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Presentation Overview

 What is the Customer Service Network?

 Goals of the Network 

 Network Resources & Programs

 Case Studies - Program Benefits to 

Bankstown and Canada Bay Councils

 Future Directions

 Q & A
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There is a Network?

 Professionals in Local Govt working together to 

focus on customer service

 There to promote, develop and support quality 

customer service in the Local Govt industry  

 Current Council Membership ~ 90+ Councils 
(mainly NSW, also from SA, QLD, WA, Tas)

 Active Executive Committee

 Not-for-profit (Associations Incorporations Act 1984)
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What is the Network? 

 Facilitates networking and promote learning 

between Councils of improving service delivery

 Shares and exchanges information between 

Councils

 Reviews customer service systems, strategies, 

technologies and processes

 Conducts seminars, conferences, forums, 

training and programs on customer service
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Goals of the Network

Improving customer 

service outcomes

Sharing the story

Growing membership

Sponsorship

Increased resources

Special events

Applying industry

best practice

Service Innovation
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Goals of the Network

http://1.bp.blogspot.com/_NlBE9GgDiKc/R_GtaGa5uSI/AAAAAAAAATA/-XyqMjaKMb4/s1600-h/larson.jpg
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Network Programs

 Network Seminars & Forums

 Annual  Conference

 Training

 Website 

 Benchmarking of service delivery

 Phone Mystery Shopper 



Network Programs

 3 Seminars & 1 annual conference

 Seminars & Forums are topic focused

 Latest in sponsor and supplier developments

 Great Networking and learning opportunity

 Regional Chapter seminars
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 Network Seminars, Forums, Conference
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Network Programs

 Armed Hold Up Awareness

 Handling Difficult People

 Effective Communication 

 Update on Planning Guidelines

 Privacy Framework

 Training
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Network Programs

 Website www.csnetwork.com.au

 Information and collaboration tool

 Best Practice information

 General Customer Service information

 Procedures/Position Descriptions

 Supplier and Sponsor info & links

 Minutes of seminars & meetings

 Conference/Seminar info & highlights

 Coming events 
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Network Programs

 Benchmarking and Mystery Phone Shopper

 Establishes current better practice kpi measures

 Helps to understand trends in performance

 Provides comparative qualitative and quantitative

 for own organisation over time

 against similar Councils 

 Data for business case justification
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Benchmarking



Finding Solutions. TOGETHER

www.csnetwork.com.au

Benchmarking



Finding Solutions. TOGETHER

www.csnetwork.com.au

Benchmarking



Case Study #1

Benchmarking Benefits to Canada Bay Council

 Case study of how Canada Bay has used the results to

 drive improvements

 provide service changes 

 implement training and coaching programs

 be the basis of business case justifications 



Benchmarking

“Before”

 Lack of call centre and counter technology 

 Poor operations process- no reporting  

 Poor productivity  

 Inconsistent  organisational service standards



Benchmarking

“Process”

Technology  Update PABX call centre

 Plasma technology 

 Development management reports

Operations/

Productivity

 Credit card process of all council service via Internet

 Development of call centre and counter quality 
management guidelines

 Development of KPI for customer service staff

 Development of on-line 24x7  customer service 
webforms

Customer 
Service 
Standards

 Engaging Customer Service Program

 Organisational Engaging Customer Service Training

 Ongoing annual Review
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“ Before & After Results”

Productivity
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Benchmarking

“ Before & After Results”

Call Centre - Target Service Level is 80%
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Benchmarking

“ Before & After Results”

Call Centre - First contact resolution
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Benchmarking

“ Before & After Results”

Call Centre - Average wait time
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Benchmarking

“ Before & After Results”

Inbound calls per CSO per day
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Benchmarking 

“After”

 Benchmarking report 

 Technology-”Canada Bay is the leading council in terms of 
use of technology to improve customer service operations 
Centre”

 Operations -This is the second year that Canada Bay has 
ranked first. Canada Bay operations where recorded as more 
efficient and streamlined 

 Productivity – Canada Bay ranked top in productivity. This 
builds on the 5year trend in Canada Bay of improved 
productivity performance

 Organisation Customer Service standards
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Mystery Phone 

Shopper

Key Performance Areas

 Connect Time

 Greeting Quality

 Enquiry Resolution Skills 

 Agent Manner

 Communication Skills

 Customer Satisfaction Grid Score

(Getting Through + Service Delivery)

Getting 
Through

Service 
Delivery
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Mystery Phone 

Shopper

YOUR 
COUNCIL

ALL COUNCIL 
AVERAGE

BEST COUNCIL 
RESULT

AGENT MANNER (%)

Warm, interested, helpful 80 78 95

Business-like 8 12 5

Total Acceptable Manner 88 90 100

Laidback 6 5 0

Curt/disinterested 6 5 0

Total Unacceptable Manner 12 10 0

ENQUIRY HANDLING SKILLS

Probed to clarify caller's needs 80 74 91

Demonstrated good product 
knowledge

78 81 97

Provided clear outcome to enquiry 90 88 100

Agent was courteous and helpful 95 94 100

AVERAGE ALL ENQUIRY HANDLING 
SKILLS

86 84 97

SERVICE DELIVERY SCORE                           
(agent manner and enquiry handling)

83 81 93
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Network Programs

 Mystery Phone Shopper
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The Loyalty Grid Quadrants

Loyal – when high Getting Through and Service 
Delivery scores are achieved, customers are 
likely to feel Loyal towards the organisation

Restless – when either Getting Through or 
Service Delivery is inadequate, customers are 
likely to feel some dissatisfaction and 
Restlessness

Alienated – when both Getting Through and 
Service Delivery is inadequate, customers are 
likely to feel alienated and highly dissatisfied



Case Study #2

Mystery Shopper Benefits to Bankstown Council

 Case study of how Bankstown has used the results to

 team-based driven improvements 

 provide service changes 

 implement training and coaching programs

 set new service standards 



Mystery Shopper

“Before”

 Inconsistent answering 

 Previous „call‟ impacting next answer response 

 Inconsistent training  

 No coaching program

 No service standards



Mystery Shopper

“Process”

 Measures key “soft skills” data
 Response times

 Opening message

 Willingness/knowledge/assistance

 Closing message

 Set questions

 Feedback Report



Mystery Shopper

“ Before & After Results”
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Mystery Shopper

“After”

 Set new service standards for the Call Centre

 Each call is a „new touch-point‟

 Aligned training and coaching program to the standards

 Team-based recognition  positive customer feedback

 Call Centre standards basis for organisational standards

 About to commence the program later this month 
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Future Directions

 To grow the Network

 Increase Regional Council participation

 National exposure

 Assisting Councils develop service strategies

 Forums on managing change in service delivery
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Q & A

Questions??

“Quality in a service or product 

is not what you put into it.

It is what the client or customer 

gets out of it.”

PETER DRUCKER 
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Pauline Webb : Manager Customer Service

City of Canada Bay Council

02 9911 6465

pauline.webb@canadabay.nsw.gov.au

David Thompson – Manager Customer Service

Bankstown City Bay Council

02 9707 9401

david.thompson@bankstown.nsw.gov.au


