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PHILOSOPHY STATEMENT

Holroyd City Council’s service philosophy is to prde the highest quality Customer Service at
all times

POLICY OBJECTIVES

1. To ensure that when dealing with customers alf sé&pond in a courteous, consistent, timely
and fair manner and satisfy all reasonable requiests customers.

2. To ensure that Council resources are used efflgiant effectively when dealing with
customers.
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EXECUTIVE SUMMARY

Overview
The aim of the Policy/Guideline is to establisetandard approach to managing contact with
customers.

Service Commitment
This Policy/Guideline applies to Councillors as lwat staff to treat customers in a
professional and ethical manner with courteousedficient service.

Service Undertakings
Service undertakings gives examples of situatitias can occur in Council and describes
how to give customers consistent service.

Types of Customers
Explains how staff provide efficient customer seevby telephone, written or face to face
communication.

Dealing with Difficult Customers

Recognises that difficult situations can be encereat and must be dealt with discreetly and
with decorum. It also provides for the General Biger to exclude dealings with particularly
difficult customers.

Customerswho are Rude, Abusive or Aggressive

Recognises the types of behaviour which is notyasbal it can be physical against property
or a person. This situation must be dealt witleréistly and with decorum. It also provides
for the General Manager to exclude dealings witti@aarly difficult customers.

Managing Anonymous Customer Action Requests
Explains that anonymous requests from customeidsnetl normally be actioned unless the
issue places the public safety at risk or raisesreus matter.

Confidentiality and Privacy
Acknowledges the existence of Council’s policy dbpted Privacy Management Plan.

General
Covers adequate documentation and any furthermacgpuired.

Date of Review
Specifies how often the Policy/Guidelines shoulddgewed and by whom.



OVERVIEW

The purpose of this Policy/Guideline is to outli@euncil’s ‘can do’ approach to customer
service and establish a standardised approachriagimg contact with customers.

For the purpose of this Policy/Guideline, custoneans be defined to include individuals, and
organisations to whom Council provides service. stGmers include ratepayers, residents,
asset users, daily visitors as well as people pgdsirough the Holroyd City Council local
government area en route to another destinatioiernal customers include other Council
departments and members of staff.

Council’s dual role as a service provider and ailegry body can create situations where not
all customer requests can be met. However, Cotiasilan obligation to provide customers
with an accessible, fair and equitable mechanisractess services, make service requests
and obtain assistance. The establishment of adatdised, courteous and professional
approach to the management of customer contaatpmunction with clear policies and
procedures, will facilitate the achievement of Calis obligation to its customers. This will
enhance Council’'s image and provide customers avfibsitive experience of Council.

SERVICE COMMITMENT

All Council staff and Councillors provide service €Council’s customers either directly or
indirectly.

All Council staff and Councillors must strive to etethe needs of our customers in a
professional and ethical manner with courteous effidient service. Staff and Councillors
will:

a) treat all customers with respect and courtesy

b) listen to what customers have to say and deterthmexact nature of the request
C) respond to customer enquiries promptly and effityen

d) act with integrity and honesty when dealing witlstaumers

e) provide relevant and timely feedback to the custome

SERVICE UNDERTAKINGS

Council staff and Councillors aim to project a msdional image at all times. To give
customers consistent service experience, Coundéarours to:

¢ Demonstrate respect, courtesy, patience, attemdsgrconsideration and sensitivity to
the customer at all times that is appropriate &dafe, culture and linguistic background
of the individual or group

Identify customer needs and expectations
Provide the local community with advice and otmdoimation that is clear and concise

Take appropriate action to respond in accordandd wiganisational policies and
procedures with minimal inconvenience to the cugiom



Make decisions using processes that are cons@iatnpartial and otherwise ethical

Adopt fair, lawful and appropriate procedures wheaking decisions, carrying out
activities and performing events

¢ Be sensitive to any languages or other communicatidficulties experienced by
members of the local community when providing advand other information. If
necessary, provide bilingual or other assistance@sred

¢  Be sensitive to any members of the local commuwith disabilities when providing
advice and other information

Present a positive image of Council to the public
Demonstrate professionalism when dealing with dlifti customers
Act in accordance with the law and Council’'s Cofl€onduct

* & o o

Respond to customer enquiries promptly and efftirewithin allocated timeframes

The above key elements of service are outlinedppehdix ‘A’ attached. These are in line
with the National Training Framework competencies.

TYPESOF CUSTOMER SERVICE

Customers contact Council for a wide variety otiess ranging from enquiries and requests
for information or advice to the provisions of diteservices ie Development Applications,
Dog Registrations etc.

(A) Telephone Calls
Council recognises the importance of telephones @it will answer all calls promptly
and efficiently, referring calls to the appropriatéicer quickly and providing clear and
concise information in response to caller enquiri€suncil endeavours to:

¢  Advise all callers of the name of the person answehe call, or making the call
where it is outgoing from Council

¢  Deal with the call, redirect the call or take aatlenessage from the caller as
required

¢  Ensure all messages include details of the callease, contact number and
message as well as details of who took the messatjeshen

¢  When calls cannot be fully responded to immediatglye clear advice to the
caller about when the caller can expect a response

Put calls on hold for the minimum amount of timesgible

Speak clearly, deal with customers calmly, coursgoand patiently, even when
the callers are angry, aggressive or distressed

Answer unattended telephones in the absence @&agples whenever practical
Respond to telephone messages within one busiagss d

Change voicemail message(s) when staff are absernoextended period of
leave



(B) Written
Council recognises the importance of correspond€leters, facsimiles, and e-mail
messages) and will provide clear and concise regsopromptly. Council endeavours
to:

¢ Provide a response to all matters within 10 workiteys of receiving the
correspondence and within 1 day for e-mails ifréguires a response

¢  Ensure that all outward correspondence includesiéime and contact details of
the officer dealing with the matter and Councills feference

¢  Use language that is clear and concise

(C) Face to Face
Council recognises the need to promptly service bemof the public who come to
Council to seek information or transact busine€suncil will endeavour to have staff
available to the public during office hours andlasignated times. Council endeavours
to:

¢  Make staff available for interviews by prior arramgent

Attend to members of the public at the customewiserhelp desks in a
professional and helpful manner and within 5 miawtkarrival at reception

¢  Promptly advise staff if there is a member of tlhublic in the reception area for
an appointment

Provide a full range of information for public iresgion in customer service areas

¢  Speak clearly and deal with visitors calmly, coausly and patiently, even when
visitors are angry, aggressive or distressed

¢ Make appointments to visit a customer external tur@il facilities. At the
beginning of any Council visit, staff or Councikormust clearly identify
themselves and the purpose of the visit

¢ Ensure that all relevant staff are present to addeach matter appropriately

DEALING WITH DIFFICULT CUSTOMERS

As stated above, Council staff are expected td tnestomers with courtesy and respect at all
times and to make every reasonable effort to addres customer’'s needs even when s/he is
rude, or difficult. It is certain however, that atbver standard of professional and positive
customer service Council achieves, there will asvlg a small percentage of customers
whose issues cannot be dealt with to their satisiac This may be due to refusal by the
customer to accept a Council decision, demandsg@lao Council which are not within our
scope or resources to meet, or a level of rudepesaggression shown to staff by the
customer that makes it unsafe or unreasonableotepd.

Where the General Manager is satisfied that evifoytdhas been made by staff to address a
customer’'s needs, he/she may make a decision liea¢ is not reasonable prospect of
reaching a position where a particular customseaissfied with Council’'s actions and service.

In such a case the General Manager may decid®poostlimit responses to the customer in

relation to the issue in question. This may inetud

. Refusal to accept telephone calls or make appoimsneith the customer



. A request that all future communication be in vagti

. Provision of responses to queries, information estgionly where new issue has been
presented

. Identification of a single staff member as contgmrson through whom all
communication must occur

Where the General Manager has made such a decisesshe will ensure that this is

communicated in writing to the customer and that ¢chstomer is given the opportunity to
make representation to Council about the proposedse of action. In addition the General
Manager will advise Councillors of any corresporaeissued in relation to such a decision.
The General Manager will continue to monitor angttfar contact with the customer over the
issue.

CUSTOMERSWHO ARE RUDE, ABUSIVE OR AGGRESSIVE

Rude, abusive or aggressive behaviour may includie ror otherwise vulgar noises,
expressions or gestures, verbal abuse of eithezrsopal or general nature, intimidating,
threatening or offensive behaviour, physical vickeragainst property or physical violence
against a person.

If in the opinion of any staff member, rude, abesor aggressive comments or statements are
made in telephone conversions or interviews, taf stember may:

a) Warn the caller that if the behaviour continueg tionversation or interview will be
terminated

b) Terminate the conversation or interview if the rudbusive or aggressive behaviour
continues after a warning has been given.

Where a conversion or interview is terminated, skeff member must then inform his/her
Supervisor of the incident and make a diary notehaf event. Where appropriate the
Supervisor will then discuss the matter with theebior to determine what action should be
taken with respect to the customer’s behaviour.

If in the opinion of the General Manager, any cgpandence to the Council contains
personal abuse, inflammatory statements or matelgally intended to intimidate, it will be
placed on the relevant file and not otherwise aofsah.

MANAGING ANONYMOUS CUSTOMER ACTION REQUESTS

Customers can make anonymous action requests twitorhese action requests, however,
can be difficult to investigate (often staff ne@ddbtain more information from the person
making the complaint) and for obvious reasonsiinigossible to contact the person making a
complaint and communicate the findings of Council.

Council will not normally investigate anonymous iaot requests unless the issue places
public safety at risk or raises a serious mattet #rere is sufficient information in the
complaint to make out a prima facie case or toycaut an investigation.
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CONFIDENTIALITY AND PRIVACY

All dealings with customers must abide by the LoGavernment Privacy and Person
Information Protection Act 1998. Council has adapta Privacy Management Plan in
accordance with that Act and the plan is availalmidhe intranet. Access to the information
held by Council must be made in with Council’s Fle® of Information Act.

GENERAL

In all of the situations referred to in this poli@dequate documentary records must be made
and maintained on the appropriate Council file.

Where the General Manager determines to limit &oosr’'s access to Council in any of the
ways specified in this policy, the General Managerst advise a number of governing
bodies. The General Manager must notify the Coumasilsoon as possible, of the relevant
circumstances and the action taken and forward adelte, where appropriate, to the ICAC,
Department of Local Government and the NSW Ombuddimainformation.

DATE OF REVIEW

This Policy/Guideline is to be reviewed by the Gahd/lanager, or as delegated thereby,
within 12 months of the date on this document.



Appendix ‘A’

NATIONAL TRAINING FRAMEWORK COMPETENCIES

Standard Greetings
Telephone:

Counter:

Transferring Calls

Taking Messages

“Welcome (Department), this is (name)”

“Welcome, may | help you?”

All calls transferred to any other area within @Goiliwill be announced.

All messages are to contain all relevant infororatie name and contact
number of the caller, date and time of call, dstaflthe enquiry and passed
on to the relevant individual as soon as practical.

Dealing with Difficult Rude, Abusive or Aggressive Customers

Warn the customer that if the behaviour contintles,conversation/contact
will be terminated.

“l can see that you are upset, however, if you twd to speak to me in this
way | will have no other choice but to terminates ttall/contact.”

Terminate the conversation/contact if the behaviocontinues after the
warning has been given.

“I can see that you are upset, however, | don'tl fee can discuss this
matter while you are speaking to me in this waym $orry but | must
terminate this call/contact.”

Where the contact is face to face, the Team Lésideager should be
called and also for assistance the security offisbould be contacted.



