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11.4 OUTCOME OF ADVERTISING AND ADOPTION OF NEW CUSTOMER SERVICE CHARTER 

Attachments: 1. Draft Customer Service Charter    
  

RECOMMENDATION: 

That Council ADOPTS the Customer Service Charter at Attachment 1. 

 

PURPOSE OF REPORT: 

To present the outcome of community consultation and seek approval of the proposed Customer Service 
Charter at Attachment 1. 

BACKGROUND: 

The Customer Experience Project commenced in late 2021 to review the City’s customer service touchpoints 
and activities with the aim of making it easier for our customers to do business with us. 
 
As part of the project, the Customer Service Charter was revised and presented at the 26 July Ordinary 
Meeting of Council for approval to undertake public consultation. 
 
In accordance with the Community and Stakeholder Engagement Policy, community consultation was 
undertaken between 2 August and 26 August 2022, and advertised through a public notice in the local 
newspaper, display on the City noticeboard and on the Imagine Vincent website. 
 
One comment was received related to a spelling error which has been corrected. No other submissions were 
received. 

DETAILS: 

Our Customer Service Charter defines how we work with our customers. It establishes our commitment and 
sets the standard of service our customers can expect from us. 
 
The City of Vincent Customer Service Charter, last reviewed in 2012, is lengthy and contains differing 
timeframes for responses to customer enquiries depending on the subject of the enquiry or the method of 
contact chosen by the customer. 
 
In contrast, Customer Service Charters of other local governments are simpler documents providing a 
general guide as to how an organisation will respond to customer enquiries. 
 
The draft Customer Service Charter at Attachment 1 is significantly more concise than the previous version. 
The main change has been to standardise response times across the various communication channels. It 
has also been updated to incorporate service standards for digital channels such as website and social 
media, which aligns with feedback received from customers. 
 
The Charter states that our aim is to resolve all enquiries at the first point of contact and that we will respond 
as soon as possible to emergencies and immediate safety issues. 
 
Response timeframes have been aligned and the revised Charter states that we will: 
 

• Acknowledge an enquiry within two working days; and 

• Respond within 10 working days and provide an estimated timeframe for more complex enquiries that 
may take longer to resolve. 

 
The Charter also provides additional access and inclusion information for members of the community who 
may need help when communicating with the City with contact details for the Translating and Interpreting 
Service and National Relay Service. 

https://www.vincent.wa.gov.au/documents/576/community-and-stakeholder-engagement-policy
https://www.vincent.wa.gov.au/documents/209/customer-service-charter
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CONSULTATION/ADVERTISING: 

No further consultation is required. 

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: Adopting the proposed Customer Service Charter is low risk. 

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 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. 

COMMENTS: 

With the exception of the correction of a spelling error, there has been no change to the draft Customer 
Service Charter since it was presented to Council on 26 July 2022 where consent was sought to advertise. 

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