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The purpose of this document  
is to inform you, our customers,  
about how the teams and 
individuals across Council are  
going to work to deliver effective 
experiences for residents,  
businesses and our communities.

Purpose
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We directly fund  
and deliver services and 

infrastructure. We provide 66 
services and hundreds of 

infrastructure projects every year. 

We facilitate outcomes for our 
community through building 

partnerships, changing regulations, 
promoting opportunities and 

building the capacity of community 
members and organisations.

We advocate on behalf of the Casey 
community for funding and delivery 

of services and infrastructure. We 
continuously advocate to State and 

Federal Governments to fund 
infrastructure in the Casey area.

Providing

FacilitatingAdvocating

Our Role

We provide services to over 
310,000 diverse and growing 
residents and more than  
18,000 businesses.

As Victoria’s fastest growing 
council, our vision* is to create 
Australia’s most liveable city 
through:

* The City of Casey Council Plan 2017-2021



What is 
Customer 
Experience?
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CX stands for Customer Experience.

When you - our customer - use our services, we understand that  
each of you have different expectations and many factors  
can result in you having either a good or bad experience.

By identifying and understanding where the problems lie across 
the end-to-end journey – from the moment you recognise  
your need for our service, right through to the delivery of the 
service – we can identify ways we can improve those experiences 
for everyone.

The following examples show some of the experiences 
customers have when dealing with us – both good and bad.

Customer
Experience
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The following experience shows 
complications faced by customers 
when requesting a repair to a road. 

These complications can be frustrating  
for customers. In this case, we proactively 
communicated with the customer about 
what had happened in the past, and  
what was going to happen in the future.

This resulted in a good experience 
for the customer. 

Repairing 
a road

EXAMPLE 01:
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EXAMPLE 01:

A customer 
requests that their 
road to be graded 
three times in as 
many months.

Every time it  
is graded, it 
quickly becomes 
damaged again.

The team that looks after our roads 
rang the customer and spoke to her  
in depth about the grading of the 
road. The customer was told that  
we recently changed contractors, and 
the new one would put gravel down, 
roll it and water it in.

A few days later there  
was a lot of rain. The road 
surface maintained a 
good condition since 
being graded properly 
two weeks ago.

The customer writes  
to thank us for resolving 
her issue and taking  
the time to speak with  
her about the road’s 
maintenance.

Repairing a road
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This example highlights the  
issues we face in keeping track  
of your details and ensuring that 
your information is current and 
correct across all of our services 
and systems.

This means that despite starting off with  
a good experience, if updated information 
isn’t shared across all systems, a bad 
experience can happen later on.

Changing  
address

EXAMPLE 02:
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Changing address
EXAMPLE 02:

A customer uses  
a paper form to 
notify their local 
kindergarten of their 
change of address.

That change of address 
doesn’t flow across to our 
rates database and rates 
notices continue to be 
sent to their old address.

We start pursuing legal 
action for unpaid rates.

As the customer  
had informed us of  
their change of address, 
the responsibility falls  
back on us.

Although we stopped 
pursuing legal action,  
the customer had a  
bad experience.
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We are made up of different 
services that handle different tasks 
to resolve a request. This example 
highlights the importance of the 
handovers between our services.

A small mistake in the handover process 
can result in a problem that grows and  
can lead to inefficiencies or a delay in a 
service – resulting in a bad experience 
for the customer. 

Registering 
a pet

EXAMPLE 03:
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Registering a pet
EXAMPLE 03:

A customer contacts 
Customer Service  to 
ask how to register 
their puppy as it has 
now been desexed.

The customer receives 
an email the following 
day with the paper 
registration form and 
the customer returns 
the form the same day.

A request is made to Local 
Laws for processing – but 
there is no tag number or 
credit card authorisation 
attached - so the request 
is put on hold.

The customer  
follows up two 
weeks later to see 
what is happening.

Only then does a 
member of the 
Customer Service 
team realise the 
error and asks the 
customer  
for the missing 
payment details.

The customer  
is frustrated 
because of how 
long the process 
has taken.



Our Aspiration 
and Goal
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Casey City Council is known  
as being understanding,  
responsive and deeply 
connected to our 
community.

To improve our services 
so your experience  
is more positive,  
more often.

Meet your  
needs

Offer you  
relevant choices

Our Aspiration Our Goal

We’ll know we’ve reached the 
goal if you think our services...
01 03

02 04

Are easy to  
access and use

Deliver positive outcomes  
for the community



Our  
Strategy
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Our goal is: To improve our 
services so your experience is  
more positive, more often.

To do this: We will improve  
in five key areas.

The Strategy
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Delivering Experiences

Sharing Experiences

Our
Customers

Change

RememberRespond

Internal
Teams

Inform Listen
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There are five key areas we need to focus  
on to ensure we continuously improve 
how we deliver our services to you.

These are how we listen, remember, 
change, respond and inform – and  
the better we get at each of these, the 
more positive experiences you will  
have with us.

By continuously sharing your voices and 
experiences, our staff will be informed  
on how to deliver improved experiences 
back to you.

Continuously 
Improving across 
five key areas



Our
Customers

Change

RememberRespond

Internal
Teams

Inform Listen

Systems

Processes

Staff

Channels
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Sharing Experiences

Delivering Experiences
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We will improve across all  
layers of an experience.  
Starting from the inside out.

By building better systems and  
processes to support better interactions 
between our staff and you across 
whichever channel you choose to  
use to contact us. 

Multiple 
layers



Our
Customers

Internal
Teams

Systems

Processes

Staff

Channels

Inform Listen

Remember

Change

Respond
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Customer
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By continuously improving in  
five key areas across multiple 
layers, we will put you at the 
centre of the decision making 
processes.

Ensuring your experience is  
more positive, more often.

Putting  
you first



Our 
Approach



Sharing Experiences

Our
Customers

Internal
Teams

Delivering Experiences

Listen
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To improve our services 
based on the things that 
matter the most to you, we 
must become better at 
listening to your needs.

Listen

Service specific  
measurements

We will create service specific 
measures to understand your 
level of satisfaction with our 

service and where we need to  
continue to improve..

Voice of the  
Customer programme

You will be able to share 
your experiences directly 

with services to help  
them improve.



Sharing Experiences

Our
Customers

Internal
Teams

Delivering Experiences

Remember
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To improve how well we 
remember your information, 
including contact details and 
previous interactions with us, 
we need to have a clear policy 
for data collection and a single 
place where we store your 
information.

Remember

 Data collection policy

We will create a  
data collection policy, 

clearly explaining how we 
record and store your 
information securely.

Single customer 
database

Your information will  
be stored in one central 
location making it easy  

to keep track of.



Sharing Experiences

Our
Customers

Internal
Teams

Delivering Experiences

Change

City of Casey Customer 
Experience Strategy23

To improve how we implement 
change, services need to be 
designed with you. We will 
create processes and systems 
that can be adapted to meet 
your needs.

This will include making sure we  
have suitable ways in which you  
can contact us.

Change

Adaptable processes  
and systems

We will design our processes 
and systems to be flexible 

and adaptable to meet 
customers’ changing needs.

Co-design programme

You will be able to work 
directly with us to design 
better experiences of how 

our services are delivered to 
you and other customers.



Sharing Experiences

Our
Customers

Internal
Teams

Delivering Experiences

Respond
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To improve how we respond 
and keep you in the loop,  
we will have a clear framework 
for how and when we will 
contact you.

This will include communicating  
our timeframes with you so you  
know what to expect and when.

Respond

Customer  
contact framework

We will develop a clear 
approach to contacting 

customers that is consistent 
across all services and 

contact channels. 

Multi channel support

You will be able to choose 
the channel that works for 

you – whether that’s phone, 
email, sms, social media,  
in person, mail or online.



Sharing Experiences

Our
Customers

Internal
Teams

Delivering Experiences

Inform
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To improve how we inform  
you about our services and  
their timeframes, we will ensure 
all our communications are 
consistent, proactive where 
possible, and that information  
can be requested in your 
preferred format. 

Inform

Consistent  
communications

We will make our 
communications consistent 
across all channels. It will be  

clear and easy to understand 
by our diverse community.

Multilingual and 
multi-format

You will be able to request information  
in your preferred language, including 

Australian Sign Language (Auslan),  
as well as your preferred format, 
including in braille and through  

an interpreter.
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CX Goal Matrix for the next four years

Ch
an

ne
ls

Customers will be able to 
provide information once  
and be confident it’s been 
understood.

Customers won’t have to 
repeat themselves when they 
interact with our services 
across different channels.

Our channels meet the  
needs of our customers. 
Improvements continue to  
be made based on customer’s 
feedback.

We will provide customers 
with different options of how 
they want to contact and 
interact with us and be 
proactive in  
our communication with 
customers.

We will have information 
which is simple to read  
and easy to understand.

St
aff

Our staff will be experts at 
active listening to ensure they 
get the relevant information  
to understand and then best 
respond to the customer’s 
needs.

Staff will have instant access 
to a customer’s most up-to-
date records so they can 
provide the best service.

Staff will be trained in the 
latest technologies and 
processes and look for 
continuous improvement 
opportunities.

Staff will understand that 
providing choice and following 
up on interactions with the 
customer is a key part of  
their role.

Staff will have access  
to the information they 
need to provide the correct 
information to the 
customer. 

Pr
oc

es
se

s Our processes ensure that all the 
data we receive is current, clean 
and trusted while maintaining 
privacy and security of personal 
information.

Our processes ensure that all 
the customer’s details are 
confirmed at each contact.

Proactive and collaborative 
processes underpin how we 
deliver our services.

Our processes have clear 
timeframes and contact points 
for customer communication.

Processes are created  
to support our staff  
and to provide what  
our customers need.

Sy
st

em
s There will be a single platform 

that contains one source of 
customer information.

There will be a single source  
of truth about our customers.

Systems are kept up to date 
with the latest technologies to 
support our processes, staff 
and communication channels.

Have digital systems that keep 
track of customers and tasks 
that are visible to both 
customers and staff.

Consistent, easy to use and 
up-to-date information is 
available to our customers 
and to our staff.

CB
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What will 
implementation  
of the strategy  
look like for you?
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Design and deliver 
the right services

Co-design service 
experiences with you

You may not think about the services we deliver 
very often – rubbish bins, roads, home care and 
kindergartens for example – but we think about 
your experiences using these services a lot.

We are going to use your feedback to design and deliver  
the right services  based on what matters most to you.

We’ve been designing services for a long time and 
we recognise that there is no one better placed 
than you to tell us how you want our services to 
work for you.

When we are redesigning service experiences, we’re going to  
get you to help us by co-designing it with you. This will include 
ensuring we talk to people of all ages and cultural backgrounds.
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You choose how you 
want to contact us

You’ll only tell  
us once

We know how frustrating it is to have only one 
option to contact us. We understand that some 
customers value human interaction whilst some 
prefer the convenience of digital options.

We’re going to ensure consistency of information across  
our website, forms and brochures so it’s clear to you when  
you are able to do what you need to get done.

Have you ever called us multiple times and had  
to repeat yourself every time? We’re going to try  
to make that a thing of the past. 

We want you to only have to tell us once. The next time  
you contact us, we want to be able to remember why you’re 
getting back in touch and anticipate how we can make this  
future contact as easy as possible.

x1



How will we  
measure our 
progress?
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To improve our services 
based on the things that 
matter the most to you, we 
must become better at  
listening to your needs.

Listen
EVALUATION:

How we’ll know  
we’re doing better

How we’ll 
measure it

You tell us you feel heard

You are having positive 
online conversations  

about your experience

‘Did the agent care 
about your issue?’

You only need to make  
one call about each 
enquiry or concern

The average time taken to 
reply to customers from 

when they first contacted 
us about an issue.
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To improve how well we 
remember your information, 
including contact details and 
previous interactions with us, 
we need to have a clear policy 
for data collection and a single 
place where we store your 
information.

Remember

How we’ll know  
we’re doing better

How we’ll 
measure it

We recognise who you  
are, and why you might  

be getting in contact

How easy you thought it  
was to deal with us

You only need to  
make one call

The average time taken to 
reply to customers from 

when they first contacted 
us about an issue.
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To improve how we implement 
change, services need to be 
designed with you. We will 
create processes and systems 
that can be adapted to meet 
your needs.

This will include making sure we  
have suitable ways in which you  
can contact us.

Change

How we’ll know  
we’re doing better

How we’ll 
measure it

Our services meet  
your needs

Your level of satisfaction 
with the service

Our staff have the  
skills to make proactive  

changes to improve  
your experience

The number of staff trained 
in how we can design and 
improve services to better 

meet your needs

Our staff will continue  
to make changes based  

on your needs

Improvement in ‘Does this 
service meet your needs’ 

measurement
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To improve how we respond 
and keep you in the loop, we 
will have a clear framework  
for how and when we will 
contact you.

This will include communicating  
our timeframes with you so you  
know what to expect and when.

Respond

How we’ll know  
we’re doing better

How we’ll 
measure it

We’ll get back to you  
when we say we will

The average time taken  
to reply to customer 
enquiries and issues

You only have to tell  
us something once

Number of issues 
resolved first time

CB

A



City of Casey Customer 
Experience Strategy35

To improve how we inform  
you about our services and  
their timeframes, we will ensure 
all our communications are 
consistent, proactive where 
possible, and that information  
can be requested in your 
preferred format. 

Inform

How we’ll know  
we’re doing better

How we’ll 
measure it

You feel informed
‘Did you feel we kept you  
in the loop’ measurement

You understand what  
we need you to do  
and when it needs  

to be done

Less legal action

Less ‘Notice to Comply’ 
sent out to customers

You can request 
information at  

any time

Increase in website page 
views, drop in bounce rate 
and average time spent on 

the website
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Key term Definition

Council means Casey City Council, being a body 
corporate constituted as a municipal Council 
under the Local Government Act 1989

Councillors means the individuals holding the office  
of a member of Casey City Council

Council 
officer

means the Chief Executive Officer and staff of 
Council appointed by the Chief Executive Officer.

Strategy means a long-term (3 to 5 year) description  
of Council will achieve an objective. 

Annual 
Action Plan

An annual plan of how to progress the  
strategy in the specified year.

Customers means an individual, business or organisation 
that uses Council services. 

Channels means the ways customer can contact Council 
(e.g. website, email, phone, face-to-face, letter, 
social media)

Customer 
Experience

means the sum of all interactions and 
impressions a customer has with any  
of Council’s services 

Approval Body: Council

Endorsement Date: 20 August 2019

Current Version: 1.0

Council policy documents change from time to time and it is recommended that you 
consult the electronic reference copy on Casey Council’s Website to ensure that you  
have the current version.  Alternatively, you may contact Customer Service on 9705 5200.

Council Plan Reference: Objective 3

Compulsory  
Review Cycle: 4 years

Review Date: July 2023

Examples include a change to the name  
of a Council department, a change to the 
name of a Federal or State Government 
department, and a minor update to 
legislation which does not have a material 
impact. However, any change or update 
which materially alters this document  
must be by resolution of Council.

It is recognised that, from time to time, 
circumstances may change leading to the 
need for minor administrative changes to  
this document. Where an update does  
not materially alter this document, such  
a change may be made administratively.

Responsible 
Department: Customer and Digital

Relevant Council 
Documents: Customer Experience Strategy – external version  

ECM ID: 13353635

Definitions



Contact us

casey.vic.gov.au               
caseycc@casey.vic.gov.au                 

Cranbourne 
Cranbourne Park             
Shopping Centre                                                 
125 South Gippsland Highway

PO Box 1000  
Narre Warren VIC 3805

Narre Warren 
Bunjil Place,                                                                                                    
2 Patrick Northeast Drive

03 9705 5200 

TIS: 131 450

NRS: 133 677 (for the deaf,  
hearing or speech impaired):   
Visit internet-relay.nrscall.gov.au

facebook.com/CityOfCasey 

@CityOfCase y    

linkedin.com/company/city-of-casey  

@CityOfCaseyCouncil


