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INTRODUCTION
Council provides services and facilities directly to residents, works in partnership with others and advocates to State and
Federal Government for residents, property owners and visitors to the Shire. Council provides a diversity of services and
facilities right across the Shire and this Customer Service Strategy recognises the extensive customer contact that the
organisation has and the importance of handling customer contact in a consistent and excellent way.
The purpose of the strategy is to set out the organisation’s commitment to customer service excellence and outline the
key actions to be taken to achieve continuous improvement in customer service performance.
The plan sets out service standards that can be expected and provides a focus for the whole organisation to improve our
performance in order to meet the community’s expectations.
The strategy is based on the following key objectives::
To develop a strong customer service focus within the organisation.
To inform the community of what customer service performance they can expect from Council.
To achieve sustained improvement in the customer service performance provided by Council.
CONTEXT FOR THE CUSTOMER SERVICE STRATEGY
The Council Plan 2013-2017 guides Council's work for the next four years. The Plan outlines Council’s goals and
priorities, the strategies for achieving these goals and performance measures to monitor achievement.
The Council Plan sets out Council’s vision and principles as follows:
VISION
Mount Alexander Shire – A thriving community working together to create a sustainable and vibrant future
PRINCIPLES
Mount Alexander Shire Council:
Listens to its communities, respects their views and responds openly and responsibly
Insists on integrity, equity, and fairness in delivering services and facilities
Is guided by the desire for a sustainable and vibrant future
Is a progressive, innovative and confident leader
Is an advocate for our Shire and collaborates with others for the benefit of our region.
A key priority identified in the Council Plan is to:
Ensure access to up-to-date information about Council facilities and services for residents, newcomers and
visitors by providing accessible and current information at Council’s Customer Service Centres, Visitor
Information Centres.
The strategy aims to address this priority and outlines a number of actions to improve the level of service and information
provided to the community.
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SUPPORTING THE STRATEGY THROUGH OUR VALUES
Council’s customer service approach is supported by the organisation’s values. The values set out the way staff will
work together and describe the behaviours that are encouraged. The values have been developed by the organisation
and are being embedded in everything we do. The organisation’s values are shown below:
Positive We are positive and enthusiastic in how we work together.
Innovative and Improving We will try new ideas and aim to improve.
Accountable We are accountable for what we do.
Genuine Our actions will match our words.
Respectful We are respectful to each other at all times.
Open We are open and constructive in how we communicate and solve problems.
Supportive We are supportive of each other.
In working to these values, staff are aware that they represent the whole organisation and will assist in any enquiry as far
as practicable. Staff strive to achieve excellence, quality and pride of service in all their dealings with customers. Staff
will always identify themselves as being Council officers. This will be assisted by the wearing of name tags. All Council
uniforms will incorporate Council’s logo.
This is a whole of organisation strategy and regardless of where our team members work, a common set of standards
and behaviours will apply. Whilst we recognise that we currently deliver many excellent outcomes for the community, we
also recognise that there is room for improvement and preparing the strategy is a statement of our intention to meet our
community’s expectations.
A CUSTOMER FOCUSSED ORGANISATION
Our customers are:
People who are residents and ratepayers
People who live within the Shire and traditional landowners
People who work within the Shire
People with visit the Shire
People who travel through the Shire
Developers and businesses who invest in the Shire
People who seek products, services or information from the Shire
Other stakeholders including Commonwealth and State governments, local members of parliament, and community
agencies that deliver services to our community
Our future customers are the next generation of people who will live and work in the Shire
Council has a dedicated customer service team with specific responsibility for managing the service counter and call
centre at the Civic Centre in Lyttleton Street Castlemaine. The customer service team have a key role in delivering the
Customer Service Strategy.
However customer service excellence is not just the responsibility of the front-line staff, and must receive commitment at
all levels within Council. In order to be truly customer focussed, we will integrate our business functions around satisfying
the needs of our community while containing costs, leveraging technology and embracing a customer-service culture.
Becoming customer-focussed requires us to focus on processes that are customer friendly, staff that are dedicated to
excellence in service delivery and customer communication.
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PROVIDING SERVICES TO THE COMMUNITY
Council provides a diverse and extensive range of services that support and enhance the lives of the community. These
services are outlined below:

The Shire is alive with cultural, sporting and community events throughout the year. Council provides support for over
120 events through grants, fee waivers for permits for road closures, provision of bins and toilet cleaning and community
rates for hire of Council facilities.

Community Services provides care to our frail and aged residents in their homes, planned activities at local community
centres and support for carers. Council delivers over 15,000 hours of home, personal and respite care and up to 15,000
meals.
The Maternal Child and Health service provides consultations, activities and referrals for all children from birth to school
age and their families, through key ages and stages to provide information advice and support relevant to the individual
family circumstances.

Council responds to over 50,000 phone enquiries each year and assists the community with general enquiries, payment
processing and requests for service by Customer Service staff located at the Civic Centre in Castlemaine. Information
and services are also provided on line through Council’s website which receives nearly 90,000 visits.

Visitor information services are provided in the Market Building at Castlemaine and in Maldon to more than 130,000
visitors each year. Tourism services also provide marketing and industry development for the Shire. Economic
initiatives include supporting local businesses and business / industry networks to grow and develop and establish and
maintain a conducive investment environment through planning, advocacy and project development

Environmental Health conducts inspections and maintains registrations for businesses covered under the Food and
Public Health and Wellbeing Acts, including registration and approval of temporary food permits; processes all septic
tank applications.

Council coordinates and implements a number of environmental projects and works with other services to improve
Council’s environmental performance guided by strategies and actions in the Environment Strategy.

Our Library offers a variety of activities that draws the community’s interest and engages both young and old, offering
quiet reading corners, written visual, spoken and sung resources. The Library provides creative spaces with
presentations by poets, authors and presenters and provides a venue for book clubs, children’s and teens’ activities to
over 8,000 members.
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Local Laws provides staff at school crossings throughout the municipality. It maintains and improves the health and
safety of people, animals and the environment in Council by providing services including control of domestic animals and
livestock; undertaking inspections necessary to ensure community safety and to assist in the prevention of fires;
regulates parking across the Shire; issues local law permits and infringement notices and provides information and
advice to the community.

Council managers land use and development through the provision of planning information and advice to the community.
It assesses over 400 planning permit applications per year. Building services are also provided to the community
including processing of building permits, emergency management responsibilities, fire safety inspections, audits of
swimming pool barriers and investigations of complaints and illegal works.

Council owns and manages over 150 buildings on Council owned land and Crown Land including community buildings,
recreation reserves, kindergartens and Caravan Parks. Property management services oversee annual maintenance
and management of these buildings which includes direct management and a mix of leases, licenses and community
committees (Section 86 Committees)

Council is responsible for most recreation facilities within the Shire. Council supports and maintains 76 community
buildings, 63 tennis and netball courts, 18 recreation reserves and 8 recreation centres, 26 playgrounds, 4 swimming
pools, 3 public gardens and 3 BMX facilities.

Council maintains over 1,300 km of sealed and unsealed roads, 220 bridges and 30 km of footpaths. Works undertaken
include maintenance grading, patrol patching, periodic gravel resurfacing, periodic bituminous resurfacing, road and
intersection renewals and upgrades fire prevention works, maintenance and renewal of road line markings and signage,
drain clearance and street sweeping.

The Youth Development Unit works with young people and the broader community to increase opportunities for young
people to engage in community planning and decision making processes. Activities include the National Youth Week
Youth Awards, the Meeting Place mentoring and culture sharing program for Indigenous and non-Indigenous youth, and
the FReeZA Program.

A kerbside rubbish collection is provided to 7,000 households in the waste collection areas with over 3,000 tonnes of
waste and 1,500 of recyclables are collected from kerbsides each year. Public tipping is provided to the wider
community through the operation of a landfill at Castlemaine and transfer station at Maldon.
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CUSTOMER INFORMATION AND SERVICES

The centralisation of Council’s offices into the new Civic Centre will result in a significant improvement to access to
services from July 2013. The Civic Centre will be a one stop shop, where customers can access all services provided by
Council. This includes:
Making payments for rates, permits, applications, venue hire
Meeting with building and planning officers to discuss permit applications
Access to public records including Council Meeting Agendas, Minutes, public registers
Access to key publications including Council Plan, Annual Budget, Stategies and Policies
Lodging service requests for repairs to roads, reporting potholes, ordering bins
General enquires on all of Council’s services
There will be an online kiosk in the customer service waiting area where customers can access Council’s website to find
information, make on line payments and enquiries.
VicRoads Agency services including taking photos for licences and processing learner’s permits will be available at the
Civic Centre five days a week.
The Civic Centre will be open from 8.30am to 5.00pm, with specialist planning staff available for counter enquires on
Mondays, Wednesdays and Fridays. Meeting rooms adjacent to the customer service reception area will allow
customers to meet privately with planning, building and other service areas when required.
Council meetings will be held in the more spacious Council Chamber in the Civic Centre. These new facilities will
provide two rooms for Councillors to work and meet with ratepayers and comfortable waiting spaces for community
members attending Council meetings.

The Council is guided by a number of principles set out in the Council Plan 2013-2017 the first one being “Listens to its
communities, respects their views and responds openly and responsibly”.
A key priority identified in the Council Plan is to engage with the community ensuring clear and thorough communication
through all community engagement undertakings.
Council communicates with the community in a number of ways, including formal Council meetings, community
meetings, Council’s column (public notices), website, media releases, and community newsletters (Shire News).
The Community Engagement Policy and Framework supports this principle and priority, and provides guidance
to staff on the best way to communicate and engage with the community on issues, projects, strategy and
policy development and other matters of interest.

Council receives over 50,000 phone calls a year. It is our aim to provide the information required and resolve any
queries at first point of contact, however should expert knowledge be required, a query will be resolved in line with our
Customer Service Standards.
The Customer Service Standards outline the timeframes within which we will respond to phone calls.
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Council receives over 3,000 requests for service each year. Requests can be made on-line, via phone or by mail and
are entered into Council’s Customer Request System.
All customers who submit a service request are issued with a reference number to assist with monitoring progress
against their request.
The Customer Service Standards outline the timeframes within which service requests will be resolved.

Council receives over 90,000 visits to its website each year. The website is an important tool for communicating with the
community and providing information on council’s services and activities which is accessible 24/7. Payments can be
made, application forms can be accessed and tenders and employment applications can be lodged on-line.
The information on Council’s website will be kept up to date and relevant, clear and concise and consistent with
Council’s style.

Council receives over 12,000 pieces of written correspondence each year.
Council’s written communication will demonstrate clarity, accuracy and precision and will have a professional look in line
with Council’s style. Having a consistent way of writing for all Council documents, whether it be a Council report, letter to
a community member, page on the website or any other Council document, allows Council to communicate clearly and
concisely. It gives our organisation a professional and unified image.
Council’s Style Guide provides guidance and support for staff to provide written information that is clear and
concise.
The Customer Service Standards outline the timeframes within which we will respond to letters and emails.

Council operates two Visitor Information Centres that are open 364 days of the year. Over 135,000 visitors attend these
centres each year. Council’s tourism website receives over 52,300 visits per year. The staff and volunteers are an
important face for the Shire to visitors and locals.
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IMPROVING CUSTOMER SERVICE
Council’s ongoing commitment to improving customer service is prioritised by the following four goals:

In 2012 Council implemented the National Relay Service to assist customers with a hearing impairment or speech
impairment access services via phone.
The centralisation of Council’s offices into the new Civic Centre will result in a significant improvement to access to
services from July 2013. The Civic Centre is located in Lyttleton Street, Castlemaine, walking distance from the centre of
the CBD and transport including bus and train.
The move to the Civic Centre will also see the introduction of extended opening hours, opening half an hour earlier at
8.30am and staying open 15 minutes later to 5.00pm.

In 2012 Council implemented a new Electronic Records Management System (ERMS) that captures all forms of
communication including letters, e-mails and online information requests, and directs them immediately to the
appropriate staff member to respond. This ERMS has improved our ability to track and view related correspondence
online ensuring a faster and more accurate response to queries.
In 2013 Council implemented a new Customer Request System with improved functionality that will ensure that requests
are responded to within Customer Service Standards. Mobile technology allows our staff to receive requests in the field
allowing faster response times.

In 2012 Council adopted a Community Engagement Policy and Framework that guides engagement between Council
and the community. The aim of the policy and framework is to assist Council in better understanding the aspirations of
communities and provides people with ways to have input into the processes of setting priorities and future directions for
Council.

It is important for Customers to easily access information and services on line. In 2011 and 2012 a number of projects
were implemented to improve the provision of services on line. This included on line service requests, planning permit
applications and job applications. An increase in on-line payment options were introduced including payment of animal
registrations and infringements. Ongoing improvements to services available online is a key focus of Council.
BPay View and Payment Gateway will be introduced in 2013 which allows ratepayers to request their rates notice by email or through their on-line banking account.
It has been recognised that the current website is not easy to navigate and requires updating to provide a more
accessible interface for our customers. This has been identified as a key priority in the Budget 2013/2014 and a project
will be undertaken to improve the functionality and navigability of the website.
Increasingly people expect to receive and provide information via social media. Council currently has a Facebook page
for Youth activities, but has recognised the need for greater use of social media tools for communicating with the whole
community. This has also been identified as a key priority in the Budget 2013/2014 and a project will be undertaken in to
implement social media tools for communicating with the community.
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MONITORING PERFORMANCE

It is important that our customer service delivery and initiatives are regularly monitored and assessed. Regular customer
service performance reporting is included in our quarterly Service Activity Indicator Reports and improvement projects
monitored through the Annual Plan.
Additionally key performance indicators against the service standards will be monitored and reported against to assess
the effectiveness of this Strategy.
Council also participates in an annual Community Satisfaction Survey which measures amongst other things satisfaction
with customer service delivery. These results are reported to the Community on an annual basis.
The following Service Activity Indicators and KPIs are monitored by Council:
Measure Type

Measure Description

Unit of measure

SAI

Number of service requests received

Number

SAI

Number of phone calls received

Number

SAI

Number of website visits

Number

SAI

Number of website enquiries

Number

KPI

Percentage of incoming calls answered

Per cent (%)

KPI

Average call answer time

Seconds

KPI

Correspondence responded to within service standards

Per cent (%)

KPI

Service requests resolved within service standards

Per cent (%)

KPI

On-line payments compared to over the counter payments

Per cent (%)

KPI

Community Satisfaction Survey – Customer Service

Per cent (%)

Annual Plan

Improve the accessibility, navigability and information provided on By 31 March 2013
Council’s website, including the implementation of social media tools.
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ATTACHMENT 1 – CUSTOMER SERVICE STANDARDS
Council is committed to being responsive to its community, ratepayers and visitors. The Customer Service Standards
demonstrate how staff will respond when you make contact with Council. The Standards also provide guidance for
resolving issues should you be unhappy with a service or response provided by Council.

When making contact with Council you can expect that staff will:
Respond to you in a courteous, respectful and professional manner.
Listen to you carefully to establish your requirements.
Provide you with accurate and consistent information.
Respect your privacy and confidentiality and the privacy and that of others.

You can expect that staff will:
Introduce who they are.
Project a positive image of Mount Alexander Shire Council.
Act with integrity and respect.
Be neatly dressed and well presented.
Wear a lapel or nametag.
Be punctual and make contact with you if running late.

When we respond to your enquiry you can expect that staff will:
Reply to written correspondence within 10 working days.
Reply to emails within 3 working days.
Answer your telephone call within 4 rings.
Endeavour to resolve your enquiry at the first point of contact, or ensure specialist enquires are transferred to the
correct person on the first transfer and introduce your call
Where calls cannot be answered personally, ensure there is a facility for you to leave a message.
Return telephone calls within 1 working day. Where staff work part time we will advise you of their availability.
Keep you informed. Customers with complex enquiries will be advised of an estimated timeframe for response and
details of the responsible officer.

To assist staff in providing you with timely, informative and accurate advice, we encourage you to:
Visit our website. Council’s website contains information on all Council’s services and programs. You can make
payments on-line, submit and view planning applications and enter service requests.
Provide us with accurate and complete details at the time of initial contact.
Respect the privacy and rights of other customers.
Treat our employees with courtesy and respect.
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Service requests relating to public safety will be dealt with immediately.
All other service requests will be given priority within our scheduled maintenance works.
If the service request is for works which are not the responsibility of Council, we will pass your request onto the
responsible authority where appropriate, or provide you with their contact details.
Please find the following useful information on our most frequently requested services:
– service requests are addressed within 10 – 15 working days, this includes inspection and
assessment. Works will usually be scheduled as a priority within our maintenance works program. However if public
safety is at risk, the service request will be dealt with immediately.
– we will contact our service provider immediately and arrange for the bin to be picked up within 1
working day.
- Deputy Municipal Fire Prevention Officer will conduct an inspection and issue a compliance notice (Fire
Prevention Notice) if required within 5 working days.
- For dogs wandering, livestock on roads, dog attack or injured animals the issue will be reported
immediately to Local Laws officers, all other complaints will be investigated within 5 working days.

If you are not satisfied with the response you have received to any enquiry or issue raised we encourage you to put your
concerns in writing.
How we will respond:
We will refer you to the most appropriate senior officer.
The issue will be investigated and a response be provided to you, giving reasons for the advice.
We will provide you with a reference number for follow up.
What if I am unhappy with the results?
Submit in writing a request for review by the Chief Executive Officer.
Your letter should include the original reference number and your full contact details.
We will respond to you in writing within 5 working days.
Please note: If your concern relates to a decision made by the elected Council, you are encouraged to contact the
Ward Councillor or the Mayor. Contact details for the Mayor and Councillors are located on the Council’s website.

Local Government Victoria is the State Government body that supports and encourages good governance and the
performance of councils in Victoria. Its website (www.localgovernment.vic.gov.au) contains extensive information
concerning the role and function of local government and how to take up issues concerning your local council with
relevant bodies.
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There are also a number of organisations that may be able to assist with your enquiry as follows:
Victorian Ombudsman
Privacy Commissioner
Auditor General
Victorian Electoral Commission
Equal Opportunity Commission
Victorian Civil and Administrative Appeals Tribunal (VCAT)
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Civic Centre, 27 Lyttleton Street
PO Box 185 Castlemaine VIC 3450
Office hours: 8.30am-5.00pm weekdays

t (03) 5471 1700
e info@mountalexander.vic.gov.au
w www.mountalexander.vic.gov.au

