
City of Charles Sturt integrates DBYD with Capital Works

Case Study

The City of Charles Sturt is a vibrant, diverse and historic City in the 
western suburbs of Adelaide, South Australia. The City occupies a 
unique position in Adelaide, home to heritage and character filled 
suburbs extending from the city to the sea. With over 105 diverse 
cultures and backgrounds, Charles Sturt represents many different 
residents that come together to form the Charles Sturt community. 

The Charles Sturt Council provides progressive leadership, 
accountable governance and quality services to the community. 
Council owns and maintains around 500kms of underground assets 
including stormwater and recycled water supply networks.

500 km of underground assets
      

114,000+ serviced customers

600+ monthly DBYD requests

500+ staff members

Challenge

The City of Charles Sturt (CCS) staff were managing and 
processing all Dial Before You Dig (DBYD) requests manually via a 
laborious, multi-step process requiring the efforts of 1 FTE staff 
member. With a noticeable growth of around a 10% increase in 
enquiries per month, CCS predicted the increased manual 
workload would become un-manageable by the existing internal 
resource. Automation of this process also needed to include the 
ability to integrate with the Capital Works program and planning 
for CCS.  

Solution

In order to achieve the automation of their responses, CCS 
elected the TicketAccess solution. A staged roll out of the service 
commenced, to firstly provide instant automation of responses, 
with a secondary stage integrating responses into the CCS Capital 
Works program, a client first for TicketAccess.   

Outcome

TicketAccess as a solution has minimalised all manual efforts 
required for responding to DBYD enquiries and completely 
streamlined the process. CCS re-gained the equivalent of 1 FTE 
as a resource within the organisation.  A staged roll out will look 
at a tighter integration with the Capital Works program, 
achieving complete automation. 
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”Requests for information are provided 
quicker, improving our customer relations 
with businesses, external staff and 
residents who are seeking asset 
information”
Monique Weiher, Senior Business Engagement Analyst

The City of Charles Sturt (CCS) have successfully streamlined and 
automated their Dial Before You Dig (DBYD) response process 
through the use of PelicanCorp’s TicketAccess solution. 

Located in the western area of metropolitan Adelaide, CCS owns 
and maintains upwards of 500 kilometres of underground assets 
including stormwater and recycled water supply networks in the 
region.

In 2008 CCS began installing its first recycled water network. 
Protection from damages and continuity of service for this 
high-pressure asset became a priority. 

Becoming members of the DBYD service in 2012, they embarked 
on a labour intensive process for the Asset Management Planning 
team to provide location maps showing underground assets for 
each enquiry they received. 

With over 600 enquiries received per month requiring manual 
responses, in 2014 CCS decided there had to be a more efficient 
process to alleviate the workload pressure on staff as well as 
providing faster and more accurate responses.

Monique Weiher, Senior Business Engagement Analyst for CCS 
explained “the workload to provide DBYD responses had 
accumulated to approximately 5 hours a day for 1 FTE. We 
wanted to reduce the repetitive tasks, speed up response turn 
around and reduce human error”. 

The TicketAccess solution provided CCS the automation they 
were looking for. “The PelicanCorp Professional Services team 
were very patient, and helped us here at CCS navigate the steps 
through the entire project. They worked with us on tweaking the 

detail within our internal processes to provide the most accurate 
responses possible” said Monique.

TicketAccess streamlined the existing process which resulted in 
reducing the required staff resources down to a maximum of 1 
hour per day. “With such a successful reduction in repetitive 
tasks, we have been able to re-allocate resources elsewhere and 
provide them the opportunity to upskill in other areas” says 
Monique. 

“Responses to requests are provided faster, improving our 
customer relations with businesses, external staff and residents 
who are seeking asset information. TicketAccess has also 
enabled us to automate progress reports on assets to provide to 
management” explained Monique.

As a first for TicketAccess, CCS have included their Capital Works 
program allowing TicketAccess to determine when an enquiry is 
within the vicinity of a specific project.

TicketAccess then notifies CCS of the enquiry and delivers a copy 
of the response for an internal workflow to then manually 
notify/allocate the DBYD enquiry to the appropriate Project 
Manager for additional assessment.  

The City of Charles Sturt estimate that they are protecting $367M 
worth of underground assets by only spending 0.004% of the 
overall cost of these assets by subscribing to the DBYD service 
and automating their responses with TicketAccess. 

www.pelicancorp.com

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. 
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