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Case Studies Series 2021 
Core Values Awards 2021 Entry 
Case Study 1: Raymond Terrace Public Domain Plan: a future vision for Ray Tay 

 

Highlights at a glance   

 An under-represented town gets the attention and love it needs to add vibrancy to its streets and to 

build town pride. A multi-faceted approach to inspire diverse participation.  

 Raymond Terrace is situated in the Port Stephens Council Local Government Area. The town has a 

population of just under 13,000 but acts as regional service hub for neighbouring rural communities.  

 In 2019 Council committed to developing a Public Domain Plan for Raymond Terrace to transform 

the town into and unique and vibrant river town. This meant capturing the community vision from 

the beginning.  

 The engagement process was designed to excite and inspire the community, explore community 

vision and priorities for the town centre, understand and consider community concerns, and tap into 

a large population base that has historically been under-represented in engagement activities.  

 This activity falls under the Collaborate category of the IAP2 public participation framework.  

 The project included a phased approach to engagement, ensuring community and business were at 

the heart of project from start to finish and had multiple opportunities for involvement.  

 Four key outcomes showing impact of engagement are: 
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1) High community response rate and engagement with plans, workshops, information, engagement 

activities - much higher and reaching a more diverse audience than previous engagements.   

2) Business engagement has strengthened partnerships with business owners and has supported 

follow up Council initiatives and projects 

3) Collaboration early set the scene for strong community support and approval for the final Public 

Domain Plan (PDP)  

4) Engagement outcomes genuinely informing the design process and adopted into the final plan, 

highlighting value placed on the engagement process. 

 Three key engagement takeaways:  

1) Nothing beats street-level engagement and dose of fun! Going to the people to reach a wide 

range of demographics really works and using approachable tools breaks down barriers. 

2) A tailored approach to fit the community - we understood who the silent majority were and 

sought them out through direct and targeted engagement activities. Doing things on their time, 

making it easy and across a range of methods.  

2)   The importance of harnessing internal stakeholders as project champions – staff, councillors, and 

advisory panels.  
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1.0 Introduction 

 

Despite its importance as a regional hub and a growing population (the largest population in the Port 

Stephens Local Government Area (LGA)), Raymond Terrace has historically felt overlooked and forgotten. 

Port Stephens is renowned nationally as a tourist destination famous for its beaches and picturesque 

natural environment. Raymond Terrace however lies some 40km inland from these well-known beaches 

synonymous with Port Stephens, and is in contrast is a working regional centre for transport, health, 

justice, government, commercial, retail, and industrial industries.  

Compared to the Port Stephens broader LGA, Raymond Terrace experiences higher rates of 

unemployment, has lower rates of school completion, is a younger population, has lower median total 

income per household and has a higher Aboriginal population. We knew we had to do things differently 

this time to tap into this silent and disengaged population.  

The centre and heart of the town, is William Street. Largely unchanged in over 30 years and in appearing 

somewhat neglected, Raymond Terrace CBD was in need of a plan, a vision and real investment into its 

future. In 2019, Council committed to a Public Domain Plan for Raymond Terrace, along with over $1M of 

funding to kick start improvement works. From the beginning Council knew community had to be at the 

heart of this vision.  

Engagement occurred between February and December 2020 and aimed to work directly with community 

and business to excite and inspire the community, explore community priorities for town centre, 

understand and consider community concerns and capture big ideas for change.  

The project included a phased approach to engagement, ensuring community and business were at the 

heart of project from start to finish. Community have been involved and continue to be involved 

throughout the project continuum - from initial consultations and town visioning, through to providing 

feedback and input into design concepts and draft plans. In addition, there are plans to support a working 

‘town team’ of local volunteers to be involved in some construction works and beautification and 

maintenance of William Street in 2021/22 and beyond. 
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 2.0 Background  

 

Design engagement 

Engagement occurred between February and December 2020 and 

included a series of face to face and online activities. Over 1000 

individual responses were captured throughout the consultation 

period, providing a robust understanding of the community 

aspirations.  

We sought broad input across the community through: 

 6 pop-up events at multiple sites within town centre and 

recreation sites 

 6 participatory community workshops  

 2 community town walks and place audits 

 2 online surveys 

 An online mapping activity 

 An Instagram photography competition 

 Workshops with Councillors and advisory panels  

The project included a phased approach to engagement, ensuring 

community and business were at the heart of project from start to 

finish. Community have been involved and continue to be 

involved throughout the project continuum - from initial consultations, information and project 

communications and town visioning, through to providing feedback and input into design concepts and 

draft plans. In addition, there are plans to support a working ‘town team’ of local volunteers to be involved 

in some construction works and beautification and maintenance of William Street in 2012/22 and beyond.  

From the outset we knew the community sentiment was disengaged. Previous engagements in Raymond 

Terrace had received poor and very few responses. To get on the front foot and excite the community 

about a new town vision, we needed to go to the people, to reach them in their everyday activities. Pop-up 

events capturing community priorities and ideas for their town were held at the Raymond Terrace Library, 

at the Saturday Raymond Terrace parkrun, at the major shopping centre, and at a local high school.  The 

pop up events were all designed around fun, with a range of activities designed to spark curiosity – colour 

and playfulness was at the heart. People were drawn to the pop up with large easy read maps with town 

icons and they could interact with our voting game that gave us priorities for place. A low tech approach 

made the pop up less intimidating and welcoming to all ages and abilities.  

Being able to engage ‘on the run’ meant we could capture busy people. This approach, with play, 

specifically attracted young people and families that would normally be excluded from more static 

traditional activities.  

This approach allowed us to capture a wider range of community members and not ‘the usual suspects’ 

who have time and are invested into attending a traditional community workshop or complete a traditional 

online survey. Similarly, using a range of online tools including an Instagram competition, and an online 

mapping tool allowed access to a different cohort of community that we would normally attract through 

more traditional engagement methods.  

 In-situ engagement with a 
splash of fun - going to the 
people rather than 
expecting them to come 
to us!  

 A range of engagement 
tools deployed including 
an Instagram photography 
competition, community 
street walks, shopping 
centre interactive displays 
and audits, and 
participatory workshops. 

 From disengaged and 
negative sentiment to an 
engaged and activated 
community   
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Plan engagement 

Port Stephens Council’s Community Engagement Strategy reflects Council’s commitment to involving our 
community in effective engagement that actively shapes and influences the future of the Port Stephens 
area.  

This project for Raymond Terrace included a phased approach to engagement, ensuring community and 
business were at the heart of project from start to finish. Community have been involved and continue to 
be involved throughout the project continuum- from initial consultations, information and project 
communications and town visioning, through to providing feedback and input into design concepts and 
draft plans, through to construction.   

Phase 1 – focussed on broad-scale communications and media providing information on the project, 
including budgets and timeframes. Objective was to create community interest and a town buzz.   

Phase 2 –The phase was focussed on identifying place priorities and community values as well as big ideas 
for change. Findings from this phase would go to inform the draft Plan.  Multiple methods for maximum 
participation shaped this phase of community engagement, both face to face and online. 

Phase 3 - focussed on checking back in to see if we got it right. Central was reporting back to participants 
and asking for feedback on the draft plans and key themes, as well further community and business 
engagement through online and face-to face methods and tools.  

Phase 4 - included reporting back the final plan and providing information on expected construction 
timeframes 

A dedicated Have Your Say project webpage providing community and key stakeholders current project 
information including fact sheets, timeframes, key milestones, key staff to contact, and how to get 
involved in the process was published and maintained for the life of the project.  

To ensure accessibility key themes within the PDP were explained in plain English (Click here for sheet) and 
several explainer fact sheets were published allowing the public greater access to the process.  

All engagement activities, including data handling, engagement design and coordination, and stakeholder 
management was coordinated by Port Stephens Council Community Engagement and Planning staff.  

The budget for Community Engagement and Communications activities was less than $5,000. With limited 
resourcing for the project staff were pushed to be creative and hands on to ensure success.   

 

 

3.0 Implementation 

 

Manage engagement 

Despite the significant engagement challenges posed by the COVID pandemic, we were fortunate to 
coordinate a majority of the engagement work prior to April 2020 and shutdown periods. Because the 
responding community proved to be so excited that things “were happening to their town”, we were able 
to capture hundreds of email addresses that we used to send project updates to throughout the year and 
throughout the process when face to face engagement became more limited.  

We sought to reach a wide range of community members, business owners, workers, students, and visitors 

to the town through different engagement methods, both in-person and online.  

https://ehq-production-australia.s3.ap-southeast-2.amazonaws.com/261be68232a49047508f65663daa2be19761bdcd/original/1605048937/Draft_Public_Domain_Plan_-_fact_sheet.pdf_5c20f9da5b9aebd13238360da3aadd29?X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Credential=AKIAIBJCUKKD4ZO4WUUA%2F20210415%2Fap-southeast-2%2Fs3%2Faws4_request&X-Amz-Date=20210415T023926Z&X-Amz-Expires=300&X-Amz-SignedHeaders=host&X-Amz-Signature=eacb6b1aad763f8a11264e23233385f1059c56926d1672bf93e7fe80df91a8c3
https://ehq-production-australia.s3.ap-southeast-2.amazonaws.com/8120ff82d04e40d9b7fb6739291ab10d11f7a965/documents/attachments/000/127/823/original/RT-PublicDomainPlan_FactSheetA4_2020.pdf?X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Credential=AKIAIBJCUKKD4ZO4WUUA%2F20210415%2Fap-southeast-2%2Fs3%2Faws4_request&X-Amz-Date=20210415T023836Z&X-Amz-Expires=300&X-Amz-SignedHeaders=host&X-Amz-Signature=d07e9b87b79a342483c518084573001e136729293a118d0541c89721a38288a4
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Engagement Methods Table  

Method Number of responses/participants 

Australia Day markets and event pop-up 60 attended 

Raymond Terrace Parkrun pop-up  60 attended 

Raymond Terrace Library pop-up 30 attended 

Shopping centre pop-up x 2 250 attended 

Community Interagency workshop 22 attended 

School workshop with year 9 and 10 students   15 attended 

Community workshop and place audit #1 19 attended 

Community workshop and place audit #2 7 attended 

Business discussions 4 attended 

Raymond Terrace Implementation panel workshops x 4  40 attended 

Street pop-up event – Draft Plan 80 attended 

Online Survey 1  220 surveys complete 

Online Survey 2  132 surveys complete 

Online mapping 19 place comments received 

Instagram competition entrants 5 photos 

Social Media posts x 7 13,00 impressions, 1300 comments, 
reactions and shares  

 

The process was promoted through:  

• 3 x Port Stephens Examiner advertisements 

• Business walk-around providing project information and engagement promotional materials to 

approximately 200 local businesses in Raymond Terrace town centre.  

• 1233 ABC Newcastle radio interview with Mayor Ryan Palmer- 7 February 2020  

• Social Media – 7 posts during the period across Instagram and Facebook; 13,600 impressions 

(broad awareness); 1300 comments, reactions and shares (engagement).  

• Council Website and Have Your Say page • Council internal website to staff  

• Email to key stakeholder mailing lists (including sports councils, volunteers, local community 

organisations and have your say members).  

• Posters displayed in several local businesses and shopfronts 

A project code frame (grouping comments into thematic categories) was developed to analyse qualitative 

open ended responses. Data handling and analysis was carried out by PSC’s Community Engagement team. 

This engagement continued in parallel to developing the Public Domain Plan document, genuinely 

informing the design process, resulting in an extensive and valuable engagement outcome. These 

engagement groups were sought again during final development of the public domain ideas to measure 

response, particularly for bolder measures of change where significant areas of car parking reduced in 

central town areas to create new public open space. Included in this phase were town walks to describe 

the new ideas, seeing “3D artist impressions” viewed on the street “in place” to offer respondents the 
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opportunity to understand the ideas, with most being pleased to see everything asked for represented in 

the new proposals. 

Community responses helped to shape and support the developing designs to improve the town centre: 

Strong community pride - 

Respondents were aware of a 

negative stigma towards Raymond 

Terrace and there was a sense the 

town had been somewhat forgotten 

and left-behind from other areas in 

Port Stephens. Despite this, 

community pride was also evident 

throughout the engagement 

process.  

Heritage character valued - the 

heritage of King Street an original 

town high street was seen as an 

opportunity to leverage off and 

improve the King Street site as a 

tourist and business centre.  

Natural setting valued, community 

connections valued -The river was 

revealed as most treasured space in the town, and also the area people would like to see the 

greatest improvement to, particularly in foot and bike paths, park facilities, play and community 

spaces, and event and pop-up activation.  

Make flexi-spaces that can be for events - There was strong support for greater activities and 

events in Raymond Terrace to engage residents, activate the town centre, and improve town pride.  

There is a desire to walk and be on foot - The data around town centre movement indicated that 

45% of respondents already prefer to walk over driving around the town centre, and a significant 

number of responses referenced improving footpaths and connections across the centre.  

Provide an enhanced experience, improved comfort, and more opportunities - Whilst most people 

use the area for shopping and dining, the data shows that shopping and dining experiences could be 

improved by maintenance and beautification, street tree and garden planting, improved road 

surfaces and footpaths, and additional public amenities across the town.  

These consultation responses gave Council support for some bold proposals in the Public Domain plan, to 

unlock more space for people, have less focus on vehicles, and make some big changes to town centre 

spaces.  

 

 

 

 

 

“The best decisions are made when 

our community is at the heart of the 

decision-making process. The 

Raymond Terrace Public Domain 

Plan engagement process has 

captured our diverse community’s 

collective vision for the Raymond 

Terrace town centre and I thank 

everyone for getting involved in the 

process.”  

Mayor Ryan Palmer  
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4.0 Outcomes, impact and insights 

 

Reflection and evaluation of engagement 

Despite Raymond Terrace suffering from poor community engagement and interest in the past, this 
engagement process demonstrated the strong community pride locals had for their town and want for 
change. They wanted to be involved but just had never been given the right opportunities to do so.  

The resulting Public Domain Plan has received strong community and business support and feedback. The 
first phase of construction will be delivered in early 2021, and community and business are excited to be 
involved in the process.  

Despite some low participation in some of the methods (e.g. the Instagram competition), using such a 
broad range of methods and tools and attempting to reach a diverse range of town users, this engagement 
has been incredibly effective in understanding community vision and wants, as well building community 
pride and excitement for the future.   

 Four key outcomes showing impact of engagement: 
1) High community response rate and engagement with plans, workshops, information, engagement 
activities - much higher than previous engagements.   
2) Business engagement has strengthened partnerships with business owners and has supported other 
and more recent Council initiatives and projects. 
3) Strong community support for the final Public Domain Plan (PDP).  
4) Engagement outcomes genuinely informing the design process, resulting in an extensive and 
valuable engagement outcome. 

 Three key engagement takeaways:  
1) Nothing beats street-level engagement with a bit of fun! Going to the people to reach a wide range 

of demographics really works 
2) A tailored approach- we understood who the silent majority were and sought them out through 

direct engagement activities 
3) The importance of harnessing internal stakeholders –staff, councillors, and advisory panels. 

 

Alignment with IAP2 Core Values for the practice of public participation 

 
IAP2 Core Values  Example or evidence from this project 

1. Public participation is 
based on the belief that 
those who are affected 
by a decision have a 
right to be involved in 
the decision-making 
process  

Stakeholders across Raymond Terrace directly involved in process- 
including a business meet and greet walk around to over 300 local 
businesses; community street audit and workshop from community and 
business leaders, pop-up activities at events and centres within the town 
centre where people are (e.g. library, parkrun, Australia Day markets and 
event), as well community being kept informed and asked for continued 
input and feedback throughout the engagement process.  

2. Public participation 
includes the promise 
that the public’s 
contribution will 
influence the decision  

This engagement continued in parallel to developing the Public Domain 
Plan document, genuinely informing the design process, resulting in an 
extensive and valuable engagement outcome. These engagement groups 
were sought again during final development of the public domain ideas to 
measure response, particularly for bolder measures of change where 
significant areas of car parking reduced in central town areas to create 
new public open space. Included in this phase were town walks to 
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describe the new ideas, seeing “3D artist impressions” viewed on the 
street “in place” to offer respondents the opportunity to understand the 
ideas, with most being pleased to see everything asked for represented in 
the new proposals. 
 

3. Public participation 
promotes sustainable 
decisions by recognising 
and communicating the 
needs and interests of 
all participants, 
including decision 
makers  

A range of engagement methods and tools deployed to reach a diverse 
and broad community, including young people, seniors, business owners, 
CBD workers, shoppers, library users, runners, event-goers, community 
leaders, and Council staff, and included a range of online and face-to-face 
activities. A number of methods were deployed to cater for the 
population diversity including traditional surveying and community 
workshops, as well as newer methods like online mapping and Instagram 
storytelling.  

4. Public participation 
seeks out and facilitates 
the involvement of 
those potentially 
affected by or 
interested in a decision  

Connecting the ideas and support of business and community leaders was 
important from the outset of this project. We know in a small town like 
Raymond Terrace it is critical to have positive support from these 
stakeholders, who can potentially be champions for harnessing broader 
community support, action and involvement.  

5. Public participation 
seeks input from 
participants in designing 
how they participate  

An implementation panel made up of community leaders and business 
owners in Raymond Terrace initially were assembled to assist in preparing 
the initial project brief in late 2019. This brief included project boundaries, 
issues and opportunities to be included in the process.  

6. Public participation 
provides participants 
with the information 
they need to participate 
in a meaningful way  

A dedicated Have your Say project webpage providing community and key 
stakeholders current project information including fact sheets, 
timeframes, key milestones, key staff to contact, and how to get involved 
in the process was published and maintained for the life of the project. 
Key themes within the PDP were explained in plain English and several 
explainer fact sheets were published allowing the public greater access to 
the process. Traditionally Council planning documents are hefty and 
inaccessible to community.  
 

7. Public participation 
communicates to 
participants how their 
input affected the 
decision  

All the engagement data and reporting is publicly available through our 
website.  
Community Engagement in the project has had a significant impact on the 
design works.  
Community have been kept informed of the project process and asked 
been asked for input and feedback throughout the process. A fact sheet 
explaining the key engagement outcomes and how this links to the final 
PDP and how this will be delivered was developed and is publicly available 
on the EHQ project page.  
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For more information about this project see: 

 Project Webpage – Raymond Terrace Public Domain Plan (click for link)  

 Engagement Overview Document (click for link) 

 Community Engagement Report (click for link) 

To connect with the authors: 

 Carolyn Fisher – http://www/linkedin.com/in/carolyn-fisher-582b8995 

 Amber Herrmann – amber.herrmann@portstephens.nsw.gov.au or phone 02 4988 0433 

 

To access and search the Case Study Library/Database (IAP2 Australasia members): Head to the 
Members Resources section of IAP2 Australasia.  

Want to know more about publishing a Case Study? www.iap2.org.au/casestudy  

 

 

©2020 IAP2 Australasia 

 

 

https://haveyoursay.portstephens.nsw.gov.au/raymond-terrace-public-domain-plan
https://haveyoursay.portstephens.nsw.gov.au/raymond-terrace-public-domain-plan
https://ehq-production-australia.s3.ap-southeast-2.amazonaws.com/23ddd67db6c1c64d281b0770e0b2d2dda89204c4/original/1589948508/RT-PublicDomainPlan_ResultsA4_2020_R2.pdf_eca661705a2d54d84ea7c2511a9cd6f8?X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Credential=AKIAIBJCUKKD4ZO4WUUA%2F20210415%2Fap-southeast-2%2Fs3%2Faws4_request&X-Amz-Date=20210415T021008Z&X-Amz-Expires=300&X-Amz-SignedHeaders=host&X-Amz-Signature=2a791e0f0a633918cad3b9531e7b652331b2cf93ebd582f753be4182411e27d7
https://ehq-production-australia.s3.ap-southeast-2.amazonaws.com/3d829e031b487b802e5518a892528cab14f50683/original/1589948719/Raymond_Terrace_PDP_Community_Engagement_Report_final.pdf_d4c04cdf242059bce13f493083027b7b?X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Credential=AKIAIBJCUKKD4ZO4WUUA%2F20210415%2Fap-southeast-2%2Fs3%2Faws4_request&X-Amz-Date=20210415T021144Z&X-Amz-Expires=300&X-Amz-SignedHeaders=host&X-Amz-Signature=91079fd6b95334e4d8618861df8b9f681547dfe00dccb4f981ee8e43718e984f
mailto:amber.herrmann@portstephens.nsw.gov.au

