for the city. 

Academia and research
The City needs to work with the education institutions 
and the academic community to share research and 
ideas for innovation.

Non-government organisations focused on 
digital inclusion
The City will need to identify key non-government 
organisations and work with them to look at how the 
City might help them improve their capacity and skills 
and how they might contribute to realising the City’s 
digital inclusion ambitions.

Private companies and business groups
The City will need to work with both large multinational 
technology companies and local innovators and startups to 
find solutions and to look at how best to promote Sydney’s 
technology sectors. The City will also need to work closely 
with groups representing businesses in the city.
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Monitoring 
progress

Achieving the goals of this strategy will require a process 
of continuous organisational learning for the City of Sydney 
and this will require a commitment to testing, iterating, 
improving and monitoring progress.

This strategy is a cross-cutting strategy that outlines how 
a digital approach can be incorporated into much of the 
work the City is already doing, piloting or planning in the 
future as we continue to deliver Sustainable Sydney 2030. 
The intention is for specific actions of the digital strategy 
and required resourcing to be integrated into those 
project plans.

The digital environment is dynamic and projects and 
priorities will change. Identified projects may not be 
required. New priorities will emerge.

The City will need to develop implementation plans 
for the priorities outlined in this strategy and monitor 
progress through the individual projects and activities.

A review of this strategy will be undertaken after 
three years.
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