
Sydney Metro secure future reliability of transport network

Case Study

Sydney Metro is Australia’s biggest public transport 
project. This new standalone railway will deliver 31 
metro stations and more than 66 kilometres of new 
metro rail, revolutionising the way Australia’s biggest 
city travels. The network will be controlled by the newly 
created authority, Sydney Metro.

66km of asset network
      

$20.billion dollar program

250+ monthly DBYD requests

Challenge

With the development of Australia’s largest public transportation 
project, Sydney Metro discovered that road works and 
construction above and around their networks could have a 
dramatic impact to their assets and the safety of those working 
around them or travelling on the network. Upon signing up to the 
national Dial Before You Dig (DBYD) service it faced the challenge 
of manually responding to incoming enquiries for asset location 
information. 

Solution

Sydney Metro opted for PelicanCorp’s all-inclusive TicketAccess 
automation solution to ensure that its various underground assets 
were being protected efficiently. The TicketAccess solution 
provides an automatic response to the increasing number of 
DBYD enquiries that Sydney Metro receive, within their expanding 
area of interest.

Outcome

By revolutionising and redefining the processes for the asset 
protection of the largest growing transportation network in 
Australia, Sydney Metro were able to achieve greater efficiencies 
in its workflow and eliminate any manual response efforts through 
automation with PelicanCorp’s TicketAccess. TicketAccess has 
allowed Sydney Metro to focus on DBYD enquiries that require 
further consideration and offset any potential cost increase from 
resourcing. 

Software and Services for the Protection of Essential Infrastructure



“If we did not automate the responses to 
incoming enquiries we would have had to 
resource a staff member to fulfil the role. 
Automation allows us to focus on important 
enquiries that require more detailed 
consideration”
James Hayward, Interface Manager - Sydney Metro 

Sydney Metro have revolutionised its protection of the largest 
growing transportation network in Australia by achieving 
successful asset protection through automation of the Dial Before 
You Dig (DBYD) response process with TicketAccess from 
PelicanCorp.

The team at Sydney Metro are responsible for the construction 
and ongoing management of Australia’s biggest public transport 
project. This new standalone railway will deliver 31 metro 
stations and more than 66 kilometres of new metro rail, 
revolutionising the way Australia’s biggest city travels.

In 2017, Sydney Metro decided to join the national DBYD service 
in order to ensure the ongoing protection of its multiple asset 
types spread across numerous New South Wales locations. 

James Hayward, Interface Manager from Sydney Metro 
explained that “Sydney Metro had constructed the tunnels from 
Epping to Bella Vista and commenced building the viaduct for the 
Skytrain. At that point a DBYD enquiry would not have identified 
the presence of Sydney Metro assets”. 

With the development of such an expansive underground project 
taking place, Sydney Metro quickly discovered that road works 
and construction activities above the network could have 
dramatic impact on the efforts being done below ground. Stuart 
Lee, Interface Manager for Sydney Metro outlined that “If a bore 
hole was drilled though our tunnel while trains were operational it 
would be a significant incident from a number of points of view, 
most importantly the safety of our customers.”

Upon joining DBYD, Sydney Metro made the executive decision to 
automate the response process at the same time. “If we did not 

automate the responses to incoming enquiries we would have 
had to resource a staff member to fulfil the role. Automation 
allows us to focus on important enquiries that require more 
detailed consideration” said James.

Sydney Metro went to market and determined that TicketAccess 
by PelicanCorp provided the customisation it needed. “We have 
found partnering with PelicanCorp to be excellent. There was a 
large amount of work done in conjunction with our GIS team 
which required extensive testing and scoping of the project 
required to be done in stages due to the nature of the network” 
said Stuart. 

The area of interest protected via automatic responses by 
TicketAccess for Sydney Metro is expanding with each new 
section of the project. “We receive on average 10-12 enquiries 
per day that affect our area, and as this expands the cost to cover 
these responses” said James. 

As Sydney Metro has a broader asset base it operates differently 
to utility authorities protecting underground assets. It protects 
multiple asset types including the tunnel, development precinct 
and its high voltage assets, in both the construction/development 
phase and the completed operational stage. 

Stuart summarised that “it was critical to Sydney Metro that we 
provide ongoing safety to both those working on and around our 
assets and also to the end-user passengers using the transport 
network, however; in addition to protecting our assets once the 
train line is running it is essential that we protect the reliability of 
the service”.
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About PelicanCorp

PelicanCorp provides software and services to Utilities, Asset owners and the Before You Dig/One Call industry specifically for the 'Protection of Essential Infrastructure'. Our team has extensive 
experience working with Utilities, Before You Dig, One Call services and Local Authorities in helping provide efficient end to end software solutions to increase awareness, improve information 
exchange and to re-engineer processes delivering day to day benefits to the industry as a whole.

Our unique technology platforms are developed through extensive industry knowledge and market experience. We have customers around the world using our platforms, and we use our own 
PelicanCorp Enterprise (PCE) platform of products to deliver our own services; such as hosted and on-premise Before You Dig ticket and response management systems. 


