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MESSAGE FROM  
CHIEF EXECUTIVE OFFICER

I’m pleased to introduce you to this 
Customer Focus Strategy.

At the core of this strategy is a want to every day  
get better at what we do. Customer Service is ever  
so important to the day-to-day operations of a 
Council and this strategy outlines our commitment  
to this community.

Our customers remain our highest priority and we 
continue to improve the way we interact with them 
every day.

Today we offer a range of contact options and our 
customers have the right to expect a consistent 
experience regardless of the method they choose. 
That is one of our core commitments, consistency.

The recent rapid growth and adoption of new 
technologies in the digital space is both exciting and 
daunting for organisations such as ours. It means we 
need to constantly be looking to keep up with our 
community and their needs for us to be responsive 
and consistent.

In developing the Customer Focus Strategy, we have 
asked our customers to identify what they believe 
we do well and what we need to improve at. We also 
asked our staff, our councillors and our community 
and have drawn on the detailed knowledge and 
understanding of our community. All of these things 
have come together to develop a comprehensive 
strategy that will guide our customer focus over the 
next three years.

A considerable amount of work and know-how from 
both the staff of this organisation and our community 
has gone into developing this strategy and I would 
like to thank everybody who has taken the time to 
contribute to it.

Every one of our staff has a clear role to play in 
delivering on our commitments in this strategy. The 
implementation of the strategy will be driven by 
continuous improvement and ensuring that our staff 
are equipped with the tools and training to deliver 
exceptional customer service experience.

I now look forward to this strategy and associated 
action plan being implemented across all corners of 
the organisation and improving Council’s interaction 
with the community. 

Chris Eddy 
Chief Executive Officer
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INTRODUCTION

Hobsons Bay City Council is committed 
to being a leading service provider and 
recognises that the delivery of customer 
service is the responsibility of all staff. 
In meeting the changing needs and expectations of  
our community, our focus is to create more value for our 
customers with fewer resources.

‘Customer focus’ places the customer at the centre 
of any decision making as an integral part of the 
process. It requires Council to listen, engage and 
consider our customers when providing services 
that are easily accessible and enhance the customer 
experience: whether it is paying rates online or 
returning a book to the library after hours.

The Customer Focus Strategy (the strategy) 
provides the organisation with a framework and a 
plan to deliver excellent customer service. Through 
the implementation of the strategy, Council will 
play a more proactive role and build on improving 
relationships with our community.

The strategy commits to four key themes of: people, 
process, technology and measures and is supported 
by an action plan, which outlines the key priorities of 
actions together with identifying outcomes that will be 
delivered over the course of the strategy.

This strategy was prepared after extensive 
consultation with the community - our customers, 
our staff, our executive management team, our 
Mayor and Councillors. Ongoing feedback is also 
frequently provided by our key stakeholders. The 
Annual Community Survey was a key reference point 
in preparing the Customer Focus Strategy; but the 
process also included additional customer surveys, 
focus groups and workshops with Councillors, senior 
management and staff.

“ Customer service’ is not 
just a department. It is 
the responsibility of the 
entire organisation. To 
meet our goal we must 
aim for excellence”

Chris Eddy, CEO,  
Hobsons Bay City Council
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OUR  
PROMISE

ORGANISATIONAL 
CONTEXT

GUIDING  
PRINCIPLES

At Hobsons Bay City Council, we commit to provide 
excellent customer service to all of our customers.

This strategy reflects our Council’s values of  
honesty, trust, integrity, collaboration, respect  
and accountability.

The Customer Focus Strategy is designed to provide 
clear direction for Council to achieve its mission with a 
commitment to continue to uphold Council’s values.

The following principles are identified in our Customer 
Service Charter and together with our core values, have 
been used to guide the development of the strategy.

We will:

•  treat you with respect and courtesy and  
listen to you

• be friendly courteous and polite

•  be open honest and accountable in our 
interactions

• be prompt in our responses and close the loop

• be consistent 

• be accessible and inclusive

•  respect your privacy and treat your personal 
information as confidential

• continue to develop sustainable partnerships

•  use your feedback as a way of improving our 
service standards 
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Reflected in and supported 
by the following strategic 
objective contained within 
the Council Plan, our 
goal 4.3 aims to ensure 
we ‘Communicate and 
engage effectively with the 
community and provide 
excellent customer service’.

“ Working with our 

community to plan, deliver 

and advocate for the 

services and infrastructure 

that will achieve a healthy, 

connected and sustainable 

future in Hobsons Bay.”

OUR  

MISSION
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Community Health and 
Wellbeing Plan 2013-17
A vision set in consultation with the community  
Overarching goals and objectives

Annual budget and annual action plan
Key activities, indicators and allocation of resources

Council strategic policies
Include but not limited to:

Advocacy  
Strategy 
2014-18
Key advocacy 
priorities

• Affordable Housing Policy Statement (2016)
• Ageing Well Strategy 2007-17
• Children and Young People’s Plan 2014-18
• Communications Strategy 2016-20
• Community Engagement Policy 2015
• Council Volunteers Policy (2014)

• Customer Focus Strategy 2016-19

• Disability Access and Inclusion Strategy 2013-17
• Economic Development Strategy 2015-20
• Environmental Engagement Strategy 2013-18
• Events and Festivals Plan 2016-21
• Gender Equity Policy Statement (2014)
• Food Security Policy Statement (2009)
• Integrated Transport Plan 2016-36
• Municipal Emergency Management Plan
• Play Space Strategy 2013-23
• Problem Gambling Policy Statement (2015)
• Reconciliation Policy Statement (2011) 
• Sport and Recreation Strategy 2014
• Multicultural policy 2016-20

Council Plan 
2013-17
An organisational plan 
for working towards a 
long term vision

Municipal strategic  
statement
Vision, objectives and 
strategies for managing 
land use change and 
development

Customer focus strategy Working together 08



PROFILE:  
THE HOBSONS BAY COMMUNITY

of the population are 
Australian citizens

estimated resident population

of residents have a 
disability (approximately 
14,825)

people identify as being 
Aboriginal or Torres 
Strait Islander

of the Hobsons Bay 
population come from 
non-English speaking 
countries, primarily from 
India, Italy, Vietnam, 
Malta and Greece

of residents are eligible 
to vote

of the Hobsons Bay 
population was born 
overseas, from more than

Hobsons Bay’s 
population is ageing. 
By 2021, the number of 
residents aged 55 and 
over will be 26% of the 
toatal population.

The overall population is 
expected to increase by 
8 per cent.

83.5%

91,148

17%

389

23%

64.5%
26% 8%

31%

different countries

130

different spoken 
languages

households do not have 
access to the internet

100+

20%

THE  

PEOPLE 

THE  

FUTURE 

2015–21

There will be a high 
demand for Council and 
other health services for 
those aged between

and even 
greater demand 
for those aged 
over

65 & 74

85

Other demographic 
changes will require 
greater community 
access to services 
and infrastructure.

Customer focus strategy Working together 09



OUR  
CUSTOMERS

Understanding the community of Hobsons Bay is 
important to servicing the needs of our community, 
but more broadly the definition of a ‘customer’ 
includes community members, ratepayers, visitors, 
businesses, other organisations and levels of 
government working with Council, and Council staff.

The list includes anyone who requires information 
or service from Council; for example: police, school 
teachers, contractors, politicians and developers.

While they all have different issues and expectations, 
our research says our customers want the same 
outcome when they contact Council: they expect  
a polite, prompt, accurate response at the first point 
of contact.

Council conducts annual surveys to measure 
community satisfaction with a range of services 
and facilities. Surveyed customers rated Council’s 
courtesy of service, access to the right advice, and 
provision of information as ‘very good’. ‘Speed of 
service’ rated slightly lower as ‘good’.

While this was a very positive response, our 
customers suggested some desired improvements:

• prompt response and follow up to enquiries

•  information requests be directed to the right 
person, the first time

•  website access to forms and information be  
easier to access and understand

• a more efficient planning application process

•  the ability to interact and conduct business with 
Council outside of standard business hours.

•  to be treated with understanding, 
courtesy and respect

•  to be referred to the relevant  
person promptly

•  to have initial concerns taken 
seriously, and recorded for  
future action

•  to be kept informed about progress,  
if further investigation required 

WHAT  

OUR CUSTOMERS  

EXPECT

WHAT  

OUR CUSTOMERS  

HAVE TOLD US
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Technology is rapidly changing the way we do business in the 21st century. According to an Australian 
research company2, 66 per cent of local councils use traditional service methods – telephone, face-to-face, 
letters, emails – but this is rapidly changing with the uptake in various social media platforms.

Source: The future of Customer Service, 2013, Steven van belleghem.com

2 Fifth Quadrant - Customer Experience, Strategy and research organisation.(2013) 
3 Sensis marketing services, www.sensis.com.au 
4 Hobsons Bay City Council Community survey April 2015 Metropolis Research P/L

Australia closely follows worldwide trends in the increased use of digital 
platforms in the past two years.

increase in  
Facebook

26% 20%25% 18% 70%

increase in  
Twitter

increase in  
email

increase in 
mobile phone 
applications

 of consumers 
expect corporate 
websites to include 
self-service tools

A 2014 Sensis Social Media Report suggests 69 
per cent of Australians now use social media, while 
Facebook continues to dominate the social media 
landscape, with 95 per cent of social media users 
accessing the platform.

Sensis3 reports that three in ten Australians now use 
social media for business purposes; and our research 
confirms that our community expects our use of 
technology to adapt and improve.

According to the Hobsons Bay City Council 2015 
Annual Community Survey4, there was an increase in 
those preferring email - 45 per cent – up from 36.8 
per cent.

There was a significant decline in the number of 
customers preferring to receive information – or 
interact with – the Council website. It dropped from 
35.3 per cent to 25 per cent.

An increasing number of Hobsons Bay residents - 
57.9 per cent - prefer direct mail or letterbox drops. 
This is a noticeable increase from 53.8 per cent the 
previous year.

 More customers said they preferred the Council 
newsletter; this increased from 35 per cent to  
44.1 per cent.

HOW DO WE  

COMMUNICATE  

WITH OUR CUSTOMERS?
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HOW   

OUR CUSTOMERS  

PREFER TO CONTACT US 

TO REQUEST SERVICE

In person by mail or

Online

39%
61%

PAYMENTS

Phone

Email

Face to face

Webchat

64%

16%
18%

2%

CONTACTS

Although phone contact continues to be the 
preferred contact method for our customers, we 
have noticed a gradual increase in the use of our 
online contact channels.

Email enquiries are on the rise and our live chat option 
is also proving to be an increasingly popular way for 
customers to contact Council for quick enquiries.

A steady portion of our customers prefer to visit  
Council to make a payment or discuss a complex  
matter, however, we are seeing an increase in the  
number of payments being made online.
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immunisations

counter enquiries

 calls received

11,915 

25,700

108,820  

667,142  

49,224  

24,403

14,245

1.5 million  

34,488

3.08 million8,103

1,874

70,600  18,826

895

library loans

meals delivered

emails

animal registrations

website hits

customer  
requests received

kerbside collections
hard waste  

booking requests

webchats

registered mail items
maternal child  

health consultations

Snap Send Solve 
reports

Council provides over 100 services to the Hobsons 
Bay community. We are committed to continuing to 
listen to our customers and enhance, streamline and 
integrate our systems and processes to make it easier 
for customers to interact with us for their range of 
service needs.

WHY  

OUR CUSTOMERS  

CONTACT US

‘Snap Send Solve’ requests 
have almost doubled in the 
last 12 months.

Snap Send Solve is a free 
smart phone app that allows 
users to send photographs 
and GPS coordinates to 
report an issue to Council.

DID YOU KNOW
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CUSTOMER  
FOCUS MODEL

Through an extensive development and consultation process, four strategic 
themes have been identified. These themes have been categorised into 
objectives and actions to deliver the Customer Focus Strategy. These will 
assist the organisation to achieve an increased customer satisfaction level and 
improve service delivery and perception of a customer focused organisation. 
The strategy will be supported by a three year action plan.

Our promise, the themes and associated actions to get us there can be 
represented by the below customer focus model.

CUSTOMER

OUR  
PROMISE
At Hobsons Bay City 
Council, we commit 
to provide excellent 
customer service  
to all of our customers.

OUR 
PRINCIPALS

OUR  
THEMES
• People 
• Process
• Technology
• Measures

Be respectful, friendly, 
accessible, consistent 
and accountable
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THEMES AND  
STRATEGIC OBJECTIVES

The strategy provides the organisation with a 
framework to deliver excellent customer service. Four 
key themes have been identified and under each there 
are a number of objectives, to provide responsive and 
consistent customer interaction along with efficiencies 
and greater customer satisfaction.

Helping our staff to be 
more engaged, skilled and 
customer focussed

Ensuring we provide 
consistent, efficient and 
accessible processes

Developing accessible, 
innovative customer-driven 
preferences

Collecting, assessing, 
measuring information and 
providing reports to guide 
future direction

The accompanying Strategic Action Plan 
outlines Council’s commitment to four 
strategic themes:

PEOPLE

PROCESS

TECHNOLOGY

MEASURES
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THEME  

ONE  

PEOPLE

Our customers have told us they want a consistent 
and high quality experience when they interact with us.

The key is to provide staff with a greater understanding 
of who our customers are and what they value from us 
and embed a culture across the organisation, where 
the customers’ needs are the focus for decision making 
and service design and delivery.

Our customer service standards are the foundation to 
the delivery of high quality service and it is important 
that all staff are appropriately trained and supported 
to consistently up hold these principles.    

Objective 1.1
Embed a culture of customer focus across  
the organisation. 

Objective 1.2
Ensure all staff are skilled, trained and supported  
in delivering excellent customer service.

Objective 1.3
Create a welcoming environment at every Council 
buildings for community members of all ages,  
abilities, and cultural backgrounds.

Our customers have told us they want it to be easy 
to interact with Council and that they expect a 
consistent, accurate and efficient response. 

It is important that we make it easy for our 
customers to provide us with feedback on their 
experience and satisfaction and use this information 
to better understand what is working and how we 
can improve our processes and services.  

There is an expectation that we not only create more 
value for our customer but that we do this using less 
resources. This will create a need for more innovative 
and forward thinking ways of working. 

Objective 2.1
Provide our customers with a channel to be heard 
and engaged.

Objective 2.2
Develop greater insight into the “customer 
experience” with Council to inform future service 
delivery and improvements.

Objective 2.3
Ensure customers receive a consistent, accurate and 
timely response, regardless of how they choose to 
contact us.

Objective 2.4
Demonstrate customer service delivery efficiencies, 
in the use of time and resources while maintaining 
customer satisfaction.

Objective 2.5
Ensure our services are easy to use and accessible. 

THEME  

TWO  

PROCESS
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Customer self-service (CSS) is now an accepted way 
to do business – and our customers expect to easily 
interact with Council and have access to accurate 
information at the times they chose. They do not 
necessarily want to be constrained by the hours of 
operation of the service.

Such interactions include making multiple payments, 
updating their contact details or checking the status 
or outcome of a recent request or complaint.

More effective use of technology to advance in this 
area is vital and has been identified as a priority. 

We aim to leverage off technology to ensure we meet 
customer expectations, reduce customer effort and 
increase internal efficiencies. 

Creating a central register for a customer name and 
address record (single view), that can be integrated 
and appropriately accessed across all services of 
Council, will assist customers to self serve and result 
in improved response times and a better overall 
customer experience. 

Objective 3.1

Ensure our technical solutions are customer focused 
and user friendly.

It is important that we regularly measure customer 
satisfaction and our performance against our service 
standards and use this information to identify 
opportunities for improvement – and highlight areas  
of excellence. 

This data will help us recognise, reward and reinforce 
high quality service delivery across the organisation 
and close the gap between customer expectations 
and service performance.

Objective 4.1
Demonstrate accountability by implementing 
appropriate corporate performance measures  
and reporting.

THEME  

THREE  

TECHNOLOGY

THEME  

FOUR  

MEASURE
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Annual action plans will be developed in order 
to work towards the goals and objectives of 
the Customer Focus Strategy 2016–19.

The actions identified will be measurable to 
help determine whether any benefits have 
arisen as a result of the work undertaken.

A meeting of senior management from 
business areas across the Council will oversee 
the implementation of the Customer Focus 
Strategy 2016–19. The Customer Focus 
Strategy 2016–19 will also be subject to a six 
monthly reporting cycle, with progress reports 
presented to the Council on an annual basis.

DEVELOPMENT AND 
IMPLEMENTATION 
MONITORING AND REVIEW



  
HOBSONS BAY  
LANGUAGE LINE

 9932 1212 
INTERPRETER SERVICE FOR ALL LANGUAGES

AND RECORDED COUNCIL INFORMATION IN:

English   

 
   

Your Council in your language

HOBSONS BAY  

CITY COUNCIL

115 Civic Parade, Altona
PO Box 21, Altona 3018
Phone (03) 9932 1000
Fax (03) 9932 1090
NRS phone 133 677 and quote 03 9932 1000
Email customerservice@hobsonsbay.vic.gov.au

  www.twitter.com/HobsonsBayCC

  www.facebook.com/HobsonsBayCityCouncil

  www.hobsonsbay.vic.gov.au


