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Customer Hub  

The Customer Hub is a single point of access for customers to interact with all Spatial Services staff 
and supports our drive to deliver improved customer services. 
 
The Customer Hub is designed to better facilitate, track, manage and streamline customer requests. 
Once a request is submitted through the Customer Hub, a ticket is raised, and customers will be able 
to monitor and track the status of their request as it is processed. 
 
Customers create a free account which they access with a username and password. Through their 
account, customers can: 

• view real-time status updates on requests 

• view a complete record of requests from lodgement through assessment to decision 

• access all request documentation and correspondence 

• correspond with DCS Spatial Services. 

System requirements 

To use the Customer Hub, customers need a: 
• computer, not a mobile phone or IPAD 

• internet connection 

• commonly used and recent web browser (for example Chrome, Firefox, Safari, or the latest version of 
Microsoft Edge). Internet Explorer is not supported. 

• email address. 

 
Customers will not be able to access the Customer Hub if they are using older versions of browsing 
software, for example Microsoft Edge. 

Getting help using the Customer Hub 

Call +61 2 6332 8200 8.30am- 4.30pm Monday to Friday. 
  



DCS Spatial Services Customer Hub  

 
DCS Spatial Services Customer Hub – Guide for Survey Customers  2 

 

Create an account/log in 

To use the Customer Hub, customers first create an account here:  

https://customerhub.spatial.nsw.gov.au/servicedesk/customer/portals  

An account is based on an individual’s email address. Account set up is instantaneous. The customer 
will receive an email confirming their account is set up and listing their username which is their 
email address. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

https://customerhub.spatial.nsw.gov.au/servicedesk/customer/portals
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Sharing requests in an organisation 

An organisation can request DCS Spatial Services to allow specific employees within the organisation 
to share access to requests by submitting an enquiry as below.  
 

 
Here is an example of an enquiry that would need to be submitted. Bob Smith has recently joined 
Albury City Council and has created a Customer Hub account (refer to page 2). Daniel Sanese is Bob’s 
Manager and would like to allow him access to their requests so has submitted this enquiry to the 
team to set up the sharing arrangement. Daniel would receive confirmation once this is created and 
the team would then verify this request before advising Daniel and Bob of the outcome. 
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Once set up in the Customer Hub, the employee can see and work on requests: 

• they have submitted 

• requests submitted by other employees within the same organisation. 
 
Sharing functionality does not extend to anyone who is not a member of the organisation – for 
example a contractor who is working on a project for a short time. 
 
Organisations are responsible for reviewing the membership of their sharing arrangement at least 
every six months. This is necessary to ensure confidentiality over the organisation’s requests which 
can sometimes include commercial in confidence information. For example, if an employee leaves 
the organisation, the organisation is responsible for removing that person from the sharing 
arrangement. Refer to ‘Removing a user from an organisation’s sharing arrangement’ below for the 
process to follow. 
 
All customers in the sharing arrangement will receive notifications whenever a change is made to 
any request. Within the Customer Hub a user can choose to turn notifications off for individual 
requests.  
 
The example below shows the customer can choose to view their own requests or those submitted 
for the organisation ‘test-brad’.  
 
 

 
 
Under the organisation sharing arrangement, requests submitted by the customer will be set to 
‘Private request’ by default. At the time of lodging a request, the customer can elect not to share the 
individual request as shown below. 
 



DCS Spatial Services Customer Hub  

 
DCS Spatial Services Customer Hub – Guide for Survey Customers  5 

 

 
 
 

Removing a user from an organisation’s sharing arrangement 

Once a customer has left an organisation, the organisation is responsible for removing this user from 
the organisation’s sharing arrangement. These are the steps to follow. 
 
 

1. Go to Survey Services. 

 
 

2. Select Remove organisation request. 

 
3. Search and then select the user you would like to remove. Then select create. This user is 

then automatically removed from the sharing arrangement. 
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Reassigning a request/s 

If a customer would like to reassign a request/s to another staff member within the organisation (i.e. 
a customer has left your organisation and then need to reassign their request/s), please follow the 
process below. Please note this process would need to be followed after you have followed the 
above process ‘Removing a user from an organisation’s sharing arrangement’. 
 

1. Go to Enquiries and data. 
 

 
 

2. Go to Make an enquiry. 
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3. Complete the fields below and create the request. Include specific details including the 
names of the new and previous staff members and the request/s you would like reassigned. 
The Spatial Services team will then action this request and reach out to you for any 
clarifications etc. The new staff member will then be allocated and receive email notification 
of the change. It is important that the new staff member has created a Customer Hub 
account (see page 2 above). 
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Log out 

Customers can logout from any screen by clicking on the round circle at the top right of the screen 
and selecting Log out. 
 
 
 
 
 
 
 
 

Forgot password 

Customers can reset their password by accessing the login page and clicking on the ‘Forgot your 
password’ link. The customer will be taken to the screen shown below. The customer enters their 
Username which is their email address and clicks on Email me. The customer will receive an email 
with a link in it. The customer clicks on that link to create a new password. 
 
 
 
 
 
 
 
 
 
 
 
 
 

Create avatar (image) 

Customers may wish to personalise their account with an image visible both to themselves and DCS 
Spatial Services. Customers click on the round circle at the top right of the screen and then select 
Profile. Once in their Profile customers select Edit your profile, and then Change avatar. Customers 
may drag/drop or upload an image and click on save. 
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Survey Services 

Once a survey customer logs into the Customer Hub, they arrive at the home page. If the customer 
has recently used a form, the Customer Hub will offer that form on the home page. To see all the 
Surveying online forms, select Survey Services. Do not select “Enquiries and data” as this option is 
for non-surveying related enquiries, data requests and feedback. 
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Survey online forms 

After selecting Survey Services on the home page, the customer reaches the Survey online forms as 
shown below. 
 
Survey online forms previously on the DCS Spatial Services website are now only accessible in the 
Customer Hub. Forms include lookup tables, dropdown boxes and error messages to guide form 
completion. 
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Online forms - lookup tables 

Customers can search lookup tables by: 

• typing in the first letter of the organisation/LGA etc. or 

• using the down arrow to the right of the lookup table to scroll through the options. 
 
Important to note that the optional organisation field is for an organisation that is not in the drop-
down list. 
 
There is also a magnifying glass search option to the right of the drop down box, however it does not 
provide any additional searching functionality. 
 
 
 
 
 
 
 
 
 
If the drop-down lists do not appear on a DCS Spatial Services Customer Hub form, you will need to 
refresh your browser by using Ctrl + F5 (or Command + Shift + R if you are using a Mac), then close 
and re-open the page. The drop-down options should then be available. 
 
If refreshing your browser does not resolve the issue, please try another browser. The preferred 
browser for using the DCS Spatial Services Customer Hub is Google Chrome, Firefox, Safari and the 
latest version of Microsoft Edge are also supported. Internet Explorer is not supported by the DCS 
Spatial Services Customer Hub. 

Online forms – error messages 

Error messages assist customers to accurately complete online forms, which in turn enables prompt 
assessment by the DCS Spatial Services team. Error messages will appear if: 

• mandatory fields are not completed.  Fields are mandatory, unless identified on the form as 
(optional). A red error message appears next to the mandatory field where information 
needs to be entered. 

• fields have not been entered correctly. An error message appears at the top of the form 
explaining the correction required. 

• important to note that automatically scrolling to the error message won’t occur, so it is 
important you complete all mandatory fields. 
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Lodgement confirmation 

When a request has lodged successfully, a screen will appear showing the completed request 
(example below). Notice in the top line, a SO number has appeared, this is the unique number 
allocated to the request.  
 
A copy of the completed request is also: 

• emailed to the customer 

• saved in the Customer’s account in the Customer Hub. 
 
Customers may: 

• complete another request or view all their requests by clicking on Raise a Survey Operations 
request 

• exit the portal completely by simply closing the window. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Customers cannot reply to emails 

Customers cannot reply to email notifications. Instead, customers log into the Customer Hub, select 
the relevant request, and reply by adding a comment/questions or attachment. 
 
If the customer replies to the email they will receive the following error message. Unfortunately, this 
message cannot be modified. DCS Spatial Services is working on a solution whereby customers can 
reply to emails they receive. 
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Commenting or adding information 

Customers can’t reply to email notifications. Instead, customers log into the Customer Hub to 
communicate with DCS Spatial Services. 
 
Customers comment on a request by typing in the “Comment on this request.” box. A customer may 
comment if they are providing an explanation, providing an update, asking a question or 
withdrawing the request. Documents can be added to the comment. Please note when adding or 
attaching files they need to be stored locally to enable drag and drop. 
 
Any communication from DCS Spatial Services in relation to a request (including emails) can be 
viewed by the customer in the Customer Hub at any time. 
 
When the customer is ready to submit the comment/additional information to DCS Spatial Services, 
they click on the Add button. 
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View requests 

Customers can view their requests from any page by clicking on the Requests button in the top right-
hand corner of the page.  
 
 
 
 
The requests screen allows customers to track the status of requests, provide comments for the 
Survey team to address and share the request with other customers. The image below left shows a 
customer has four open requests: 

• SO-299 is a Survey Mark Removal (SMR) request with status of IN REVIEW 

• SO-315 is a Regulation Approval (SGA) request with status of IN REVIEW 

• SO-353 is an Exemption (SGE) request with status of NEW 

• SO-350 is a Project Data Submission (PDS) request with status of NEW. 

 

 
 
The customer selects from the drop-down box to view requests which are open, closed, or requests 
of any status to see all requests. 
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Customers can also access your requests via the hyperlink in the email/s you receive as below. 
 

 

Request status 

Customers could see any of the following status next to a request 
 

Status DCS Spatial Services action 

New Request has been received 

Invalid Request has been terminated e.g. was an accidental submission 

In Review Request is being reviewed 

Pending Customer Request review is paused while waiting for information from the customer 

Abandoned Request terminated at customer request 

Approved Request has been approved 

Rejected Request has been rejected 

Appeal Request Request appeal is being considered 

 

Notifications 

Each request has notifications turned on. This means the customer will receive an email notification 
when DCS Spatial Services: 

• seeks additional information from the customer or 

• approves/not approves a request. 
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To avoid missing important emails, customers should not select the Don’t notify me option. 

 

Download a document 

Customers cannot export a request; however customers receive: 

• an email with a copy of their initial request lodgement and 

• further emails each time an update is made to the request. 
 
Customers can download individual attachments from a request. To do this, Customers hover over 
the attachment/document name, right click and select Save Link As, and select the location to save 
the document in. The document will download in PDF. 

 
 
 
 
 
 
 

 
 
 


