
City Contractor Upgrade Process



All Upgrade Requests should be submitted 
using the Subcontractor Portal



CIMS Work Orders

Reactive/Project/Quoted/ADHOC works should not commence under any 
circumstances without receiving a City Work Order.

Example of a Work Order 



Upgrade Requests – Subcontractor Portal 

All works over $500.00 
ex. GST in value require 
an Upgrade to be 
lodged within the 
Subcontractor Portal. 

Any additional 
upgrades required 
within the same job 
need to be emailed 
through to the One 
Stop Shop using the 
Upgrade Request form 
(sent through with all 
Work Orders)



Upgrade Requests – Urgent Process

Store employee contacts City Helpdesk 
to report fault and request job to be 

logged. 

Job is allocated to appropriate resource, 
and Work Order document is emailed to 

Contractor with job details. 

Contractor will assess job at hand, 
provide an ETA and complete as soon as 
possible if job is under $500.00 ex. GST

When on site, if the job is expected to 
go over $500.00 ex. GST an Upgrade 
Request is required via the One Stop 

Shop.

Contractor's first point of contact is the 
One Stop Shop for all URGENT Upgrade 

Requests and Upgrade enquiries

When on site, if job is urgent or can be 
completed immediately the Contractor 

must phone OSS on 1800 040 585 
(Option 1) to request approval before 

completion

During phone call to OSS the Contractor 
must provide a thorough break down of 

costs including a labour/parts split. 

OSS will phone City Operations Manager 
for verbal approval

If verbally approved, OSS will advise 
contractor over the phone that they can 
proceed with works, and who approved 

the works. 

Contractor will receive a City Purchase 
Order after the phone call.

Please note, there will always be a 
negative line on the PO, this is 

generated by the system and does not 
affect the contractor's approved 

amount.

If declined - The OSS will contact the 
contractor to advise



Upgrade Requests – Non-Urgent Process

Store employee contacts City Helpdesk 
to report fault and request job to be 

logged

Job is allocated to appropriate resource, 
and Work Order document is emailed to 

Contractor with job details

Contractor will assess job at hand, 
provide an ETA and complete as soon as 
possible if job is under $500.00 ex. GST

If Job is expected to go over $500.00 ex. 
GST an Upgrade Request is required via 

the Subcontractor Portal

Contractor's first point of contact is the 
One Stop Shop for any Upgrade 

enquiries

If the job is not urgent or can be 
completed at a later date, the Upgrade 

is to be lodged in the Subcontractor 
portal

Contractor must provide a thorough 
break down of costs including a 

labour/parts split using the Upgrade 
Request form on the portal

Once selecting submit in the portal, the 
system will send the approval request to 
the City Operations Manager for review

If Approved - The contractor will receive 
a Purchase Order which is the form in 
which an approval is provided to every 

contractor. Please note, there will 
always be a negative line on the PO, this 
is generated by the system and does not 

affect the contractor's approved 
amount.

If declined - The OSS will contact the 
contractor to advise

If returned- Manager's can return 
requests to OSS to amend requests or 

request more information



Summary – Upgrade Requests

Please note, the Upgrade Process applies to all Reactive, Project, Quoted and ADHOC works. 
No Purchase Order will result in No Payment. 

One Stop Shop 
• All Upgrade Requests need to be lodged using the Subcontractor Portal (prior to completion of works) 
• One Stop Shop is first point of call for all contractor Upgrade enquiries and Further Upgrade Requests 
• One Stop Shop are available Monday – Friday 7am – 6pm (Australian Eastern Standard Time)
• If an urgent Upgrade Request is required outside of OSS business hours, please call the City Helpdesk 
• All jobs above $500.00 ex. GST require an Upgrade Request/Approval including reactive/project/quoted/ADHOC works 
• One Stop Shop general enquiries – onestopshop@city-holdings.com.au
• One Stop Shop urgent enquiries – Australia: 1800 040 585 (Option 1) & New Zealand: 0800 040 585 (Option 1) 
• If you email an urgent request to OSS, add URGENT to your email subject matter 
• To login to the Subcontractor Portal you just need to use the same login details you would use to closedown your jobs 

(https://jobclosedown.cityholdings.com.au) 

Accounts Payable 
• All contractor jobs and single PPMs need to be lodged using the Subcontractor Portal 
• Ensure before invoicing City, jobs above $500.00 ex. GST have an Upgrade Approval 
• Ensure you have closed down the job or PPM you are needing to invoice 
• All reactive jobs and single PPMs need to be lodged with service sheets showing sign off of the job from site 
• Accounts Payable deal with ALL invoicing/payment enquiries – accounts.payable@city-holdings.com.au
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