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11.6 ADVERTISING OF AMENDED CUSTOMER SERVICE CHARTER 

Attachments: 1. Draft Customer Service Charter 2022    
  

RECOMMENDATION 

That Council APPROVES proposed Customer Service Charter at Attachment 1, which replaces the 
previous Customer Service Charter, for the purpose of community consultation. 

 

PURPOSE OF REPORT: 

For Council to approve, for the purpose of community consultation, the proposed Customer Service Charter 
as detailed at Attachment 1, which replaces the previous Customer Service Charter adopted in 2012.   

BACKGROUND: 

The Customer Service Charter last reviewed in 2012 outlines our commitment to customer service at the City 
of Vincent. 
 
The draft Customer Service Charter at Attachment 1 is a significantly smaller document than the current 
charter. It was intentionally drafted as a short document to make it easier for staff and customers to 
understand.  
 
The draft Charter was presented to Council Members though June Council Workshop. Feedback discussed 
at the Council Workshop was incorporated into the draft proposed charter. 

DETAILS: 

A Customer Experience Project commenced in late 2021 to review the City’s customer service touchpoints 
and activities. The project is entitled ‘Making it Easy’ as we aspire to make it easier for our customers to do 
business with us.  
 
The City of Vincent Customer Service Charter last reviewed in 2012 is a lengthy document. An area of 
complexity in the Charter is the differing timeframes for responses to customer enquiries depending on the 
subject of the enquiry or the method of contact chosen by the customer, such as online, email, phone or in 
writing.   
 
In contrast, Customer Service Charters reviewed recently of other local governments are simpler documents 
which provide a general guide as to how an organisation will respond to customer enquiries.   
 
The draft Customer Service Charter at Attachment 1 is a significantly smaller document than the previous 
charter. The biggest change to the charter is standardised response timeframes across customer channels, 
with an intention to deal with matters at first contact where possible. The Charter also includes additional 
points around improving online channels, which is an element of the Customer Experience Project and aligns 
to feedback received from City customers.  

CONSULTATION/ADVERTISING: 

Three focus groups were held in December 2021 with City staff and a small group of customers to identify 
key themes for the City’s Customer Experience Project. Feedback from the customer focus group was 
referenced in the development of this draft Charter. 
 
In accordance with the Community and Stakeholder Engagement Policy, community consultation will be 
provided for a period of 21 days in the following ways: 
 

• notice published on the City’s website;  

• notice posted to the City’s social media;  

• notice published in the local newspaper;  

• notice exhibited on the notice board at the City’s Administration and Library and Local History Centre. 

https://www.vincent.wa.gov.au/documents/209/customer-service-charter
https://www.vincent.wa.gov.au/documents/209/customer-service-charter
https://www.vincent.wa.gov.au/documents/209/customer-service-charter
https://www.vincent.wa.gov.au/documents/209/customer-service-charter
https://www.vincent.wa.gov.au/documents/576/community-and-stakeholder-engagement-policy
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Public notice of this proposed new policy will be provided from early August.  

LEGAL/POLICY: 

Section 2.7(2)(b) of the Local Government Act 1995 provides Council with the power to determine policies.  
 
The City’s Policy Development and Review Policy sets out the process for the development and review of 
the City’s policy documents.  

RISK MANAGEMENT IMPLICATIONS 

Low:  It is low risk for Council to undertake community consultation of the proposed amended Charter.  

STRATEGIC IMPLICATIONS: 

This is in keeping with the City’s Strategic Community Plan 2018-2028:  
 
Innovative and Accountable  

Our community is satisfied with the service we provide. 

SUSTAINABILITY IMPLICATIONS: 

This does not contribute to any environmental sustainability outcomes.  This action/activity is environmentally 
neutral. 

PUBLIC HEALTH IMPLICATIONS: 

This does not contribute to any public health outcomes in the City’s Public Health Plan 2020-2025. 

FINANCIAL/BUDGET IMPLICATIONS: 

There will be a minor cost to print copies of the new Charter which can be met from existing budget. 
 

https://www.vincent.wa.gov.au/documents/1898/policy-development-and-review-policy
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