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Practice number 104.1 

Practice title Customer Service Delivery 

 

Practice purpose: 

This practice supports the Customer Service Delivery Policy of the Town of Victoria Park. The purpose of this 

management practice will ensure: 

 

 Procedures demonstrate consistency, fairness and transparency in relation to customer service delivery at the 

Town; 

 The ongoing review of customer service delivery to align to the community’s needs; and alignment with 

industry best practice standards. 

Practice definitions: 

Nil 

Practice statement: 

The Town will: 

 Adopt a customer-focused approach encouraging open communication and a commitment to resolving 

concerns and complaints; 

 Ensure all staff are aware of the Customer Service Delivery Policy and Management Practice, Customer Charter 

and Service Standards and Behaviours expected;  

 Enter all customer correspondence into the Town’s records management system; 

 acknowledge when customer correspondence is received and respond in a timely and courteous manner; 

 Ensure anyone who complains about a Town service or product can easily lodge a complaint and we will 

openly communicate ways to do this; 

 Investigate complaints with objectivity and fairness; and in accordance with the procedure outlined in a 

separate document; 

 Identify trends to eliminate causes, improve customer service outcomes, and assist with developing customer 

improvement initiatives. 

Responsibilities, Rights and Roles  

Customer responsibilities:  

 Treating staff of Council with courtesy and respect  

 Clearly identifying to the best of their ability the issues of complaint, or asking for help from Council staff to 

assist them in doing so  

 Providing to the best of their ability, all the relevant information available to them at the time of making the 

complaint  

 Being honest in all communications with the Council  

 Informing Council of any other action they have taken in relation to their complaint  

 Cooperating with staff who are assigned responsibilities to assess, investigate, resolve, determine or otherwise 

deal with their complaint.  
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If complainants do not meet their responsibilities, Council may consider placing limitations or conditions on their 

ability to communicate with staff or access certain services.  

Council has a zero tolerance policy in relation to any harm, abuse or threats directed towards its staff. Any conduct of 

this kind may result in a refusal to take any further action on a complaint or to have further dealings with the 

complainant. Any such conduct of a criminal nature will be reported to police and in certain cases legal action may 

also be considered.  

 

Customer Rights:  

 To make a complaint and to express their opinions in ways that are reasonable, lawful and appropriate 

 To a reasonable explanation of the Organisation’s complaints procedure, including details of the 

confidentiality, secrecy and/or privacy rights or obligations that may apply  

 To a fair and impartial assessment and, where appropriate, investigation of their complaint based on the 

merits of the case  

 To a timely response  

 To be informed in at least general terms about the actions taken and outcome of their complaint  

 To be given reasons that explain decisions affecting them  

 To at least one right of review of the decision on the complaint 

 To be treated with courtesy and respect  

 

Staff responsibilities 

 Providing reasonable assistance to complainants who need help to make a complaint and, where appropriate, 

during the complaint process  

 Dealing with all complaints, complainants and people or organisations the subject of complaint professionally, 

fairly and impartially  

 Giving complainants or their advocates a reasonable opportunity to explain their complaint, subject to the 

circumstances of the case and the conduct of the complainant  

 Giving people or organisations the subject of complaint a reasonable opportunity to put their case during the 

course of any investigation and before any final decision is made  

 Informing people or organisations the subject of investigation, at an appropriate time, about the substance of 

the allegations made against them and the substance of any proposed adverse comment or decision that they 

may need to answer or address  

 Keeping complainants informed of the actions taken and the outcome of their complaints  

 Giving complainants reasons that are clear and appropriate to their circumstances and adequately explaining 

the basis of any decisions that affect them  

 Treating complainants and any people the subject of complaint with courtesy and respect at all times and in 

all circumstances  

 Are responsible for familiarising themselves with this practice 

Staff have the right:  

 To determine whether, and if so how, a complaint will be dealt with  

 To finalise matters on the basis of outcomes they consider to be satisfactory in the circumstances  

 To expect honesty, cooperation and reasonable assistance from Organisations and people within jurisdiction 

who are the subject of a complaint  

 To be treated with courtesy and respect  

 To a safe and healthy working environment  

 To modify, curtail or decline service (if appropriate) in response to unacceptable behaviour by a customer.  
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The Chief Executive Officer  

 
In consultation with relevant staff, has the responsibility and authority to restrict a customer’s access to Council’s 

services. When doing so they will take into account the criteria outlined in the Customer Care Manual for dealing with: 

unreasonable persistent customers.    

Chief Officers and Managers  

 
All Chief Officers and Managers are responsible for supporting staff to apply the strategies in this practice and related 

procedures. Chief Officers and Managers are also responsible for ensuring compliance with the procedures related to 

this practice and ensuring that all staff members are trained to deal with:  

 Unreasonably Persistent Customers 

 Complaints 

 Concerns 

 Improvement suggestions 

 Compliments and general feedback 

 

Principles 

1. Transparency and good governance 

Records Management  

Records of all requests, compliments, improvement suggestions, concerns and complaints are to be retained in 

accordance with the State Records Act 2000 and the Town of Victoria Park – Record Keeping Plan.  

All customer correspondence is to be entered into the Town’s TRIM records management system. Correspondence 

must also be captured for response in the Customer Relations Management System (CRMS) within eight hours of 

receipt. Following initial immediate acknowledgement of receipt, a response to the customer is required within seven 

working days.  

Corporate Social Responsibility 

In the Town of Victoria Park’s commitment to the community, the Town must endeavour to build relationships through 

the encouragement of community compliments, improvement suggestions, concerns and complaints. 

This means all correspondence received by the Town will be treated with: 

 Transparency; 

 Fairness; and 

 Due diligence. 

Accessibility 

The Town of Victoria Park aims to adhere to the Disability Access and Inclusion Plan 2019-2024 with respect to: 

 Our services; 

 Access to information in a range of formats; and 

 Access to a range of feedback channels. 

 

This means the Town will endeavour to provide accessible facilities for serving customers, information in multiple 

formats and promote several channels to interact through. 
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2. Increasing customer satisfaction 

Quality Review 

Key principles of our Quality Review include: 

 Accountability 

 Achieving improvement through incremental steps 

 Commitment and input from all levels of staff, management and other stakeholders 

 Commitment to teamwork 

 Monitoring the organisation’s performance  

 Continuous review of progress 

 

The Town regularly measures the quality of its customer service in accordance with Customer Service Quality Review 

guidelines detailed later in this practice. Including actions such as customer satisfaction surveys, mystery shopping, 

Net Promoter Score analysis, internal service standard audits and customer behaviour values dashboard reporting. 

Lead and lag satisfaction indicators 

Practice review and feedback is to be obtained on a regular and continual basis to measure the following: 

 Lag Indicators 

• CRMS surveys at creation and completion 

• Mystery shopping of all centres - in person, email and telephone 

• Internal audits of CRMS service requests 

 Lead Indicators 

• Service Area Key Performance Indicators (KPIs) 

• Annual customer service training program 

• All new staff inductions to include:  

 Customer Service Behaviours  

 CRMS training  

 Introduction to the Customer Care Manual (CCM) 

3. Consistency in all customer correspondence  

Legislative and Regulatory Guidelines 

The service delivery provided by the Town of Victoria Park is to be in accordance with the Town of Victoria Park 

Customer Service Charter, Standards, and Behaviours. 

Complaints are to be addressed in accordance with the Town’s Customer Care Manual, which is aligned with the 

Ombudsman Western Australia Guidelines: Complaint Handling (January 2017), the Town of Victoria Park Customer 

Service Delivery Policy, the Town of Victoria Park Customer Service Charter and associated customer service standards.  

Although no specific state legislation applies to service delivery the following legislation will be adhered to: 

 Privacy Act 1988 

 Freedom of Information Act 2000 

 Telecommunications Act 1997 

 State Records Act 2000 

 Local Government Act 1995 

 Disability Services Act 1993 
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Feedback Classifications 

The categories below define the various styles of customer correspondence that the Town receives. The Customer Care 

Manual outlines the processes involved and communication timeframes. All feedback should be captured in the 

Customer Request Management System (CRMS) using the appropriate service standard below: 

Service Request 

A general enquiry for information, request for service, or a reported issue that is raised as a job in the system and 

tracked to the point of resolution within a set timeframe, such as reports about infrastructure damage or noise, 

applications for dog registration or requesting a bin. Most service requests have either a 14 or 28 days resolution and 

communication timeframe. Complex requests requiring a more comprehensive investigation to resolve or respond will 

be communicated.   

Compliment 

A formal or informal expression of esteem, respect or admiration about the service delivered by the Town or an 

individual staff member. When customer contact details are available, acknowledgement will be made within 7 

working days. When the staff member can be identified, they will and relevant management will be notified. 

Improvement suggestions  

A formal or informal suggestion for improvement, change or adjustment to the Town’s services, practices, facilities or 

activities. When customer contact details are available, acknowledgement will be made within 7 working days.  

Concern 

An expression of disappointment or dissatisfaction about a circumstance or a particular outcome relating to a Town 

service, process, or decision. Customer concerns may be lodged verbally over the phone or in person, or in writing via 

letter, email or the Feedback Form on the Town’s website, and may be responded to verbally via phone or by email. 

All Town employees are empowered to resolve concerns at first point of contact, with assistance if required from a 

Senior Officer of the relevant Department and/or the Town’s Customer Improvement Specialist. When customer 

contact details are available, acknowledgement will be made within 7 working days.  

If the expression of concern relates to a more complex matter or there is no resolution from discussing the matter with 

an officer, a statement should be made in writing by the customer and this can then be investigated.  

Complaint 

An official complaint must be made in writing and must be a grievance that can be investigated or acted upon. A 

complaint must specifically apply to: 

 Unmet standard or timeliness of service delivery; 

 Inappropriate behaviour of employees, contractors or Elected Members of the Town; and 

 Non-compliance with practices, policies and procedures of the Town. 

 

4. Guidance on dealing with unreasonable customers  

All formal complaints received by the Town will be treated seriously and every endeavour will be made to resolve these 

complaints. Occasionally the conduct of some customers can be challenging because of:  

 unreasonable persistence;  

 unreasonable demands;  

 unreasonable lack of cooperation;  

 unreasonable arguments; or  

 unreasonable behaviour.  
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‘Unreasonable’ means a customer who complains of frivolous, trivial matters on a consistent basis or in an actively 

hostile way, which is designed to exhaust the resources of the Town or may cause a safety risk to staff members who 

feel threatened during their dealings with the customer.  

If a customer becomes unreasonable or malicious then no further action will be taken and ongoing customer 

correspondence on the issue raised will immediately cease. This will be communicated to the customer in writing, with 

approval from the Chief Executive Officer (CEO).  

While there is no legislative provision to deal with unreasonable customers, the Department of Local Government 

endorses the local government’s administration with the responsibility to take whatever action it considers necessary 

to maintain a safe working environment for staff.  

The Ombudsmen WA also provides guidelines which the Town adheres to for dealing with unreasonable customers.  

The CEO will be responsible for determining whether a customer is unreasonable and will notify the customer of this 

in writing. The CEO has delegated authority to restrict unreasonable customers from any and/or all future interactions 

with the Town for a period of time at their discretion.  

Customer Service Quality Review (CSQR) Guidelines 

The Town of Victoria Park has committed to providing exceptional service through the delivery of Customer Service 

Standards and Behaviours. From 1 January 2017, the Town of Victoria Park began measuring staff performance against 

these in order to benchmark our current performance and improve adherence to them. 

 

Customer Service excellence is often difficult to demonstrate without effective ways to measure progress and 

performance. Effective quality review includes systems and processes to: 

 

 Clearly identify the needs and expectations of the community relating to services provided 

 check the services delivered meet the community’s needs and expectations 

 Monitor the services delivered are reliable and of a consistently high standard. 

 

Quality evaluation has been developed to constantly review of staff performance against the behaviours and core 

business systems, and to provide a framework for reporting on areas for improvement. 

 

How will it be monitored? 

Various tools such as internal and external customer satisfaction surveys, core business system reports, internal and 

external mystery shopping results, and customer standards dashboard reporting 

 

Customer Service Behaviours 

The Town of Victoria Park is committed to being a customer focused organisation. We will provide excellent customer 

service that is adjusted to suit our customer’s needs; is valuable and is of the highest possible standard. We will 

achieve this through the following Customer Service Behaviours:  

 

Prompt attention 

We will respond to customer and staff queries in a timely fashion and we will keep customers and staff updated on 

progress. 

Helpful attitude 

We will be polite, courteous, professional, and treat customers and staff with respect and without personal bias. 
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Careful listening  

We will seek to understand customer and staff needs before we take any action. 

Problem resolution  

We will take responsibility to address customer and staff needs and we will be accountable for an appropriate 

outcome. 

Demonstrating appreciation  

We will show gratitude when customer and staff needs are brought to our attention and we will actively seek feedback 

on customer and staff experiences. 

Maintaining & Improving Quality 

Quality Review is about making ongoing (continuous) efforts to improve the quality of services and outcomes for the 

community. Quality Review focuses on improving the performance of both staff and systems. Quality Review is used in 

many types of organisations as a method of leadership and management; it is used to assess how well staff and 

systems are working to bring about sustained improvement. Key features of Quality Review include: 

 Accountability 

 Linking evaluation to planning 

 Achieving improvement through incremental steps 

 Commitment and input from all levels of staff, management and other stakeholders 

 Commitment to teamwork 

 Continuous review of progress (as well as performance) 

The benefits of Quality Review include: 

 Improved accountability 

 Enhanced staff morale 

 Improved services for the community 

 Ability to recognise and meet changes in the community’s needs 

 Enhanced information management, request tracking and documentation systems 

 

Monitoring the organisation’s performance 

A quality cycle can be used to guide Quality Review. The model shown is the four phase Plan-Do-Check-Act cycle. This 

model can assist the Town in the application of continuous improvement to operations. It also helps the Town 

consider Quality Review as an integral part of good management, rather than a standalone activity. The four steps are 

outlined below. 
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Step 1: Plan  

Plan what it is that you want to change or achieve. Work out what the goal is and then what you need to do to meet it. 

Step 2: Do  

Put in place the systems and processes to make the change or reach the goal. 

Step 3: Check  

Look at the results. Did the change have the desired effect? Was the goal achieved? 

Step 4: Act  

If the last step (check) found the change was working or the goal was achieved, continue with implementing it into 

your systems. If the last step found the change was not working or the goal was not achieved, you will need to decide 

why it did not work and repeat the cycle, starting with planning what you need to do. 

 
 

Quality Review tools 

This section contains a list of tools to support assessing, planning and monitoring quality within the Town against the 

Customer Service Behaviours. 
 

Internal and external mystery shopping 

Ongoing quarterly internal and external mystery shopping is conducted throughout the organisation to assess 

performance based on the Customer Service Behaviours. Mystery shopping is conducted via telephone, email and face 

to face to ensure a full picture of the organisations performance, service delivery and general adherence to the 

Customer Service Behaviours. Mystery shopping seeks to uncover areas for improvement prior to complaints being 

made, or poor service being provided. In some circumstances, mystery shopping can become a reactive review tool 

when used to target areas where improvement opportunities have been identified. 

 

System auditing 

Customer Request Management System 

The Customer Request Management System (CRMS) undergoes quarterly audits to ensure staff are using the system 

to its full potential and the quality of work meets standards set. This includes continuous population and updating of 

the Knowledgebase tool. 

 

This is considered a proactive review tool as checks are undertaken prior to any complaint being made, however in 

some circumstances checks may be reactive as they are undertaken in response to feedback or a complaint. 
 

IPFX Telephone System 

IPFX Telephone System supports the evaluation of the Customer Service Standard, specifically Telephone behaviours; 

by reporting upon metrics such as speed to answer, presence and voicemail return times. This is considered both a 

proactive and reactive review tool as checks are carried out randomly without prompt and also in reaction to 

complaints and feedback. 

Formal Complaints and feedback form 

Formal complaints lodged at the Town and any feedback form completed provide both solicited and unsolicited 

commentary from the community. This includes their perspective on a customer experience and whether the service 

was delivered fairly and in a timely manner. Responses will generally be targeted to the actual interaction had with the 

Town and limited to concerns, improvements and feedback. Formal complaints can indicate opportunities for ongoing 

improvement of behaviour, systems, procedures and process.  

 

Feedback forms are made available at the service desks of all public assessable facilities and are available online. 

 

Community survey results 

The community survey is a short, generic snapshot of the service and experience customers perceived at the time of 

interaction or completion of service delivery. This generates a substantial amount of instant feedback and allows the 
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Town to have a constant ‘pulse’ of customer satisfaction. Surveys are optional so issues could remain undetected. This 

increases the importance of taking feedback from our Community seriously. 

 

 

 

Internal customer survey results 

The internal customer survey is a short, generic snapshot of the service and experience internal customers perceived at 

the time of interaction or completion. This generates a substantial amount of instant feedback and allows the Town to 

have a constant ‘pulse’ of internal customer (employee to employee) satisfaction. 

 

Performance Dashboard  

Service Area KPI’s and Universal Performance Measures are displayed visually to the community. The dashboard can 

quickly identify any trouble spots to investigate further. 

 

Quality Review Outcomes 

Results from any of the Quality Review tools or combination may indicate that there are issues that need attention.  A 

Service Improvement Request (SIR) should be completed and issued to the relevant Service Area Leader, Manager or 

Chief Officer. Quality review procedures have been developed to outline the requirements of this strategy. 
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