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From the Valuer General

I am pleased to present the 2016 to 2017 annual 
report. The report highlights the achievements of 
the office and provides information on activities 
and performance across the valuation system.

As Valuer General I am responsible for providing independent and 
impartial valuations for use by councils and the state government for 
levying rates and taxes; and determining compensation for land owners 
when their land is compulsorily acquired.

I am committed to delivering a world class valuation system that inspires 
public confidence and trust. To achieve this, the NSW valuation system 
must be open and fair, have the highest professional standards and be 
focussed on meeting the needs of our customers.

Transparency has been increased by providing open access to more 
information about our processes and the evidence that supports 
our valuations. We have also improved our consultation processes, 
providing customers with more opportunities to ask questions and have 
concerns addressed.

Our operations are built on a strong professional ethic. We apply 
best practice methods and monitor our performance against 
recognised industry standards to ensure our staff and contractors 
are accountable for the quality of their work. We are also working 
with industry, government and the research community to find new 
opportunities to improve.

We are strengthening our service culture by encouraging feedback and 
more open engagement to better understand our customers across 
industry, government and the community, then responding by improving 
our services to better meet our customers’ needs. 

This annual report is an important step towards these objectives. 
Its publication as a stand-alone report reinforces our independence, 
increases transparency and accountability, and implements an important 
recommendation of the Joint Standing Committee on the Office of the 
Valuer General. You can find more statutory reporting in the annual 
report of the Department of Finance, Services and Innovation.

Finally, I would like to thank the staff of the Office of the Valuer General, 
Valuation Services and our contract valuers for their efforts during  
2016 to 2017 in continuing the development and improvement of the NSW 
valuation system. I look forward to further advances in the coming year.

Simon Gilkes

Simon Gilkes — Valuer General
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Role of the Valuer General
The Valuer General is an independent officer 
appointed by the Governor of NSW to oversee 
the valuation system which provides land values 
for rating and taxing; and determinations of 
compensation when land is compulsory acquired  
by government.

The independence of the Valuer General ensures 
there is clear separation between the making of 
impartial valuations and their use by state and 
local government for levying rates and taxes or for 
determining compensation following the compulsory 
acquisition of land.

The Valuer General’s responsibilities include:

• Setting standards and policies for the valuation 
system through the publication of Valuer 
General’s policies. The policies assist landholders 
to better understand the valuation process and 
provide clear guidance to valuers on a range of 
valuation methods and practices.

• Monitoring the quality of land values and services 
provided to the community by Valuation Services.

• Monitoring the management of contract valuers 
by Valuation Services.

• Providing professional leadership and stewardship 
to the valuation industry.

Role of Valuation Services
The operational aspects of the Valuer General’s 
responsibilities are conducted by Valuation Services 
under a Service Level Agreement. For more 
information about the Service Level Agreement see 
Governance of the valuation system, Service Level 
Agreement on page 15.

The Valuer General formally delegates operational 
functions under section 8(5), Valuation of Land 
Act 1916 to delegates within Valuation Services.  
Delegates must comply with all Valuer General 
policies and exercise the functions in a manner 
consistent with the aims and objectives of the  
Valuer General. 

Valuation Services provides a range of services to 
the Valuer General which include:

• Issuing land values to councils, Revenue NSW and 
landholders.

• Undertaking determinations of compensation in 
accordance with the Land Acquisition (Just Terms 
Compensation) Act 1991, the Valuer General’s 
policies and operational procedures.

• Maintaining the Register of Land Values.

• Ensuring fair and transparent resolution of 
objections or requests for review.

• Managing valuation contracts, the valuation 
procurement process and the performance of 
contractors including compliance with legislation, 
policies and operational procedures.

• Customer service and positive engagement  
with the community, stakeholders, courts  
and parliament.

• Provision of property information and data  
to valuation contractors, government and  
the community.

• Technical advice and support to the Valuer 
General and his office to assist in the performance 
of his functions.

• Quality assurance of all services.

Introduction
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2Organisational 
summary
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The Valuer General’s vision is to provide a world class valuation system that 
inspires public confidence and trust.

The Valuer General’s strategic plan for 2016 to 2018 sets the direction towards 
delivery of a fair, transparent and accessible valuation system.

Legislation under which we operate                                                                                                   
The Valuation of Land Act 1916 establishes the office of the Valuer General and sets out the functions and 
authority under which the Valuer General operates including with respect to the valuation of land and as the 
custodian of the Register of Land Values.

The Valuer General also determines compensation under the Land Acquisition (Just Terms Compensation) 
Act 1991, and is responsible for valuation opinions in relation to other state legislation.

Organisational summary

Public confidence
A world class valuation system that inspires public confidence and trust.

Our 
Vision

Delivering 
A fair, transparent and accessible valuation system for NSW:
•  Drives continuous improvement and innovation.
•  Leads standards for quality, service and professionalism.
•  Engages openly with the community and industry.

Our
Mission

Fair
Building trust by dealing openly and ethically.

Customer centric
Delivering positive experiences through quality services and clear communication.

Professional
Promoting best practice and finding new ways to improve.

Our 
Values

Our 
Strategic 
Outcomes

Building trust:
•  Our customers feel respected and fairly treated.
•  Our customers understand what we do and how it a�ects them.
•  Our stakeholders know that we are independent, open and honest.

Delivering positive experiences:
•  We are known for excellence in customer service.
•  We are leaders in the sharing of information with the public.
•  We engage positively and productively with the community.

Promoting best practice:
•  Our sta� and contractors are engaged and committed.
•  We are recognised as experts, leading industry best practice.
•  We continue to build a sustainable valuation system.
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Office of the Valuer General

As a statutory officer, the NSW Constitution precludes the Valuer General 
from directly employing staff. The six staff supporting the Valuer General are 
employed by the Department of Finance, Services and Innovation and may be 
referred to as members of the Valuer General’s staff under the Government 
Sector Employment Act 2013.

Simon Gilkes 
Valuer General 
 
Statutory Officer  
Band 3

Michael Parker 
Deputy Valuer General

Band 1

Executive 
Officer

Correspondence 
Officer

Executive 
Assistant

Correspondence 
Officer

Policy 
Officer

Organisational chart as at 30 June 2017

The Office of the Valuer 
General (OVG) provides day 
to day support to the Valuer 
General including setting 
objectives, standards and 
policies for the operation of the 
valuation system, monitoring 
the performance of Valuation 
Services, providing ministerial 
and parliamentary support, 
developing public information, 
responding to public enquiries 
and investigating complaints.

The Valuer General’s salary is 
determined annually by the  
Statutory and Other Offices 
Remuneration Tribunal.

Organisational summary (cont.)
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Valuation Services, Property NSW 
Department of Finance, Services and Innovation

Valuation Services operates the valuation system on behalf of the Valuer 
General. For more information see Chapter 1, Role of Valuation Services.

Manager 
Customers & 
Stakeholders

Director 
Valuation 
Operations

Band 1

Valuation Manager 
Rating & Taxing

Principal Valuer 
Objections & 
Appeals

Director 
Compensation 
Program

Band 1

Manager 
Contract 
Performance 

Program Manager 
Valuation Service 
Improvement

Valuation Services employed 
124 staff as at 30 June 2017.

Anna Welanyk  
Executive Director

Band 2

Organisational summary (cont.)

Organisational chart as at 30 June 2017 showing senior staff
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Valuer  
General

Valuation  
Services 

(Property NSW  
— DFSI)

NSW  
Parliament

Valuation  
contractors

Legislation and 
parliamentary 

oversight

Advice

Operations and 
advice

Service level 
agreement, 
policies and 
standards

Contract 
management

Valuations in 
accordance with 

contracts

Legislation 
and ministerial 

oversight

Valuation contractors
Valuation Services outsources the majority of land valuation services to external valuation firms through an 
open tender process.

Contract valuers determine land values for defined geographic regions across NSW.  

A panel of contract valuers is also available to review objections to land values, prepare valuation reports for 
the determination of compensation when land is compulsorily acquired and provide advisory services for 
quality assurance and property assets valuations.

Structure of the valuation system

Organisational summary (cont.)
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3Governance  
of the  
valuation system
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The Valuer General is an independent statutory officer who reports to 
Parliament through the Joint Standing Committee on the Office of the  
Valuer General. His office reports administratively to the Minister for Finance, 
Services and Property.

Governance of the valuation system

Joint Standing Committee on the Office of the Valuer General (OVG)

Parliamentary oversight of role of Valuer General

Valuer General

Valuation Joint Steering Committee

Oversees risk management and activity planning for key 
work streams (rating and taxing valuations, objections and 
appeals, contract management, compensation valuations, 

land data management and customer service)

Land Value Improvement Group

Project group to oversee research 
into the application of data to 
improve the valuation system

Property NSW working groups

Project based groups established as 
necessary to deliver actions for the 
Valuation Joint Steering Committee

Land Valuation 
Advisory Group 

Principal industry 
stakeholder group

Property NSW/OVG  
Liaison Meeting

Regular meeting to 
identify arising issues 
and agree responses

The governance structure for the valuation system 
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Joint Standing Committee on the 
Office of the Valuer General
The Joint Standing Committee on the Office of 
the Valuer General is a committee of the NSW 
Parliament. The committee was established in 2004 
to monitor and oversee the functions of the Valuer 
General and reports to the NSW Parliament. 

The committee tabled its report on the Tenth 
General Meeting with the Valuer General on  
13 September 2016. For more information see Year 
in Review, Joint Standing Committee on the Office 
of the Valuer General, Report on the Tenth General 
Meeting with the Valuer General on page 19. 

In May 2013, the committee tabled its Report on the 
Inquiry into the Land Valuation System. The production 
of this separate annual report completes the 
recommendations made by the committee which  
fall under the Valuer General’s responsibility. 

Land Valuation Advisory Group
The Land Valuation Advisory Group comprises 
representatives of valuation industry groups and 
stakeholders. It was formed in 2000, following the 
1999 Walton Report.

The primary focus of the group is to monitor 
and improve the ongoing quality of land values 
and provide advice to the Valuer General on the 
application of mass land appraisal techniques. 
During the reporting year the group considered 
parallel valuations for quality assurance, objection 
reforms, compulsory acquisition reforms, areas of 
valuation risk and the Valuer General’s policies. The 
group met twice during the reporting year. 

Valuation Joint Steering Committee
The Valuation Joint Steering Committee comprises 
the Valuer General, Executive Director, Valuation 
Services and representatives from the Office of the 
Valuer General and Property NSW. 

The Deputy Secretary, Property and Advisory Group, 
is an invitee to meetings. 

The Valuation Joint Steering Committee 
coordinates senior management planning and 
oversight of the valuation system including 
customer service, land values, compulsory 
acquisition, objection and appeals, data operations 
and contract management. There is a structured 
reporting and engagement plan detailed in the 
Service Level Agreement. The committee met three 
times during the reporting year. 

Service Level Agreement
Valuation Services provides a range of services to 
the Valuer General, including valuation contract 
management, auditing of valuations, processing 
objections, provision of data and the day to day 
management of determinations of compensation 
for compulsorily acquired land. These services are 
formalised through the Service Level Agreement 
between the Valuer General and Property and 
Advisory Group, which includes Valuation Services 
and is a division of the Department of Finance, 
Service and Innovation. The agreement is reviewed 
and renegotiated annually. 

The Valuer General formally delegates operational 
functions under section 8(5), Valuation of Land Act 1916 
to delegates within Valuation Services. The delegations 
are detailed in the Service Level Agreement.

External Service Agreements
A Service Level Agreement has been negotiated 
between the Chief Commissioner of State Revenue 
and Valuer General for the period 1 July 2017 to  
30 June 2018.

Memorandums of understanding are being 
negotiated with Spatial Services and the Registrar 
General, both part of the Department of Finance, 
Services and Innovation. The memorandums of 
understanding will provide for the delivery of 
services and data previously undertaken by Land 
and Property Information. For more information 
see Year in review, Separation of Land and Property 
Information on page 18.

Governance of the valuation system (cont.)
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Conflicts of interest
Conflicts of interest are managed as part of the 
risk management framework and governance 
arrangements between Valuation Services and 
the Valuer General. Valuation Services complies 
with NSW government guidelines on corruption 
prevention, audit and risk management, fairness 
and probity in procurement and establishment of 
valuation contracts. 

Potential or perceived conflicts of interests concerning 
valuation contractors are managed systematically and 
embedded into day to day practices. 

For the reporting year, there was one conflict of 
interest recorded for a valuation contractor. The 
conflict of interest was identified by Valuation 
Services and occurred when a valuer from a Rating 
and Taxing contractor provided advice to an 
objecting landholder within the firm’s contract area. 
Contracts require that staff do not make comment 
on land values within their firm’s contract area. 
Remedial action involved informing the Rating and 
Taxing contractor of the breach, the valuer being 
counselled and a major non-compliance issue 
recorded against the firm.

Valuations for property owned by Property NSW 
are managed under a conflict resolution plan and 
immediately referred to the Office of the Valuer 
General for oversight and approval. For the reporting 
year there was one valuation for a property owned 
by Property NSW referred to the Office of the Valuer 
General for determination. 

Governance of the valuation system (cont.)
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Separation of Land and Property 
Information
On 1 July 2016, Land and Property Information (LPI) 
was separated into five units: Titling and Registry 
Services, Spatial Services, Valuation Services, the 
Office of the Registrar General and the Office of the 
Valuer General.

Valuation Services was transferred to Property 
NSW, a business unit of the Department of Finance, 
Service and Innovation. Valuation Services continue 
to provide the same services to the Valuer General 
as were provided under LPI. These services are 
detailed in the Service Level Agreement between 
the Valuer General and the Property and Advisory 
Group. For more information see Governance of the 
valuation system on page 13.

From 1 July 2017, the operation of titling and 
registry services was transferred under a concession 
agreement to a private operator. The Office of the 
Registrar General will manage the concession. The 
new operator will provide all services to the Valuer 
General previously provided by LPI’s Titling and 
Registry Services. 

The services and data supply previously provided 
by LPI to the Valuer General will continue to be 
provided under memorandums of understanding 
with the Registrar General and Spatial Services, both 
part of the Department of Finance, Services and 
Innovation. For more information see Governance of 
the valuation system on page 13.

Fire and Emergency Services Levy
The Fire and Emergency Services Levy Act 2017 
imposed requirements on the Valuer General and made 
minor amendments to the Valuation of Land Act 1916. 

To prepare for the Fire and Emergency Services 
Levy the Valuer General issued all landholders 
and councils with land values as at 1 July 2016. 
Approximately 2.5 million Notices of Valuation were 

The reporting period has seen the implementation of a range of initiatives, 
reforms and recommendations which have focussed on transparency, 
fairness, accessibility and innovation. 

We have actively engaged with our customers and stakeholders and worked 
to provide services that meet their needs and inspire confidence in the 
valuation system.

provided to landholders during the first half of 2017. 
Previously land values for rating were provided to 
landholders and councils every three to four years 
on a rolling cycle with approximately 700,000 to 
800,000 notices issued each year. The move to the 
common valuation cycle brought forward printing 
and mailing costs, customer enquiries and objections 
from future years. For more information see 
Performance measures on page 56.

The Valuer General worked with Valuation Services, 
Treasury, Office of Local Government and all councils 
on the Fire and Emergency Services Levy project.

The Fire and Emergency Services Levy Act 2017 
required the Valuer General to collect and monitor 
land classification information from councils and 
deliver valuation and land classification information to 
the Treasurer. The Valuer General met all requirements 
for the delivery of information to the Treasurer.

The information included estimates on:

• number and land values of vacant properties in 
various property sectors

• number and land values of non-vacant properties 
in various property sectors

• number of properties eligible for a pensioner discount.

Preparation for the levy required the collection and 
exchange of data with councils for all properties in 
NSW. Extensive quality assurance including record 
matching was undertaken and will provide ongoing 
benefit to both the Register of Land Values and 
council records.

The planned 1 July 2017 implementation of the 
Fire and Emergency Services Levy was postponed 
by Government on 30 May 2017 with amending 
legislation, the Emergency Services Levy Act 2017  
No 32 commencing on 1 July 2017.

Year in review
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Compulsory acquisition reforms
Since the Joint Standing Committee on the Office of 
the Valuer General (the Committee) tabled its Report 
on the inquiry into the land valuation system in 2013 
making recommendations concerning the compulsory 
acquisition of land, there have been two subsequent 
independent reports to Government on the land 
acquisition framework and the Land Acquisition (Just 
Terms Compensation) Act 1991. The Government 
responded to these reports in October 2016.

A significant program of land acquisition reforms 
has been undertaken by government in response to 
independent reports by the Committee, David Russell SC 
and Mike Pratt AM, Customer Service Commissioner.

These reforms fall into three categories — legislative, 
administrative and operational improvements to provide 
a fairer, more transparent and more equitable process 
for land owners. Reforms include a fixed six month 
negotiation period before compulsory acquisition can 
commence and an increase in the maximum amount of 
solatium (renamed disadvantage from relocation) from 
$27,235 to $75,000 indexed to CPI. 

The Valuer General has completed all acquisition 
related committee recommendations and 
implemented all reforms under his responsibility. 
Many of the recommendations and reforms focus on 
procedural fairness and transparency including:

• The sharing of all information considered in 
making the determination of compensation with 
the parties including the preliminary valuation 
report. The parties have 15 days to consider the 
report and provide feedback.

• Multiple opportunities for consultation. 
Conferences are available at any time during the 
process to discuss issues and concerns, provide 
additional submissions, ask questions and where 
possible, attempt to settle any disagreements 
over matters of fact prior to the determination 
being made.

• Information about the compulsory acquisition 
process in plain English. All Valuer General 
publications including the website are written in 
plain English and have been updated following the 
implementation of recommendations and reforms. 

• The appointment of a coordinator as a single 
point of contact for the land owner.

• The review and update of the Valuer General’s 
policy Compensation following compulsory 
acquisition following amendments to the Land 
Acquisition (Just Terms Compensation) Act 1991 
and administrative reforms.

Joint Standing Committee on 
the Office of the Valuer General, 
Report on the Tenth General 
Meeting with the Valuer General
The Tenth General Meeting with the Valuer  
General was held on 13 May 2016. The Committee 
reviewed the Valuer General’s annual reports from  
2013 to 2014 and 2014 to 2015 and published their 
report in September 2016. The Government responded 
to the report on 22 March 2017. The response is 
available at www.parliament.nsw.gov.au. The Valuer 
General provided his response to the committee on  
29 March 2017.

The Committee said it is satisfied that the 
Valuer General is engaged in strengthening the 
accountability of the valuation process with a series 
of initiatives including:

• The publication of policies documenting the 
valuation methodologies applying to various 
types of land.

• Steps to improve the quality and consistency of 
complex land valuations.

• Implementation of new policies and procedures 
relating to the determination of compensation in 
the case of compulsory acquisitions. 

The Committee’s report contained nine 
recommendations in respect of the NSW land  
valuation system. The majority of the recommendations 
have been implemented or are nearing completion. 
These include new policies published for coal seam  
gas and the valuation of land used for commercial 
purposes below high water mark. The policy for 
domestic waterfront properties has been amended and  
published. New policies are being developed for 
complex land valuations: coal mines, quarries and 
cemeteries/crematoria. Improved information for  
rural and multicultural landholders as well as an 
expanded program of customer service surveys  
have been implemented. 

Year in review (cont.)

http://www.parliament.nsw.gov.au 
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Council amalgamations 
In May 2016, the government announced the merger 
of a number of councils to create new councils. 
Valuation Services on behalf of the Valuer General 
has worked with the new councils in the supply of 
land values to assist councils to maintain their existing 
rate paths. New land values have been issued for 
properties that were previously divided by council 
boundaries that now lie within one council area.

The Council Amalgamations Working Group was 
established in May 2016 and is ongoing to ensure the 
effective implementation of new council boundaries 
and delivery of valuation information to councils. The 
working group places a strong focus on stakeholder 
engagement to deliver valuation information that meets 
individual council requirements.

IPART review into council rating
The Valuer General made a submission to the 
Independent Pricing and Regulatory Tribunal’s (IPART) 
review of the Local Government rating system. The 
submission addressed recommendations that relate to 
the valuation system, including:

• The option for councils to choose whether to 
continue purchasing valuations from the Valuer 
General or from the market.

• The option for councils to use the market value 
of a property (Capital Improved Value) instead of 
the current Unimproved Land Values.

• Aligning the valuation year for all properties.

The Valuer General was also a panellist at the IPART 
public hearing.

IPART’s report is currently with the NSW Government.

New initiatives

Valuer General’s Report on NSW Land Values 
The Valuer General published the Report on NSW 
Land Values as at 1 July 2016. 

The report was published in January 2017 as part 
of a suite of new information products to help the 
community better understand land values.

The report provides an overview of land values 
across NSW. It includes state wide valuation  
totals and trends as well as more detailed 
information based on the division of the state  
into 14 regions. The report is available at  
www.valuergeneral.nsw.gov.au.

Interactive land value summaries 
Part of the suite of new information instigated 
and specified by the Valuer General, interactive 
summaries for all local government areas and 14 
regions across the state were introduced. The 
summaries include land value trends, median land 
values and sale prices, typical land values for all  
local government areas and land value commentary. 

The summaries are available at  
www.valuergeneral.nsw.gov.au.

Valuation portal
The valuation  portal was introduced on 1 July 2016 
to improve online services to customers. These 
services include access to the land value search, 
property sales enquiry, property address enquiry, 
title reference enquiry, lodging an objection and 
updating address information. In addition all land 
value searches were made free of charge, to align 
with land value searches for landholders. 

Bulk property sales information
From March 2017, bulk property sales information from 
1991 onwards was made available to all customers 
requiring information in a machine readable format for 
analysis. The open access to bulk property sales data 
supports the NSW Government directive for greater 
access to government information. 

Customer surveys
Four new surveys to measure aspects of our 
customer service and identify improvements have 
been implemented. The surveys were to measure: 
service from the customer service contact centre; 
specialist telephone advice post contact centre; 
the objection process and a survey for customers 
who have been issued with a determination of 
compensation when land has been compulsorily 
acquired. For further information see Compulsory 
Acquisition on page 33 and Customers and 
Stakeholders on page 46.

Objection contracting
The appointment of single objection contractors for 
multiple local government areas was implemented to 
improve quality, contractor availability and financial 
performance. For more information see Contract 
management, Improvement on page 40.

Year in review (cont.)

http://www.valuergeneral.nsw.gov.au
http://www.valuergeneral.nsw.gov.au
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Legislative changes
The Department of Finance, Services and Innovation 
Annual Report 2016 to 2017 also includes information on 
legislative changes as required for statutory reporting.

Valuation of Land Act 1916
Amendments were made to the Valuation of Land 
Act 1916 by the Fire and Emergency Services Levy 
Act 2017 No 9. Amendments required the Valuer 
General to provide new valuations to all local councils 
at least every three years and removed the discretion 
for the Valuer General to extend the period between 
valuations for rating if the market was inactive. 

Assent date 4 April 2017. Date of commencement, 
assent, sec 2.

Fire and Emergency Services Levy Act 2017
The Fire and Emergency Services Levy Act 2017 
imposed new requirements on the Valuer General 
including collecting and monitoring land classification 
information from councils and delivering valuation and 
land classification information to the Treasurer. These 
requirements were postponed by the enacting of 
Emergency Services Levy Bill 2017 which amended the 
Fire and Emergency Services Levy Act 2017.

Land Acquisition (Just Terms Compensation) Act 1991
The Land Acquisition (Just Terms Compensation) 
Act 1991 requires the Valuer General to determine the 
amount of compensation offered to a former owner 
when property is compulsorily acquired.

Impacts of the Land Acquisition (Just Terms 
Compensation) Amendment Act 2016 on the Valuer 
General include the provision for the Valuer General to 
issue the determination of compensation directly to 
the land owner, the land owner can now provide the 
section 39 claim for compensation form directly to 
the Valuer General and the extension of the timeframe 
for determining compensation from 30 to 45 days. 

Assent date 14 November 2017. Date of commencement 
1 March 2017, sec 2 and 2017 (49) LW 24 February 2017.

Valuer General policies
The Valuer General is responsible for setting the 
policies for the valuation system. The majority of these 
policies focus on providing guidance to valuers on a 
range of valuation methods and practices to achieve 
accurate, consistent and fair valuations across NSW. 

During the reporting year, a review of all current 
policies was undertaken.

Five new policies were published:

• correcting a valuation previously determined on objection 

• valuation of land or stratum located in more than 
one local government area

• compensation following compulsory acquisition 
involving possible conflicts of interest (for land 
acquisition matters involving Property NSW as 
owner, lessee or agent)

• valuation of land subject to coal seam gas lease 
or licence

• valuation of land below high water mark 
(commercial waterfront occupancies). 

The development, publication and regular review of 
Valuer General’s policies were recommendations of 
the Joint Standing Committee on the Office of the 
Valuer General (recommendations 2 and 4, Report 
on the inquiry into the land valuation system). For 
more information see Chapter 10 Customers and 
stakeholders, Valuer General policies on page 41.

Significant judicial decisions

Perilya Broken Hill Ltd v Valuer-General

Perilya is the owner of a mine at Broken Hill. Perilya 
appealed against the Valuer General’s determination 
of the mine’s 2007 land value. The appeal considered 
the meaning of one of the core assumptions of 
land value: that the interest to be valued is the 
unencumbered fee simple of the land. The principal 
issue in dispute was whether, when valuing land 
under the Valuation of Land Act 1916, the value of 
land containing minerals reserved to the Crown 
should include the value of those minerals.

The Valuer General contended that the land value 
should be determined on the assumption that any 
minerals in the land were privately owned and thus 
their value would be included. The matter was 
subject to protracted litigation. The NSW Court 
of Appeal agreed with the Valuer General in its 
decision, dated 16 December 2015. 

Perilya sought leave to appeal the whole judgement of 
the NSW Court of Appeal in the High Court of Australia. 
The application for leave to appeal was refused by the 
High Court of Australia on 28 July 2016. This finalises 
the court action, Perilya Broken Hill Ltd v Valuer General, 
and the Valuer General’s 1 July 2007 land value stands.

The Valuer General has reviewed land values for 
metalliferous mines and is now reviewing the basis for 
valuing other classes of mines to ensure land values 
reflect the outcome in the NSW Court of Appeal. 

Year in review (cont.)
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Preliminary reports
Preliminary reports have been introduced for both 
objection reviews and determinations of compensation. 
For more information see Chapter 10, Customers and 
stakeholders, Preliminary reports on page 46. 

Preliminary reports improve procedural fairness, 
providing the opportunity for owners to raise 
concerns, make submissions, provide further 
information and where possible resolve any issues 
prior to the finalisation of the report. Conferences 
provided a forum to discuss the report.

Compulsory acquisition — determinations of 
compensation
Preliminary valuation reports are provided to both 
the owner and acquiring authority with 15 days to 
review and provide feedback. 

This was implemented in January 2017.

Land values — objection review
Preliminary objection reports are provided to the 
landholder with 28 days to review and provide 
feedback. This is includes 7 days allowance for postage.

This was implemented February 2017.

The introduction of preliminary reports and improved 
consultation addresses Recommendation 11 of the 
Joint Standing Committee on the Office of the Valuer 
General’s Report on the inquiry into land valuation 
system.

International Property Tax Institute
The International Property Tax Institute (IPTI) is a 
not-for-profit organisation with a goal to advance 
and foster property taxation and assessment ideals 
on an international level.

IPTI held its 12th Mass Appraisal Valuation 
Symposium — “Innovation, Adaptation and Best 
Practices” in Sydney in May 2017 in co-operation 
with the Office of the Valuer General.

The two-day event included local and international 
speakers addressing Valuation Standards, Mass 
Valuation Practices, Quality Assurance and Customer 
Service, Reform, Data Management, Challenges and 
Training and Education.

The Valuer General presented, Challenges and 
opportunities in building public trust in a mass 
valuation environment, at the conference.

Cooperative Research Centre for 
Spatial Information
The Valuer General and Valuation Services have been 
working with the Cooperative Research Centre for Spatial 
Information (CRCSI), in collaboration with the University 
of NSW, on research into the potential application of 
rapid spatial analytics and visualisation technology to 
valuation and property analysis processes.

This project offers the potential to develop new  
approaches for making and testing the quality of 
valuations. Support has been in the form of the 
provision of data, contributions to collaborative 
design workshops and the Valuer General chairing 
the CRCSI Rapid Spatial Analytics program board.

More information on the Rapid Analytics Interactive 
Scenario Explorer (RAISE) project and the CRCSI is 
available at  
www.crcsi.com.au/research/2-rapid-spatial-
analytics/2-22-raise/ 

Delegation from South Africa
In May 2017 the Valuer General hosted a delegation 
from the Office of the Valuer General, South Africa. 
The Valuer General presented detailed information 
covering the valuation system in NSW including 
the structure, delivery model, the determination of 
land values through mass valuation, compulsory 
acquisition, the review process, conferencing and 
public information.

Year in review (cont.)

http://www.crcsi.com.au/research/2-rapid-spatial-analytics/2-22-raise/
http://www.crcsi.com.au/research/2-rapid-spatial-analytics/2-22-raise/


5Valuations for  
rating and taxing



Valuer General Annual Report  |  2016–17 Page 24 of 58

Valuations for rating and taxing

General overview of 1 July 2016 land values

Valuation totals and trends

83% (2,103,394)
Residential

2.4% (59,656)
Commercial

1.5% (37,842)
Industrial

9.4% (238,696)
Rural

3.7% (93,509)
Other*

Graph 1 – Distribution of properties by land use and percentage Graph 2 – Distribution of total 1 July 2016 land value by land use 
and percentage
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Graph 3 – Total land value ($billions) from 2012 to 2016; 
percentage change from previous year

Graph 4 – Percentage change from 1 July 2015 to 1 July 2016 by 
land use type
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Data extracted November 2016.

Total land values by land use type for 2016 varies slightly from total 1 July 2016 land value as the data was extracted from the live 
database on different dates. 

Minor variations in numbers due to rounding.

* Includes community uses, forestry, national parks, nature reserves, open space, recreation, reserved roads, special uses and waterways zones.
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Quality assurance
Before land values are accepted by the Valuer General 
and entered onto the Register of Land Values, formal 
quality assurance audits are undertaken in each local 
government area. 

Performance of contract valuers and the quality of 
the land values are monitored through an annual risk 
based quality assurance program and system based 
data integrity checks. 

Valuation uniformity and accuracy are tested against 
a range of statistical requirements. The level of 
statistical compliance has been improving over a 
number of years and is above targets for all major 
property types. For information on KPIs for statistical 
compliance see Performance measures on page 56.

Quality assurance program
The quality assurance program conducted by 
Valuation Services is overseen by the Valuation 
Joint Steering Committee. An annual program is 
approved by the committee with performance 
against the program monitored through reporting 
and regular meetings.

The annual program included completion of:

• 133 local government area provisional values and 
sales activity audits

• 152 local government area annual values 
acceptance audits

• 500 sales analysis quality reviews

• 214 parallel valuations to check mass valuation 
outcomes

• 6 component parallel reviews to check application 
of mass valuation processes

• 152 final reports from contract valuers were 
reviewed prior to publication on the Valuer 
General’s website.

Program outcomes
The program identified a number of areas of risk and 
valuation quality deficiencies that were rectified prior 
to the acceptance of the valuations and entry onto 
the Register of Land Values. 

The program also identified a number of system 
enhancements and procedural changes that would 
improve valuation quality. These included new data 
integrity checks and delivery exception reports.

Technical instructions were also amended to provide 
better direction to contract valuers.

NSW experienced a strong year for 
land values, with increases across all 
sectors of the property market. 

More than 2.5 million residential, rural, business 
and industrial land values for properties in NSW 
were determined as at 1 July 2016. The total land 
value for NSW as at 1 July 2016 increased by 11.1% to 
approximately $1.5 trillion. 

To determine 1 July 2016 land values, about 48,000 
property sales across NSW were analysed as part of 
the valuation process.

In preparation for the now deferred Fire and 
Emergency Services Levy, all local councils received 
1 July 2016 land values to use in the calculation of 
council rates. All landholders were issued with a 
Notice of Valuation showing their 1 July 2016 land 
value. These values will be used for rating from 1 July 
2017. For more information see Year in review, Fire 
and Emergency Services Levy on page 18.

Service delivery
Valuation Services, on behalf of the Valuer General, 
delivered over 2.5 million valuations to Revenue 
NSW, councils and landholders. Valuation Services 
also delivered approximately 52,000 supplementary 
valuations when land was subdivided or materially 
changed.

When councils receive new land values, the Valuer 
General issues landholders with a Notice of Valuation 
to advise them of their new land value.

Delivery of the notices was completed between 
January and May 2017 using both electronic and 
printed documents. Electronic notices accounted for 
approximately 4% of Notices of Valuation and are 
available to large landholders.

For information on Key performance indicators (KPIs) 
for service delivery see Performance measures on 
page 56.

Valuations for rating and taxing (cont.)
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Statistical measures
Valuations across local government areas are 
required to meet internationally recognised statistical 
standards. These standards measure consistency and 
accuracy between valuations and against the market 
evidence. Where the standard is not met, further 
investigation is undertaken.

KPIs are set to test compliance. During the program 
period all KPIs for statistical measures were met with 
performance against the KPIs continuing to improve. 

For information on KPIs for service delivery see 
Performance measures on page 56.

Independent review by Western Sydney University
The Western Sydney University has provided 
independent oversight of the quality of the valuations 
on the Register of Land Values. The University 
reviewed and reported to the Valuer General on 
data delivered by valuation contractors including 
objections and market analysis. Reports to the Valuer 
General include:

• compliance with statistical measures

• comparison of land value changes across local 
government areas

• significant value changes

• the extent of market analysis

• objection outcomes

• identification of outliers.

Adjunct Professor John MacFarlane, Western Sydney 
University stated in his report:

“Overall, the quality of the 2016 state land 
values looks to be very good in an environment 
where some locations are experiencing very 
substantial increases in value while others are 
stagnating or in decline.”

The research agreement with Western Sydney 
University expired on 31 December 2016.

The Valuer General would like to thank Professor 
John MacFarlane from Western Sydney University for 
his long-running contribution to improving the NSW 
valuation system. 

Complex land value improvement program
As part of an ongoing program to ensure the integrity 
of valuations made for complex land values, the 
following types of land use were reviewed: 

• mines

• cemeteries and crematorium

• quarries.

Each review is conducted by considering:

• the correct methodology to be applied

• methodologies used in other jurisdictions

• stakeholder feedback following consultation

• the quality of land values currently on the 
Register of Land Values

• best sources of information

• direction through policy

• direction through technical instructions.

Policies for all three complex land value types are 
being developed for publication.

Verification
To ensure that the NSW valuation base remains sound, 
contract valuers undertake a systematic, risk based 
process of periodically verifying property data and 
land values. The program provides for the individual 
review of all land values and supporting data. 

The verification program commenced in 2006. In 2012, 
the program was enhanced and extended to 2018. The 
program adopts a risk-based approach that considers 
the complexity and nature of properties to determine 
the timeframe for verification. Over the six-year period 
of the current program all land values in NSW will be 
verified. Those properties identified as having higher 
risk of valuation error are verified more regularly.

The verification program is measured for completion 
against planned targets.

Land value verification  
risk rating Outcome Target

Risk Rating of 1  
(verified annually)

100% 100%

Risk Rating of 2  
(verified every three years)

45% 33.3%

Risk Rating of 3  
(verified every six years)

25% 16.7%

Annual verification targets and outcomes for 2016 to 2017  

Valuations for rating and taxing (cont.)
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Objections
Landholders may object against land values delivered 
through a Notice of Valuation or land tax assessment. 
An independent valuer who was not involved in the 
original making of the valuation determines if the 
objection is allowed or disallowed. Preliminary reports 
are delivered to landholders to allow for review and 
feedback before the objection is finalised. 

Internal Audit Bureau (IAB)
In 2014, IAB reviewed the effectiveness of the 
quality assurance activities undertaken by Land 
and Property Information. The audit identified 
some aspects of quality assurance that needed 
improvement, and those areas where quality 
assurance objectives were effective.

IAB made a number of recommendations in July 2014 
to address improvements.  

The final recommendation to establish efficiency 
and effectiveness benchmarks for the quality 
assurance process is still to be completed. Valuation 
Services are to engage a contractor to review quality 
assurance activities and to recommend efficiency and 
effectiveness benchmarks. 

In depth reviews

Williamtown investigation area
In May 2016, the Valuer General requested Valuation 
Services review the land values of properties located 
in the Williamtown investigation area.

The Williamtown investigation area was established 
by the NSW Government in September 2015 to 
assess the extent of contamination from legacy  
fire-fighting chemicals around the Williamtown 
RAAF Base and Newcastle Airport.

Land values for the 2013, 2014 and 2015 valuing 
years were reviewed to consider the contamination. 
Where required, new valuations were made. 

The review was published in August 2016 on the 
Valuer General’s website.

Palm Beach and Whale Beach 2015 Land Value 
Review Report
Following concerns by landholders, a review was 
undertaken by Valuation Services into the 1 July 
2015 land values for properties in the Palm Beach 
and Whale Beach localities. The review sought to 
investigate the correctness of land values, including 
a review of the mass appraisal methodology.

The review was published in December 2016 on the 
Valuer General’s website.

Valuations for rating and taxing (cont.)
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Objections for different property types
Residential properties make up 83% of the valuations on the Register of Land Values and 58% of all objections. 
The following table identifies all objections received during the financial year for all valuation years.

Zone

Allowed no 
change to  
land value

Allowed 
concession 
only change

Allowed  
with land 
value change Disallowed Total % of total

Business 9 12 202 601 824 13%

Industrial   88 76 164 2.59%

National parks   163 341 504 7.95%

Non-urban  3 169 245 417 6.58%

Open space   11 10 21 0.33%

Protection  6 165 350 521 8.22%

Residential 3 29 733 2,909 3,674 57.96%

Special uses 30 1 22 116 169 2.67%

Undetermined, or village   23 22 45 0.71%

Total 42 51 1,576 4,670 6,339 100%

Completed objections per zone

Objections based on rating and taxing authority
All properties receive a Notice of Valuation, including 
properties subject to land tax, however the majority 
of objections are made following receipt of a land 
tax assessment.

Appeals to the Land and 
Environment Court
Landholders not satisfied with the determination of 
their objection can lodge an appeal in the Land and 
Environment Court of NSW.

The number of appeals has remained steady over 
the past three years, however the level of appeals 
is very low in comparison with total valuation and 
objection numbers.

Count Percentage

Council rates 4,137 46%

Land tax 4,899 54%

Total 9,036 100%

Percentage of objections received for land tax compared 
council rates

2014–2015** 2015–2016** 2016–2017

Appeals lodged 24 34 24

Allowed 11 7 1

Disallowed 4 1 0

Withdrawn* 9 17 13

Incomplete 0 9 10

 Appeal decisions by year of lodgement

Valuations for rating and taxing (cont.)

*  Withdrawn by the landholder.

** Previous annual report showed appeals based on outcomes   
    in the financial year.

Minor mathematical error in total % is due to rounding.
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Valuations for rating and taxing (cont.)

The outcome of appeals has also continued to improve with the proportion of allowed appeals falling. Figures 
indicate that corrections to land values are occurring before the court process through increased opportunity 
for resolution of issues through conferences, as part of the objection review process. 

2014–2015 Settlement type Allowed Dismissed Withdrawn Ongoing Total

Hearing 4 4

Mediation* 11 9 20
2015–2016 Settlement type Allowed Dismissed Withdrawn Ongoing Total

Hearing 1 1
Hearing/Decision reserved 3 3
Mediation* 7 17 24

Ongoing 6 6
2016–2017 Settlement type Allowed Dismissed Withdrawn Ongoing Total

Mediation* 1 13 14

Ongoing 10 10

Objections per zone

* Mediation includes participation in a formal conference under section 34 of the Land and Environment Court Act 1979.

Land Value Improvement Group
The Land Value Improvement Group oversees 
research into the quality of valuations and the 
valuation process. 

The group’s objectives are to:

• improve the quality of valuations and the 
valuation process

• encourage innovation and the understanding 
of emerging technology and mass valuation 
practices

• improve the monitoring of contractor 
performance

• ensure the effective and efficient application of 
data and statistical measures

• identify risks to valuation quality. 

The group reviewed and considered:

• the report by Western Sydney University on 2015 
objection outcomes

• the report by Western Sydney University on land 
values for 1 July 2016

• the complex land value improvement project

• staff training

• transition arrangements following the end of the 
contract with Western Sydney University. 
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State and local government organisations can acquire land for public purposes. 
When a government organisation (acquiring authority) and land owner are unable to 
negotiate the purchase of land, the government can compulsorily acquire the land. 

The Valuer General is responsible for ensuring land owners are fairly compensated when their land is 
compulsorily acquired. The Valuer General determines the amount of compensation to be paid to a former land 
owner by the acquiring authority in accordance with the Land Acquisition (Just Terms Compensation) Act 1991.

Valuation Services manages the determination of compensation on behalf of the Valuer General. The 
Valuer General sets the standards and policies to determine fair compensation and to provide a process 
that is independent, transparent and has multiple opportunities for consultation. The Valuer General 
oversees the work of Valuation Services.

Determination of compensation
The total number of determinations of compensation issued has decreased in comparison to the two previous 
reporting years however the complexity of the determinations has increased.  A high proportion of the 
determinations were commercial, industrial and business acquisitions including Sydney CBD properties and 
business interests.

Major infrastructure projects where land has been compulsorily acquired include WestConnex and Sydney Metro 
City & Southwest Rail.

Determinations issued
The table below shows the total number of determinations for compensation issued by the Valuer General over 
the three year period.

Valuations for compulsory acquisition

Determinations of  
compensation made

2014–2015 2015–2016 2016–2017

Number Total value 
($million)

Number Total value 
($million)

Number Total value 
($million)

Under the Land Acquisition  
(Just Terms Compensation) Act 1991

163 $110 325 $390 177 $468.4

In accordance with  
Treasurer’s Directions (for 
intergovernmental transfers)

81 $3.9 49 $55 48 $6.6

Total 244 $113.9 374 $445 225 $475

Determinations of compensation 2014–15 to 2016–17
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Timeframe for issuing determinations of compensation
On 1 March 2017, an amendment to the Land 
Acquisition (Just Terms Compensation) Act 1991 
extended the timeframe for determining compensation 
from 30 to 45 days, from the date the acquisition 
notice is published in the Government Gazette. 

Approximately 79% of determinations of 
compensation for the reporting period were issued 
outside of the statutory timeframe. Contributing 
factors for delays include: 

• The increase in the number of complex 
determinations including multi story CBD 
buildings and business interests.

• Additional time to allow for improvements to 
procedural fairness for land owners, including 
expanded consultation and opportunity to  
make submissions; and the provision of 
preliminary valuation reports to allow for 
feedback and resolution of issues before 
compensation is determined. 

Where there are delays, parties are consulted to 
minimise the impacts of the delay.

The Valuer General is working with Valuation 
Services to improve the timeframes for issuing 
determinations of compensation while ensuring 
valuation quality and maintaining the strong focus 
on procedural fairness for stakeholders.

Quality assurance
The majority of valuation reports for the 
determination of compensation are prepared by 
contract valuers. 

Before the valuation report is accepted on behalf of 
the Valuer General, the report is thoroughly reviewed 
by Valuation Services. The valuation report is checked 
to ensure accuracy, fairness, transparency and 
compliance with the Land Acquisition (Just Terms 
Compensation) Act 1991 and the Valuer General’s 
policy Compensation following compulsory acquisition.

Proposed acquisitions
The issue of a proposed acquisition notice (PAN) by 
an acquiring authority initiates the Valuer General’s 
involvement in the compulsory acquisition process. 
This commences with Valuation Services contacting 
the land owner to explain the Valuer General’s role, 
the determination of compensation process and to 
introduce the land owner’s coordinator, who will be 
available to assist them throughout the process. 

The Valuer General may commence work on the 
determination of compensation following the issue 
of the PAN prior to the compulsory acquisition. 
Factors taken into consideration to commence work 
include complexity of the valuation and meeting 
statutory and project timeframes.

As part of the Government’s reforms to the land 
acquisition process, acquiring authorities are now 
required to pay the Valuer General’s reasonable 
costs of preparing valuations for the determination 
of compensation, regardless of whether a 
determination of compensation is issued. 

This reform supports the Valuer General’s discretion 
to commence work on the determination of 
compensation prior to compulsory acquisition by 
providing budget certainty.

During the reporting period the Valuer General 
commenced work on 390 PANs where 
determinations of compensation were not issued 
as the acquiring authority reached agreement with 
the land owner to purchase the property prior to 
the matter being concluded by the Valuer General. 
Purchase by agreement is the desired outcome and 
usual process when land is acquired.

Improvements
Improvements during the reporting period have 
primarily focussed on improving procedural fairness 
and land owners’ experiences of the compulsory 
acquisition process.

Preliminary valuation report
Before determinations of compensation are finalised, 
both the land owner and the acquiring authority 
receive the preliminary valuation report to review. 
The report shows the amount of compensation 
and how it was determined. The land owner and 
acquiring authority have 15 working days to provide 
feedback. As determinations of compensation are 
a final decision, concerns are addressed before the 
determination of compensation is issued. The final 
valuation report will record any issues or concerns 
raised during the preliminary report process.

From the implementation of preliminary reports 
in January 2017 until 30 June 2017, 25 preliminary 
reports were issued.

Valuations for compulsory acquisition (cont.)
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Conferences and coordinators
Conferences are available at any time during 
the determination of compensation process. 
Conferences provide a forum for land owners to ask 
questions, raise concerns, provide information and 
resolve issues. 

Valuers representing the Valuer General are required 
to contact the land owner or their representative in 
all compulsory acquisition matters. 

Valuation Services appoints a coordinator for 
each matter. Coordinators are available to discuss 
issues and concerns throughout the compulsory 
acquisition process.

Customer surveys
The Valuer General introduced a customer service 
survey for land owners issued with a determination 
of compensation in October 2016. The survey aims to 
monitor and report on the quality of service provided 
and identify where improvements could be made.

There were 87 surveys issued during the reporting 
period. Four responses were received. Each response 
was considered by the Office of the Valuer General 
but the sample size limited the analysis. However, the 
single response for the acquisition of a primary place 
of residence showed the former owner was satisfied 
with the overall service they received from the valuer 
and staff acting on behalf of the Valuer General.

Information sharing
Amendments to the Land Acquisition (Just Terms 
Compensation) Act 1991 now provide for the Valuer 
General to issue the determination of compensation 
directly to the land owner, as well as the acquiring 
authority. The land owner will also provide the 
section 39 claim for compensation form to the 
Valuer General, as well as the acquiring authority. 

The previous practices required the Valuer General 
to issue the determination of compensation to only 
the acquiring authority; and for land owners to 
provide their claim for compensation form to the 
acquiring authority.

In accordance with the Valuer General’s policy 
Compensation following compulsory acquisition 
all information considered by the Valuer General in 
determining the amount of compensation is shared 
with both the land owner and acquiring authority.

Publications
The Valuer General has reviewed and updated 
compensation publications to address government 
reforms in response to reports by the Joint Standing 
Committee on the Office of the Valuer General, 
David Russell SC and Mike Pratt AM, Customer 
Service Commissioner.

Technology
A conference management system was implemented 
by Valuation Services in April 2017 to record all 
interactions between the Valuer General, land 
owners, acquiring authorities and contract valuers. 
The system provides better management and 
visibility of conferences. 

An improved contractor procurement process 
was introduced in December 2016. A contractor 
portal allows for greater efficiencies in contractor 
engagement and document exchange.

Property Acquisition Standards 
(PAS) Group
As part of the government’s reforms to the land 
acquisition process, the Property Acquisition 
Standards (PAS) Group has been established within 
DFSI to provide whole of government standards 
for residential property acquisitions made under 
the Land Acquisition (Just Terms Compensation) 
Act 1991. The standards aim to achieve a fair and 
transparent acquisition process for homeowners 
while balancing the need for critical infrastructure. 
The PAS Group will publish bi-annual reports on key 
land acquisition data at www.propertyacquisition.
nsw.gov.au. The first report will be for the period  
1 January 2017 to 30 June 2017.

The reports will include data on appeals and 
decisions made under the Land Acquisition 
(Just Terms Compensation) Act 1991 relating to 
residential properties. 

Where a land owner lodges an objection with the 
Land and Environment Court to the amount of 
compensation determined by the Valuer General, 
court proceedings are between the land owner and 
acquiring authority. 

The Valuer General has provided his first report 
to the PAS Group which includes data for 
determinations of compensation issued, preliminary 
reports issued and conferences undertaken.

Valuations for compulsory acquisition (cont.)

http://www.propertyacquisition.nsw.gov.au
http://www.propertyacquisition.nsw.gov.au
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The Valuer General can make a private valuation of land under section 9A of the 
Valuation of Land Act 1916 for the purpose of any agreement or arrangement 
between parties that provides for the valuation to be made by the Valuer General. 

The Valuer General can delegate the valuation. In most cases private valuations are undertaken by contract 
valuers and quality assured and issued by Valuation Services.

During the reporting period one private valuation was requested. Place Management, part of Property NSW, 
requested the valuation. Valuation Services is also part of Property NSW. 

To manage any risk of a conflict of interest, the private valuation was undertaken by a contract valuer and 
quality assured and issued directly by the Office of Valuer General.

Private valuations
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Key projects
Key projects to improve the quality of land information on the register undertaken during the reporting year 
are detailed in the table below.

Register of Land Values Number

New properties created 49,156

Properties where details were amended 21,479

Properties where valuation was altered 1,303

Properties where addresses for service of notice was updated 202,845

Project Number Outcome

Review of multi dwelling 
housing lots in public 
ownership (superlots)

Quality assured Land and Housing Corporation 
properties to ensure compliance with current  
Valuer General policy and procedures.

Driver 
Valuer General’s policy: Valuing separate parcels 

• 53,288 properties were reviewed, 
2.17% required amendments

• Improved data integrity
• Policy compliance

Review of domestic 
waterfront properties

Quality assured properties subject to Roads and 
Maritime Services domestic waterfront property leases 
to consider amalgamation with adjoining freehold land.

Driver 
Amendment to Valuer General’s policy: Valuation of land 
below high water mark (domestic waterfront occupancies) 

• 1,409 properties were reviewed 
with 12% requiring valuation 
amendment

• Improved data integrity
• Policy compliance

Review of properties  
impacted by new  
council boundaries

Review of properties valued over two prior local 
government boundaries which are impacted by 
council amalgamations.

Driver 
NSW Government — Council amalgamations  
Valuer General’s policy: Valuation of land or stratum 
located in more than one local government area.

• 579 were reviewed, 36% of 
properties were found to be in a 
single local government area and 
were issued with a single land value 

• Legislative compliance with section 
28 of the Valuation of Land Act 1916 

• Policy compliance

The Register of Land Values is the official record of land values for land in  
NSW. The Register of Land Values contains information that includes ownership 
or rate paying lessee details, title details and the value of the land. The Register 
of Land Values is a public register in terms of the NSW Privacy and Personal 
Information Protection Act 1998.

Land information
Valuation Services manages the Register of Land Values on behalf of the Valuer General and is responsible for 
ensuring the accuracy and integrity of the information recorded on the register. A team of land data specialists is 
responsible for the ongoing update, improvement and quality assurance of the land information held in the register. 

The ongoing update of the register includes the creation of records for new lots when land is subdivided, 
amendments to property details including dimensions, area and zoning and updating addressing information for  
the service of Notices of Valuation.

Register of Land Values

Land data projects 2016 to 2017

Maintenance to the Register of Land Values 2016 to 2017
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Valuation Services, Property NSW 
outsource the majority of valuation 
services to external valuation firms. 

Contract valuers determine land values for rating 
and taxing for defined geographic regions across 
NSW, review objections and undertake valuation 
reports for the determination of compensation.

Contractors are selected by an open market tender 
process that complies with strict procurement 
guidelines set for NSW public sector agencies.

The performance and quality of each contractor 
is monitored on an ongoing basis to ensure time, 
quality and cost effectiveness are achieved. As well 
as contractual terms individual contract valuers 
are required to comply with legislation, the Valuer 
General’s policies and industry codes of professional 
conduct. In the 2016 to 2017 reporting year, the 
majority of contractors performed to the standards 
established under the contract. Where standards 
were not met, the issue was addressed through 
a structured process, generally commenced with 
consultation with the contractor.

Contracts for rating and taxing
For the reporting year, 41 rating and taxing contracts 
were in operation, with 19 contractors providing 
services. A list of contractors is available from the Valuer 
General’s website www.valuergeneral.nsw.gov.au.

Land values provided by valuation contractors are 
quality assured by Valuation Services before the land 
values are entered on the Register of Land Values.

The procurement strategy and contract areas for 
rating and taxing contracts is currently under review 
to improve efficiency and address changes in local 
government areas through council mergers. In 
preparation for the review, where contracts were 
due to expire, five contract extensions for 12 months 
were provided. Prior to negotiating the extensions, 
consultation occurred with NSW Procurement and 
a review was undertaken on each contract to ensure 
performance standards had been met.

For information on contract costs see Finance on 
page 50.

Valuation Panel contractors
Valuation Panel contractors undertake the review 
of objections, prepare valuation reports for the 
determination of compensation and provide advisory 
services which include parallel land valuations for 
quality assurance and property assets valuations.

Valuers undertaking this work are drawn from a  
pre-approved Valuation Panel which is selected 
under NSW public agencies procurement guidelines. 
To engage a contractor, appropriate Valuation Panel 
firms are invited to submit a quote to a competitive 
selection process. Exceptions are made when a 
specialist expert is required who is not on the panel. 
In these cases the contractor is required to agree 
with the terms and conditions of the panel contract 
and request for quote. 

In 2017 the use of a single objection contractor for 
individual local government areas was introduced. 
The current program covers 105 local government 
areas. These contractors are selected from the 
Valuation Panel via a competitive request for quote. 
For more information see Improvements below.

Valuation Panel contracts are for one calendar year 
with an extension option for one additional year. 
Contract extensions can be offered based on an 
annual performance review.

As at 30 June 2017 there were 77 Valuation  
Panel contractors.

Contract valuers undertaking the review of 
objections are required to be independent of the 
original valuation process.

For information on contract costs see Finance on 
page 50.

Contract management

http://www.valuergeneral.nsw.gov.au
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Improvements

Stakeholder consultation
During the reporting year Valuation Services has 
improved engagement with contractors through 
surveys, group liaison meetings and individual 
consultation to improve efficiency, valuation quality, 
timeliness and customer service.

The Valuer General presents at contractor liaison 
meetings. Presentations during the reporting period 
focussed on the need to build the trust of the 
community through the provision of professional, fair 
and customer driven services for landholders. 

Single objection contractor program
In January 2017, Valuation Services commenced 
a process of engaging single contractors to 
provide objection review services to specific local 
government areas. The 2017 program encompassed 
105 of 152 local government areas (based on pre-
merged local government areas). The aims of the 
program are to improve efficiency, value for money, 
consistency of objection outcomes and improved 
contractor performance. 

Early program outcomes show an average reduction of:

• 11 days in the time taken to process the objection 
by Valuation Services

• 3 days in the time taken by the contractor to 
review the objection

• $63.00 in cost per objection.

Contract management (cont.)
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The Valuer General sets the standards and values for service delivery and oversees 
the work of Valuation Services, who manage the day to day customer service and 
stakeholder liaison functions of the valuation system. 

We aim to provide services that the community can trust, built on the core values 
of fairness, professionalism and the provision of customer centric services. 

Fairness
• We communicate openly with our customers  

and encourage them to ask questions and  
make submissions.

• We focus on consistency and accuracy in  
our services.

Customer driven
• We ask our customers about their experience  

of our services and use their feedback to  
make improvements.

Professional
• We promote best practice and find new ways  

to improve the services we deliver.

Customer service
Customer service is managed by a specialist 
customer service team within Valuation Services. 
During peak customer service demands when 
Notices of Valuation are issued to landholders 
throughout NSW, Valuation Services outsources 
telephone enquiries. The contracted call 
centre engaged to support the issue of notices 
commencing in January 2017, went into voluntary 
administration on 14 March 2017.  Valuation Services 
brought the function in-house with staff reallocation 
and additional temporary staff. 

In-house/outsourced

Number 
of calls 

answered % of total

In-house (Valuation Services) 26,245 76

Contracted call centre 8,183 24

Total calls 34,428 100

Call volumes 1 July 2016 to 30 June 2017

Breakdown of top five call types by topic:
• mailing address enquiry/update — 7953 (23%)

• objection kit request — 7225 (21%)

• general enquiry/overview — 4329 (12.6%)

• land value enquiry — 3775 (11%)

• ownership enquiry — 1906 (5.5%).

In June 2017 an online form for updating mailing 
address details was implemented to improve 
efficiency and customer service for landholders.

Find information on customer service see 
Performance measures on page 57.

Written enquiries
Percentage completed in 10 
business days*

8,074 82.7%

Written enquiries 1 July 2016 to 30 June 2017
 

* Target set by Valuer General — 80% of written enquiries    
   responded to within 10 business days

Breakdown of top five written enquiries by topic:
• update postal details 4139 (51%)

• amalgamation of land 560 (7%)

• objection/objection enquiry 477 (6%)

• land value enquiry 410 (5%)

• other 328 (4%).

During the reporting period, to reduce the time 
taken to respond to customers' written enquiries, 
Valuation Services has implemented the use of an 
outbound telephone call to resolve the enquiry.

Customers and stakeholders
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Complaints
The Valuer General is committed to ensuring complaints are handled in a manner which is fair, courteous and 
respects the privacy of the person making the complaint.

The Valuer General’s policy on complaint handling is available at www.valuergeneral.nsw.gov.au.

Feedback, including complaints, is used to identify areas that need improvement.

Complaint Outcome

Land value Complaint resolved

Outcome of objection review Chief Valuer review undertaken in 2015 to 2016 reporting period. Outcomes 
completed during the 2016 to 2017 reporting period. 

Compulsory acquisition Complaint resolved

Determination of compensation Conference with owner undertaken. 
Revised determination issued.  

Property Information Complaint resolved

Incorrect ownership recorded on  
Notice of Valuation

Records corrected. New Notice of Valuation issued to landholder. 
 

Privacy concerns Complaint resolved

Personal information Investigation showed no evidence to indicate a breach of privacy. 

Customer Service Complaint resolved

Complaint by a council concerning  
time taken for Valuation Services to 
respond to request

Review of customer service undertaken. The Valuer General has instructed 
Valuation Services to implement procedures to improve service delivery. 
 

Bulk property sales data Complaint resolved

Complaint about delays in obtaining  
a licence to receive bulk property  
sales information

The availability of property sales information licences was delayed due to the 
separation of Land and Property Information. From March 2017 bulk property 
sales information was made publicly available. 

Land value Complaint resolved

Concerns raised about land value  
and consistency in relation to 
surrounding land values

Land value correct. Land values in area reviewed for consistency. 

Complaints received by Office of the Valuer General 2016 to 2017

Customers and stakeholders (cont.)

Complaints made directly to Valuation Services

Over the reporting period, Valuation Services received 39 complaints. All complaints were resolved by 
Valuation Services. The average time taken to resolve a complaint was 12 days. There were 20 complaints 
resolved on the day of complaint. The main complaint types include dissatisfaction with the response 
received from Valuation Services and the need to lodge an objection outside the usual three year valuation 
cycle, due to implementation of a common valuation cycle across NSW.

http://www.valuergeneral.nsw.gov.au 
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Training

All Valuation Services staff who provide direct 
customer service have completed two training 
courses in customer service and complaint handling 
during the reporting period.

Conferences

A conference is an open exchange of information 
between customers and valuers or other experts. A 
range of conference types is available to landholders 
to answer questions, discuss concerns and resolve 
issues. For example all landholders who lodge an 
objection are contacted by the valuer undertaking 
the review to discuss their concerns. Landholders 
can also have a conference with a valuer following 
the issue of the preliminary report to discuss the 
report and resolve any concerns. 

Facilitated conferences are available. The facilitator 
will guide the conference process without making 
decisions. The conference can be face to face or by 
telephone. The landholder's preference is a main 
consideration when determining how the conference 
will be undertaken.

Between 1 July 2016 and 30 June 2017, 54 facilitated 
conferences occurred (43 face-to-face, 11 by telephone). 
Ten conferences resulted in changes to land values.

Facilitated conference survey

All landholders participating in a facilitated 
conference are asked to complete a survey at the end 
of the process. Eleven surveys were completed and 
returned to the Office of the Valuer General. Overall 
seven landholders agreed or strongly agreed they 
were satisfied with the conduct of the conference; 
two neither agreed nor disagreed; and two disagreed.

In response to landholder feedback concerning 
the value of improvements, the Valuer General 
is investigating options to improve information 
about how valuers determine the added value of 
improvements when analysing property sales. 

Publications

Information for the 1 July 2016 land values

To improve information available to the community to 
assist in the understanding of land values, the Valuer 
General published his Report on NSW Land Values at 
1 July 2016. In addition, interactive summaries for 14 
regions and all local government areas were published 
to support 1 July 2016 land values. The report and 
interactive summaries will be ongoing. 

The report and interactive summaries are available at 
www.valuergeneral.nsw.gov.au.

Valuer General policies

The Valuer General is responsible for setting the 
policies for the valuation system. The majority of these 
policies focus on providing guidance to valuers on a 
range of valuation methods and practices to achieve 
accurate, consistent and fair valuations across NSW. 

During the reporting year five new policies were 
published bringing the number of policies to 30. 
These were:

• Correcting a valuation previously determined on 
objection. This policy directs valuers and staff 
on the procedures for correcting a land value 
previously determined on objection.

• Valuation of land or stratum located in more than 
one local government area. This policy provides 
direction on how the land value is to be calculated 
where land is cut by a local government boundary.

• Compensation following compulsory acquisition 
involving possible conflicts of interest (for land 
acquisition matters involving Property NSW 
as owner, lessee or agent). This policy sets 
out the procedures that apply when Valuation 
Services acts on behalf of the Valuer General 
in compulsory acquisition matters involving 
Property NSW as owner, lessee or agent.

• Valuation of land subject to coal seam gas 
lease or licence. This policy guides valuers and 
stakeholders on the methodology that is used to 
determine a land value impacted by coal seam 
gas exploration. The policy requires contract 
valuers to actively monitor coal seam gas mining 
projects in New South Wales.

• Valuation of land below high water mark (commercial 
waterfront occupancies). This policy prescribes the 
methodology used to determine a land value for land 
below high water mark that is used or that could be 
used for commercial activities.

During the reporting period an administrative review 
was undertaken on 19 policies and broad stakeholder 
consultation was undertaken for all new policies (5) 
or where policies required amendment (4). During 
the review 249 stakeholders were contacted on at 
least one policy and 12 responses were received.

Review outcome:

• 4 policies had content amended

• 19 policies had administrative changes only

• 2 policies are currently under review.

Customers and stakeholders (cont.)

http://www.valuergeneral.nsw.gov.au
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Newsletters, fact sheets and brochures

The Valuer General published newsletters in July 
2016 and January–February and July 2017. The 
January–February newsletter is issued with Notices 
of Valuation and the July newsletter is issued by 
councils with rates notices. 

 

Newsletter Key content

Number of 
newsletters 
and 
distribution 
method

July 2016 Land values and council 
rates, how land is valued, 
strata scheme land values, 
accessing further information.

1.1 million 
copies with 
rates notices

Jan–Feb 
2017

Introduction of interactive 
summaries, availability of 
property sales information, 
Fire and Emergency 
Services Levy, valuing 
adjoining land together for 
rates and taxes, accessing 
further information.

2.3 million 
copies with 
Notices of 
Valuation

July 2017 Land values and council 
rates, valuing rural land, 
valuing heritage properties, 
common valuation cycle for 
all land, Fire and Emergency 
Services Levy, accessing 
further information.

1.7 million 
copies with  
rates notices

Valuer General newsletters issued 2016 to 2017

Six new fact sheets were published to support the 
availability of bulk property sales information. The fact 
sheets include instructions on how to open data files 
and information on the data file structure and format.

The Office of the Valuer General reviewed all fact 
sheets and brochures during the reporting period. 
The brochure, Compulsory acquisition NSW Valuer 
General’s role and fact sheet, Compulsory acquisition of 
land were updated to address government reforms in 
response to reports by the Joint Standing Committee 
on the Office of the Valuer General, David Russell SC 
and Mike Pratt AM, Customer Service Commissioner.

Multicultural outcomes  
The Office of the Valuer General is working with 
Multicultural NSW to improve access to information 
about the valuation system for people of culturally 
and linguistically diverse backgrounds. 

During the reporting year, the Office of the Valuer 
General has added information about how to access 
translating and interpreting services to the website, 
publications and the letters Valuation Services 
sends to landholders. A link to translating and the 
interpreting service is on the home page of the 
Valuer General’s website. 

The Office of the Valuer General will continue 
to work with Multicultural NSW to improve the 
information we provide for people of culturally and 
linguistically diverse backgrounds.

Valuer General website 

Service type Count 

NSW globe total users 89,590

NSW globe unique users 39,489

Region portal unique visitors 746

LGA portal unique visitors 3,452

Region portal total page views 2,247

LGA portal total page views 10,680

Land value searches 200,639

Property address enquiries 95,097

Property sales enquiries 43,580

Title reference enquiries 22,419

Valuation sales reports 11,043

Valuer General’s website usage 1 July 2016 to 30 June 2017

Customers and stakeholders (cont.)
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Liaison with councils
Formal information sessions are offered to all 
councils by Valuation Services following the issue 
of new land values for rating. The sessions provide 
information relating to 2016 land values and general 
information on the valuation system.

Attending the sessions there were 75 councils, 
consisting of 61 non-metropolitan councils and 14 
metropolitan councils.

In addition, Valuation Services liaised with councils 
on a range of issues including:

• development in the council area, such as road 
projects and their effect on value

• windfarms, quarries and mines

• planning changes

• valuation methodology

• exchange of data.

The Office of the Valuer General liaised with councils 
regarding the issue of 2016 land values, adopting the 
new valuation cycle, content for the Valuer General’s 
July 2016 newsletter and uptake of the newsletter by 
councils to issue with their rates notices.

Liaison with Revenue NSW
Regular liaison meetings are held with Revenue NSW 
concerning the provision of land values for use in the 
management of land tax.

The Land Tax Management Act 1956 requires the 
Valuer General to determine the land tax threshold, 
premium rate threshold and related indices. The 
figures for the 2017 land tax year were published in 
the Government Gazette on 14 October 2016.  

Improvements
Improvements during the reporting period 
have primarily focussed on improved access to 
information, provision of preliminary reports before 
decisions are finalised and the implementation of a 
series of customer experience surveys.

Preliminary reports
Preliminary reports have been introduced for both 
objection reviews and determinations  
of compensation. 

Preliminary reports improve procedural fairness, 
providing the opportunity for owners to raise 
concerns, make submissions, provide further 

information and where possible resolve any issues 
prior to the finalisation of the report. Conferences 
provided a forum to discuss the report.

Before the determination of compensation is 
finalised, the preliminary valuation report is provided 
to the land owner and the acquiring authority with  
15 days to review and provide feedback. 

Before an objection is finalised the preliminary 
objection report is provided to the land owner with  
28 days to review and provide feedback. This 
includes 7 days allowance for postage.

Preliminary reports generally provide the land owner 
with the proposed outcome for their objection or the 
Valuer General’s determination of compensation in 
a shorter timeframe than prior to their introduction. 
Previously, objection decisions and determinations 
of compensation were issued as a final decision 
without the opportunity for review of the report.  
In some cases where additional consultation or 
conferences occur after the preliminary report is 
issued, timeframes for completion of the final report 
will be extended. 

New surveys
Four new surveys to measure aspects of our 
customer service and identify improvements have 
been implemented. The surveys were to measure: 
service from the customer service contact centre; 
specialist telephone advice post contact centre; 
the objection process and a survey for customers 
who have been issued with a determination of 
compensation when land has been compulsorily 
acquired. For further information on the survey 
relating to the determination of compensation see 
Valuations for compulsory acquisition, Improvements 
on page 33.

A suite of three surveys were developed in 2017 to 
assess the levels of customer satisfaction over three 
areas of customer service. These are:

1. Initial telephone contact:

• 1133 customers participated in the survey

• 81% agreed that their call was answered in a 
timely fashion

• 88% agreed that the customer service officer was 
helpful and respectful

• 83% agreed that the customer service officer  
was knowledgeable

• 50% of participants are net promoters.

Customers and stakeholders (cont.)
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2. Specialist telephone advice post contact centre 
(technical information):

• 186 customers participated in the survey

• 45% of respondents were from regional areas

• 30% metropolitan areas (remainder unidentified)

• 65% agree or strongly agree that they;

 –  were treated fairly

 – were listened to

 – were provided with consistent information.

3. Objection Process:

This survey will consider the end to end experience 
for landholders who lodge an objection to have their 
land value reviewed and will be fully implemented in 
the second half of 2017.

Interactive land value summaries 
Interactive summaries for all local government areas 
and 14 regions across the state were introduced.

The interactive portal enables customers to access 
valuation information summaries which illustrate 
land value trends, median land values, sale prices 
as well as typical land values. Information is 
provided for residential, commercial, industrial and 
rural properties.

The summaries were published in January 2017. 
There were 746 unique visitors who sought 
information on regional summaries and 3,452 
visitors who sought information on individual local 
government area summaries.

The summaries are available at  
www.valuergeneral.nsw.gov.au.

Valuation portal
The valuation portal provides the community, 
industry and government agencies with access to 
valuation products and services.

The valuation portal was introduced on 1 July 2016 
to improve online services, centralising valuation 
services and products. These services include the 
land value search, property sales enquiry, property 
address enquiry, title reference enquiry, lodging an 
objection, bulk property sales and updating  
address information. 

Bulk property sales information

From March 2017 bulk property sales information from 
1991 onwards was made available to all customers 
requiring information in a machine readable format for 
analysis. The information is available from the valuation 
portal. Data is refreshed weekly.

Since the data was released via the valuation portal, 
there have been over 700 data downloads.

New fact sheets to explain how to access bulk 
property sales information are available from the 
www.valuergeneral.nsw.gov.au.

Enhanced online objection facility
Enhancements to the online objection facility have 
streamlined lodgement for customers making 
multiple objections. Previously customers needed to 
lodge each objection as a single transaction.

Land value searches
From 1 July 2016 all land value searches were made 
free of charge. Previously non-owners paid a fee.

Customers and stakeholders (cont.)

http://www.valuergeneral.nsw.gov.au 
http://www.valuergeneral.nsw.gov.au 
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The Valuer General will continue to 
focus on providing a valuation system 
that is fair, transparent and accessible 
for landholders and stakeholders. 

Initiatives for 2017 to 2018 will focus 
on customer service, transparency, 
accurate and fair land values and 
business operations.

Initiatives include:

• Improving the information and data available 
on how land is valued through the publication 
of component reports which show how the 
benchmark property for a component is valued. 
The change in value from year to year for a 
benchmark property is used to value all land in 
the component by mass valuation.

• Improving the information and data available 
to customers about how valuers determine the 
added value of improvements when analysing 
property sales.

•  An independent review of the quality assurance 
program for land values to identify any areas 
for improvement.

• The expansion of customer feedback options to 
make it easier for customers to communicate with 
us and to inform business improvement activities.

• The engagement of KPMG by Valuation 
Services, to analyse current processes and make 
recommendations for business improvements. This 
will include the development of training manuals, 
and completion of a roadmap of prioritised 
improvements for future implementation. KPMG 
commenced work in June 2017.

Future initiatives
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Contractors and consultants
This information is provided in addition to statutory reporting requirements, following a recommendation 
of the Joint Standing Committee on the Office of the Valuer General. Statutory reporting requirements are 
addressed in the Department of Finance, Services and Innovation Annual Report 2016 to 2017.

Valuation Services

Consultants

Consultant Purpose Amount

KPMG Management Services. Business improvement project — analysis of 
current processes with recommendations for business improvements.

$325,000

ContractorsType Purpose

Project management Project management for the implementation of new Valuer General requirements under 
the Fire and Emergency Services Levy Act 2017 including planning, processes and 
systems and communications to landholders.

Crown Solicitor Advice in relation to section 62 of the Land Acquisition (Just Terms Compensation) 
Act 1991, the use of surnames in property sales information and valuations under the 
provisions of the Rookwood Necropolis Act 1901.

Project management Implementation of seven projects, enhancing Valnet and other systems to implement 
improvements to objection and compensation valuation processes, public information 
on land values and online services delivery.

Staffing resources Outsourced call centre and additional call centre staff for increased call volumes 
following the issue of Notices of Valuation and short term administrative support.

Office of the Valuer General
Expenditure on contractors and consultants by the Office of the Valuer General totalled $82,000 in 2016–2017.

Consultants

Consultant Purpose Amount

Jenjo Consulting Organisational review, a roadmap for future business and system 
requirements.

<$50,000

Contractors

Type Purpose

ServiceNSW Design of a new digital service for the supply of Notices of Valuation and associated 
customer services to support landholders.

Western Sydney University Quality assurance of data delivered by valuation contractors, including the provision of 
reports to the Valuer General.

Crown Solicitor Advice in relation to heritage restricted determination powers and valuation of land.

Total expenditures adjusted for inter-company transfer from Valuation Services to Office of the Valuer General for costs related to 
Fire and Emergency Services Levy implementation.

Finance
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Independent Pricing and Regulatory 
Tribunal (IPART) price setting for 
valuation services

The Valuer General is required to 
provide land valuation lists and 
supplementary lists to councils under 
the Local Government Act 1993. These 
services are declared as government 
monopoly services under the 
Independent Pricing and Regulatory 
Tribunal Act 1992. IPART determines 
the prices that the Valuer General can 
charge for these services. 

The price includes allocated costs for corporate 
services, operational ICT and access to spatial and 
titling information. The cost of the valuation system 
is shared between councils and Revenue NSW.

In 2014, IPART reviewed the pricing of monopoly 
valuation services and published its report setting 
prices for the five year period from 1 July 2014 to  
30 June 2019. The prices are set to increase over  
the five years by the Consumer Price Index.

For the 2016 to 2017 year, IPART set the maximum 
prices to: 

• residential land $5.65

• non-residential land $12.42.

The Valuer General’s charges for valuation services in 
2016 to 2017 were set in accordance with the maximum 
prices allowed under the IPART determination.

The overall average cost per valuation was $18.80. 

In comparison the cost per valuation for the 2015 to 
2016 reporting year was $18.68. 

Crown Solicitor’s Office

Costs of the NSW Crown Solicitor’s 
Office for the provision of valuation 
related legal services are funded 
through the Attorney General’s core 
fund. These costs are not recorded in 
the following valuation system financial 
report 2016 to 2017 as they are not 
met by the Valuer General and are not 
included in the charges to rating and 
taxing authorities.  

For the 2016 to 2017 reporting year, there were 
34 valuation matters managed by the Crown 
Solicitor’s Office. The total cost of valuation related 
legal services provided by the Crown Solicitor’s 
Office was $759,268.05 ($282,589.95 in fees and 
$476,678.10 in disbursements).

Finance (cont.)



Financial report — activity based costing
In response to the recommendations on financial reporting made by the Joint Standing Committee on the Office of the Valuer General, an activity-based 
reporting system that includes overheads and revenue was introduced in the 2014 to 2015 reporting year. This reporting system is based on IPART cost 
methodology. The tables below are generated using the activity-based reporting system. 

Mass 
Valuations 
(‘$000)

Land 
Management & 
Supplementary 
Valuations 
(‘$000)

Objections 
to Court 
(‘$000)

Objections 
Review 
(‘$000)

Communications 
(‘$000)

Administrative 
Costs 
(‘$000)

Audit 
(‘$000)

Total Mass 
Valuations 
(‘$000)

Valuer 
General 
Office 
(‘$000)

Just Terms 
(‘$000)

Special 
Valuations 
(‘$000)

Total 
Valuations 
(‘$000)

Total revenue 47,170 0 0 0 0 0 0 47,170 0 4,128 1,042 52,340

Salaries and on-costs1 2,913 1,959 13 359 1,342 4,124 1,145 11,855 1,251 1,515 92 14,712

Other staff related 26 30 0 11 21 41 8 137 6 12 1 156

Accommodation and 
maintenance2

222 263 2 82 175 355 86 1,186 64 100 7 1,357

Postage and phones3 51 2 0 5 2,247 3 0 2,308 1 0 0 2,309

Production 10 22 0 4 0 6 0 42 2 0 0 44

Electronic data 
processing4

704 12 0 5 0 28 0 749 25 0 0 774

Travel and motor 
vehicles

114 14 1 9 37 95 57 326 2 40 4 372

Contractors and 
consultants5

716 0 0 29 95 40 0 880 82 0 0 961

Valuation contracts6 19,238 0 0 6,444 0 0 234 25,916 0 2,834 582 29,332

Other 39 27 0 7 0 31 0 105 9 0 0 114

Depreciation 145 117 0 12 0 43 0 317 8 0 0 324

Total direct valuation 
and Valuer General 
Office expenses

24,177 2,447 17 6,967 3,916 4,767 1,530 43,821 1,448 4,501 686 50,456

Corporate overheads7 280 150 1 78 184 467 40 1,200 78 58 3 1,340

TRS 496 0 0 0 0 0 0 496 0 0 0 496

Graphic Services8 0 0 0 0 903 0 0 903 0 0 0 903

Total indirect costs 776 150 1 78 1,087 467 40 2,599 78 58 3 2,739

Total expenses 24,954 2,597 18 7,045 5,002 5,233 1,571 46,420 1,526 4,559 689 53,194

Valuation system financial report 2016 to 2017. Valuer General Report 2016 to 2017 (Distribution reflects IPART costing methodology).
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2016–17 2015–16 Variation % Variation

Total 
Valuations 
(‘$000)

Total 
Valuations 
(‘$000)

Variation 
in Total 
Valuations 
(‘$000)

Variation in  
Total 

Valuations 
(%)

Total revenue 52,340 51,940 400 1%

Salaries and on-costs 14,712 13,769 943 7%

Other staff related 156 140 16 11%

Accommodation and maintenance 1,357 827 530 64%

Postage and phones 2,309 635 1,674 264%

Production 44 55 (11) -19%

Electronic data processing 774 72 702 975%

Travel and motor vehicles 372 458 (86) -19%

Contractors and consultants 961 605 356 59%

Valuation contracts 29,332 26,487 2,845 11%

Other 114 45 69 153%

Depreciation 324 309 15 5%

Total direct valuation and Valuer 
General Office expenses

50,456 43,402 7,054 16%

Corporate overheads 1,340 3,922 (2,582) -66%

ICT operational9 2,517 (2517) -100%

Spatial9 904 (904) -100%

TRS 496 657 (161) -24%

Graphic Services 903 1,347 (444) -33%

Total indirect costs 2,739 9,346 (6,607) -71%

Valuation system financial report 2016 to 2017. Valuer General Report 2016 to 2017 
(Distribution reflects IPART costing methodology).
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Notes  
All amounts have been rounded to the nearest thousand dollars ($'000), which has resulted in 
minor rounding errors in some totals, subtotals and percentages.

1. Salaries and on-costs exclude all superannuation expenses from the general ledger. These   
 amounts are volatile over time and are replaced with a calculated figure equal to 11% of the total  
 of salaries and wages, recreation leave and overtime.

 Total Valuations salaries and on-costs is $943k higher than FY 15–16  due to hired temp agency  
 staff and additional FTEs employed to fill vacancies.

2. Total Valuations accommodation and maintenance is $530k higher than FY 15–16 due to the  
 charging of rent for Queens Square and Bathurst accommodation. This was previously not  
 charged as rent as LPI owned the buildings. These costs were previously charged in corporate  
 overheads and not direct costs.

3. Total Valuations postage and phones is $1,674k higher than FY 15–16 due to the issue of all   
 Notices of Valuation in a single year.

4. Total Valuations electronic data processing is $702k higher than FY 15–16 due to licence costs  
 being charged to Valuation Services directly, as opposed to being charged via the ICT  
 operational line in FY 15–16 as an overhead.

5. Total Valuations contractors and consultants costs were $356k higher than FY 15–16. The  
 increase is predominantly $325k for a review of the current and future state for Valuation   
 Services including the development of procedures manuals and user guides.

6. Total Valuations contracts were $2,845k higher than FY 15–16, largely due to an increase in  
 objections contracts to respond to additional objections received due to the issue of all Notices  
 of Valuation in a single year.

7. Total Valuation corporate overheads is $2,582k lower than FY15–16, as only the corporate charge  
 from DFSI was allocated to Valuation Services in FY 16–17. Corporate Overheads in FY 15–16,   
 prior to LPI separation, also included accommodation and maintenance costs (which are   
 now separately charged) and allocations of salaries & wages and other operating costs from   
 a number of LPI cost centres that were considered administrative overheads and allocated   
 back to LPI divisions. Property Advisory Group overheads were also not charged to   
 Valuation Services in FY 16–17 accounting for a large proportion of the reduced costs.

8. Total Valuations Graphic Services costs of $903k in FY 16–17 are primarily printing costs for 
 Notices of Valuation. The costs were not charged from Graphic Services to Valuation Services,  
 despite the two being independent business units. However, the costs have been included here  
 to reflect the true cost of valuations.

9. The FY 16–17 report does not include allocations for ICT operational or spatial costs; similar to   
 reasons above, prior to LPI separation these were costs that were considered overheads to be  
 allocated back to the divisions, when Valuation Services formed part of the larger LPI conglomerate.  
 Upon separation, these costs were no longer relevant based on Valuation Services operating as   
 an entirely independent business unit. ICT operational costs have been included in electronic data  
 processing costs. Spatial data is generally provided as open data and is not charged for. 



13Performance 
measures
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Performance measures

Key performance indicators 2012–13 2013–14 2014–15 2015–16 2016–17 Target
Total valuations issued for rating and 
taxing purposes1

1,689,220 1,725,392 1,850,887 1,820,393 3,592,2152 —

Total valuations on Register of Land 
Values at 30 June

2,470,531 2,485,796 2,505,206 2,529,278 2,550,147 —

Total Notices of Valuations issued 854,094 827,302 947,666 888,841 2,668,4083 —

Customer service 

Total number of calls 34,255 31,286 23,641 26,364 34,428 —

% of calls resolved on first contact 92% 93% 82%4 85% 88% 85%

% of calls responded to within 3 days 99% 99% 98% 90% 83% 90%5

Ratepayers

% Notices of Valuation issued within  
31 days of completion

97% 92% 96% 96% 90%6 98%

% Notices of Valuation for general valuation 
issued to landholders by delivery date

100% 100% 100% 100% 100% 100%

% general valuations land values issued to 
relevant councils by delivery date

100% 100% 100% 100% 100% 100%

% supplementary valuations to councils 
within 31 days

100% 100% 100% 100% 100% 100%

Revenue NSW

% objections to land values for land tax 
completed within  90 days

60% 63% 77% 64% 52%7 85%

% objections to land values for land tax 
completed within 120 days

75% 77% 94% 84% 82%7 90%

% objections to land values for land tax, 
where land value is greater than $1m, 
within 120 days

79% 78% 93% 85% 88%7 95%

% of final land values issued to  
Revenue NSW by delivery date

100% 100% 100% 100% 100% 100%

Supplementary valuations

Total supplementary valuations issued 52,321 53,767 81,2258 53,284 52,286 —

Average days to complete 34 days 33 days 36 days 36 days 38 days <60 days 

Statistical quality measures for  
land values

% Council areas meeting all standards — 
Residential9

93.8% 97.7% 98.5% 98.6% 98.6% 90%

% Council areas meeting all standards — 
Business / Industrial9

85.3% 86.1% 89.4% 88.5% 87.2% 85%

% Council areas meeting all standards — 
Rural9

77.7% 78.5% 85.2% 84.0% 86.7% 75%
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Key performance indicators 2012–13 2013–14 2014–15 2015–16 2016–17 Target
Objections

Number of objections received for  
all valuing years

6,249 4,814 4,933 7,051 9,30610 —

Number of objections completed for  
all valuing years

5,994 5,725 4,346 6,692 7,830 —

Number of objections received as a  
% of valuations issued

0.37% 0.28% 0.27% 0.39%11 0.26% —

% objections to land values completed 
within 90 days

59% 67% 76% 50% 55%7 80%12

% objections to land values completed 
within 120 days

73% 80% 92% 73% 86%7 90%

% objections to land values completed 
within 180 days

96% 96% 99% 96% 94%7 98%13

Average number of days to complete 
objections

89 days 81 days 69 days 80 days 83 days7 75 days14

% of objections that led to a change in 
land value15

30% 22% —

Performance measures (cont.)

Notes 

1. A land value can be counted more than once when used for council rates and land tax.

2. Notices of Valuation were issued for all LGAs in 2017 to align the valuing year for all properties in preparation for the proposed Fire  
 and Emergency Services Levy. This has increased the number over previous years.

3. There are more Notices of Valuation issued than total valuations on the Register due to Notices for multiple valuing years being   
 issued for some properties for rating purposes.

4. Manually calculated as outsourced call centre withdrew at short notice and calls were brought in house.

5. KPI of 95% was changed to 90% in 2014 to 2015 to accord with the Service Level Agreement in place between the Valuer General   
 and Land and Property Information. 

6. The issuing of supplementary Notices of Valuations for the 2016 valuing year was suspended due to the issue of Notices of   
 Valuation for all properties in preparation for the Fires and Emergency Services Levy and resulted in the KPI not being met.

7. Implementation of preliminary objection reports commenced in February 2017 and impacted on timeframes to finalise objections.   
 The preliminary report provides 28 days for the landholder to review and provide feedback. Preliminary report objection decisions   
 are provided to owners: 71% within 90 days, 89% within 120 days and 95% within 180 days. 

8. Increase in supplementary valuations due to new local environmental plans issued in LGAs.

9. Where an appropriate number of analysed sales (five or more) is not available for a zone, the LGA is not included in the measure.

10. The issue of Notices of Valuation for all properties in a single year has resulted in an increase in the number of objections.

11. Reported in the 2015 to 2016 annual report as 0.37% which was incorrectly calculated using objections completed rather than   
 objections received.  

12. KPI of 85% changed to 80% in 2014 to 2015 to accord with the Service Level Agreement and to recognise the increase in processing  
 times as landholders have more opportunity to raise concerns. 

13. KPI of 95% changed to 98% in 2012 to 2013 to encourage and support further improvements in service.

14. KPI of 90 days changed to 75 days in 2012 to 2013 to encourage and support further improvements to service.

15. First reported in 2015 to 2016 annual report.
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