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“TO SUPPORT AND DEVELOP A SUSTAINABLE, THRIVING ANDRESILIENT
COMMUNITY THROUGH LEADERSHIP AND PARTNERSHIP”




| ntroduction

Indigo Shire Council believes that excellent custoer service involves
sharing knowledge and information to make Indigo Shre a better place
for its residents.

Excellent customer service is everyone’s respolityiband is both a duty and an
opportunity to engage with people in a positiveamegful way.

Excellent customer service contributes significantd the perception residents have
about the Council and the way we do business.

Excellent customer service means the customer'dsnkeave been met and Council staff
develop pride and satisfaction in doing their jodllw

Indigo Shire Council believes that our customeesaur highest priority.
Our customers are:-

residents - government agencies
ratepayers - staff

not-for-profit organisations - councillors
contractors - volunteers

visitors - consultants
businesses . contractors




Qur

Customer Service
Mission

We want to achieve:-

a positive relationship with our customers based ortrust, honesty and
mutual respect;

an environment and culture where our people are dedated to providing
excellent customer service; and

a consistently high standard of customer service tall of our customers.

To achieve this we need to:-
follow this Customer Service Charter;
foster a “can-do” attitude amongst staff;

continually support opportunities for co-operatianoross all functions of the
organisation;

continually reinforce and develop the skills of opeople in listening,
communication and personal interaction;

circulate feedback across all departments;
provide appropriate systems to support customeicgeprocesses;
monitor our standards of customer service acrasstanisation;

use every opportunity to raise community perceptiohthe role of Indigo Shire
Council — who we are and what we do;

deploy sufficient staff to develop relationshipgswour customers; and

continue investment in training and development copymities supporting
customer service.




Qur

Customer Service

Standards

Face to face: We will:-

acknowledge all customers on
arrival with a smile;

actively listen to our customers;
be open, accountable and responsive;
strive to exceed our customers expectations;

ensure all customers are treated in a courteowspectful and professional
manner;

be conscious of potential audiences when discusinfjdential information and
offer a more private location if required,;

deliver information that is current and in plaindgmage;
provide an avenue for feedback at all service gopatd
wear an ID badge, in a prominent position.

By telephone: We will:-
handle all calls within five (5) rings;
respond with “good morning/afternoon or welcoméniigo Shire, this is (name)”;
take responsibility for every call we receive, neljess of the subject matter;

use group pickup or diversion on our phones wherargeaway from our desks or
on leave;

never ignore a ringing phone;
respond to customer phone calls within two (2) wagldays;
introduce the caller and provide relevant detaltemwtransferring calls; and

make sure our work area is staffed, or ensure soen&contactable at all times
during normal business hours.




In correspondence: We will:

provide a written hard-copy response within 14 virggkdays or an email within 5
working days;
use our out-of-office auto-reply system acknowledgemails and advising when
we will return;

provide acknowledgement and regular updates ofgaest where it cannot be
completed within 14 working days;

use clear, simple and concise language, avoidnggfa and

include an appropriate contact name, address, hetep number and email
address for Indigo Shire Council.

Online: We will:-

provide a comprehensive online
service where customers can
access information when needed;

ensure information is current,
accurate, timely and relevant;

ensure our website is accessible
and user-friendly;

meet international guidelines for
accessibility;

use clear, simple and concise
language, avoiding jargon;
offer feedback options; and
include a contact address,
telephone number and emalil

address for the Indigo Shire
Council.

At meetings (internal and external): We will:-
be punctual or provide advice of non-attendandateness;

turn mobile phones off or to silent before meetiagst;

arrive prepared and briefed for all meetings;

actively participate and professionally represeot@il;

wear an ID badge, in a prominent position;

ensure Minutes are distributed within 10 workingsiaf the meeting;

be flexible in scheduling venues and times of nmggsti where possible;
take responsibility for all Council rooms and resms when utilised; and
ensure the venue is left tidy at the conclusioalbfeetings.




We measure success by:-

regularly asking our customers about the servieg thceive from us and using
their feedback to improve our services and stargjard

noting improved ratings from the Customer Serviomponent in the Local
Government Community Satisfaction Survey; and

monitoring and reviewing customer service standatdsast annually.

With complaint resolution: We will:-
treat customer complaints seriously, confidentialtgl in a professional manner;
Offer help in lodging a complaint, where needed,;

provide information on how, when, where and to whormake a complaint;
explain the complaint resolution process;

respond to all formal complaints, in writing, withi4 working days;

forward written complaints to the Corporate Infotroma Management
Department for registering; and

record verbal complaints in our customer servispoase system.




