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Head of Power
O ur Corpora te  V a lue s d rive  the  be ha viours d e monstra te d  by our e mploye e s a nd  und e rpin our inte ra c tions
with our c ommunity. The y support the  inte ra c tions we  ha ve  with c ustome rs to e nsure  we  provid e  a  qua lity
c ustome r e xpe rie nc e  for a ll touc h points a c ross Counc il.

Policy Objective
To d e live r prod uc tive , re spe c tful a nd  me a ningful e xpe rie nc e s to c ustome rs a c ross  a ll c ha nne ls to e nsure  we
c ontinuously improve  our c ustome r e xpe rie nc e  pe rforma nc e . It is a  re c ognition tha t c ustome r e xpe rie nc e  is
e ve ryone ’s re sponsibility a nd  und e rpins the  wa y c ustome r inte ra c tions a re  supporte d  by our orga nisa tion.

Policy Statem ent
R e d la nd  City Counc il, through its Corpora te  P la n, is c ommitte d  to provid ing se rvic e s tha t d e live r our
c ommunity’s sha re d  vision a nd  c olle c tive  a spira tions; Naturally wonderful lifestyle.  Connected community.
E mbracing opportunities.  W e  a re  a  va lue s le d  orga nisa tion a nd  our orga nisa tiona l va lue s e nc a psula te  wha t
we  c a re  a bout, influe nc e  how we  ope ra te  a nd  support our mission: M a ke  a  d iffe re nc e , ma ke  it c ount.   

Counc il is c ommitte d  to the  a c hie ve me nt of high sta nd a rd s a c ross a ll a spe c ts of c ustome r inte ra c tions a nd
the  ongoing re vie w a nd  improve me nt of those  sta nd a rd s. Counc il forma lly re c ognise s the  importa nc e  of
inte rna l a nd  e xte rna l c ustome rs, a nd  the  wa y in whic h e mploye e s inte ra c t with our c ustome rs will impa c t
signific a ntly on the  c ustome rs’ pe rc e ption of Counc il. P rovid ing a  positive  c ustome r e xpe rie nc e  for our
c ustome rs supports the  e ffe c tive ne ss a nd  va lue  of our orga nisa tion.

Counc il is c ommitte d  to:

 Ensuring our c ustome rs a re  our priority a nd  work towa rd s re solving inquirie s a t first point of c onta c t
whe re ve r possible  through a c c ura te , c onsiste nt a nd  time ly re sponse s in a ll c ustome r inte ra c tions.

 De ve loping a  c ustome r first c ulture  throughout the  orga nisa tion by provid ing sta ff with the  support a nd
tools the y ne e d  to d e live r a  positive  c ustome r  e xpe rie nc e  inc lud ing tra ining, e d uc a tion a nd  a c c e ss to the
a ppropria te  syste ms, proc e sse s, te c hnologie s a nd  stra te gie s.

 Ensuring e quita ble  a c c e ss to Counc il se rvic e s a nd  informa tion for a ll c ustome rs re ga rd le ss of a bility,
e thnic ity, la ngua ge  or a ge . Counc il will tre a t c ustome rs with re spe c t, c ourte sy, d ignity, fa irne ss a nd
e ffic ie nc y a t a ll time s.

 Ensuring a  c ustome r foc us whe re  the  e va lua tion of c ustome r fe e d ba c k a nd  insights d rive  c ontinuous
improve me nt of proc e sse s a nd  proc e d ure s to improve  c ustome r e xpe rie nc e , inc lud ing  utilising
te c hnologic a l a d va nc e me nts tha t a d voc a te  for the  c ustome r a nd  fa c ilita te   positive  c ustome r outc ome s.

 P rovid ing qua lity informa tion in a  time ly fa shion to the  M a yor a nd  Counc illors to a ssist the m in provid ing
the  be st possible  se rvic e  to the  c ommunity.
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 Improving c ustome r  e xpe rie nc e  a ligne d  to  c ustome r se rvic e  sta nd a rd s a nd  c ustome r e xpe rie nc e
pe rforma nc e  me a sure s whic h guid e  offic e rs in the ir inte ra c tions with c ustome rs.

 U phold ing the  provisions of the  Right to Information Act 2009  a nd  the  Information Privacy Act 2009
inc lud ing ma inta ining c onfid e ntia lity for c ustome rs in a ll ma tte rs in stric t a c c ord a nc e  with those  sta tute s.

D efinitions
Term D efinition
Custome r A c ustome r is d e fine d  a s a n ind ivid ua l who be ne fits from fa c ilitie s, good s a nd /or

se rvic e s a nd  inte ra c ts with or within Counc il to re que st informa tion, se rvic e s or 
a c tions from offic e rs. 

Custome r Ad voc a c y Custome r a d voc a c y is d e fine d  a s a d voc a ting on be ha lf of a  c ustome r whic h 
me a ns “sta nd ing in the ir shoe s”, c onsid e ring the  c ustome r’s vie wpoint a nd  
position in our d e c ision ma king proc e ss, a nd  a c knowle d ging a ny pote ntia l 
impa c ts our a c tions ma y ha ve  on a  c ustome r. 

Custome r Expe rie nc e  
(CX)

Custome r e xpe rie nc e  (CX) is d e fine d  a s the  fe e ling or pe rc e ption a  c ustome r 
ha s of Counc il in e ve ry inte ra c tion, from the  first point of c onta c t to re solution of
the ir inquiry. 

Custome r Inte ra c tion Custome r inte ra c tion is d e fine d  a s the  a c t of e nga ging with the  c ustome r using
one  of the  c ustome r c ha nne ls a va ila ble  e .g. e ma il, phone , S M S , ma il, fa c e -to-
fa c e .

Associated D ocum ents
 M a na ging U nre a sona ble  Compla ina nt Custome r Cond uc t (A31 541 1 9 )
 Compla ints M a na ge me nt P roc e ss P olic y (A31 552 74)
 Compla ints M a na ge me nt P roc e ss Guid e line  (A31 61 9 01 )
 Custome r S e rvic e  S ta nd a rd s Guid e line  (A5602 9 1 8))
 Ac c e pta ble  R e que sts P riority Guid e line  (A31 69 49 6) 
 R e d la nd  City Counc il Custome r Cha rte r (A39 9 01 69 )
 Afte r H ours R e sponse  (A3554761 )
 Corpora te  S e rvic e s Afte r H ours R e sponse  Guid e line  (A359 7530)
 R e d la nd  W a te r Custome r S e rvic e  Commitme nt S ta te me nt (A3879 733)
 Employe e s Cod e  of Cond uc t (A1 9 6608)
 Custome r R e que st M a na ge me nt P roc e d ure  P R -31 2 5-001 -001   (A39 2 79 1 7)

D ocum ent Control
O nly Counc il c a n a pprove  a me nd me nts to this d oc ume nt by re solution of a  Counc il M e e ting, with the
e xc e ption of a d ministra tive  a me nd me nts whic h c a n be  a pprove d  by the  re le va nt ELT me mbe r. R e fe r to
Policy Instrument D evelopment Manual for a n e xpla na tion on a d ministra tive  a me nd me nts (A40639 88
).
Any re que sts to c ha nge  the  c onte nt of this d oc ume nt must be  forwa rd e d  to re le va nt S e rvic e  M a na ge r(s).  
Approve d  d oc ume nts must be  submitte d  to the  Corpora te  M e e tings a nd  R e giste rs Te a m for re gistra tion.

Version Control

https://edrms-prd.rccprd.redland.qld.gov.au/id:A3154119/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3155274/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3161901/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au:443/id:A5602918
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3169496/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3990169/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3554761/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3597530/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3879733/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A196608/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A3927917/document/versions/published
https://edrms-prd.rccprd.redland.qld.gov.au/id:A4063988/document/versions/published
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Version 
number

D ate Key Changes

2 O c tobe r 2 01 7 Ad ministra tive  Ame nd me nts:
Inc lud e d  the  following word ing:
This polic y supports the  R e d la nd  City Counc il Corpora te  P la n 2 01 5-2 02 0: Inc lusive
a nd  e thic a l gove rna nc e  to inc lud e : 
 De e p e nga ge me nt, qua lity le a d e rship a t a ll le ve ls, tra nspa re nt a nd  a c c ounta ble

d e moc ra tic  proc e sse s a nd

 A spirit of pa rtne rship be twe e n the  c ommunity a nd  Counc il will e nric h re sid e nts’
pa rtic ipa tion in loc a l d e c ision-ma king to a c hie ve  the  c ommunity’s R e d la nd s 2 030
vision a nd  goa ls.

This P olic y forms pa rt of our Corpora te  Va lue s in pa rtic ula r:
Custome r S e rvic e  – W e  d e live r on our c ommitme nts a nd  provid e  e xc e lle nt c ustome r
se rvic e  
 Inc lud e d  word ing S oc ia l M e d ia

 Inc lud e d  a nd  re move d  word ing - The  P olic ie s obje c tive  ba se d  on Corpora te
Va lue s is to d e live r a  c onsiste nt, high qua lity c ustome r e xpe rie nc e  a c ross
multiple  c ha nne ls to a ll our c ustome rs who ma ke  c onta c t with Counc il, 

R e move d  the  following word ing:
S e c tions 3 a nd  4 of the  Local Government Act 2009  (the  Ac t) outline  the  purpose s
a nd  princ iple s of the  Ac t a nd  the  ba sis on whic h loc a l gove rnme nts will ope ra te .
The se  inc lud e ;
 the  d e ve lopme nt of a  syste m of loc a l gove rnme nt in Q LD tha t is a c c ounta ble ,

e ffe c tive , e ffic ie nt a nd  susta ina ble

 tra nspa re nt a nd  e ffe c tive  proc e sse s a nd  d e c ision ma king in the  public  inte re st

 d e moc ra tic  re pre se nta tion, soc ia l inc lusion a nd  me a ningful c ommunity
e nga ge me nt

 a d d e d  informa tion a bout re solution of Ge ne ra l M e e ting link to Compla int
M a na ge me nt P roc e d ure  Guid e line  

3 S e pte mbe r 2 01 9  Cha nge d  polic y na me  from Custome r Conta c t to Custome r Expe rie nc e
 Ad ministra tive  a me nd me nts to upd a te  re fe re nc e s to ne w c orpora te  pla n.
 U pd a te d  polic y obje c tive s to inc lud e  re sponsive ne ss a nd  c ustome r se rvic e s

obliga tions on e ve ryone  a t Counc il
 P olic y S ta te me nts upd a te d  to re fle c t c ustome r e xpe rie nc e  re pla c ing c ustome r

c onta c t.
 De le te d  re fe re nc e s to Employe e s Cod e  of Cond uc t
 U pd a te d  a ssoc ia te d  d oc ume nts to be  re a d  with P olic y.

4 Ja nua ry 2 02 0  Ad d e d  d oc ume nts und e r a ssoc ia te d  d oc ume nts
 R e move d  quote  outc ome  a s pe r sugge stions
 Custome r Va lue s a d d e d  to H e a d  of P owe r

5 M a rc h 2 02 2  Ad ministra tive  upd a te  to inc lud e  re fe re nc e  to ne w Corpora te  P la n
6 N ove mbe r 2 02 2  M inor a d ministra tive  upd a te s to a ssoc ia te d  d oc ume nts.
7 O c tobe r 2 02 3  M inor a d ministra tive  upd a te s to a lign word ing with the  Custome r Expe rie nc e

S tra te gy me a sure s, stra te gic  obje c tive s a nd  a c tions.
De c e mbe r 2 02 3  Ad ministra tive  c ha nge  to a ssoc ia te d  d oc ume nts, no c ha nge  to re vie w d a te s or

ve rsion numbe r


