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ORDINARY MEETING 

23 NOVEMBER 2011 

 

17 

 
SERVICE QUALITY STRATEGY 2011-2014 
 
Mike Cole: 1/3/116: #3390440 

RECOMMENDATION 
 
That Council adopt the Cairns Regional Council’s Service Quality Strategy 
2011-2014.  
 

INTRODUCTION 
 
During 2010 Council established the ‘Connecting program’ which through the 
assistance of a company called The Customer Connection provided the framework 
for Council to improve the service/s offered to the Community and its customers. 
 
The Service Quality Strategy 2011-2014 (The Plan) is intended to be the primary 
direction setting document for Council’s Service Quality Strategy. The Plan will 
provide direction and key areas of focus for staff during the period with identification 
of projects and programs designed to keep services of a quality standard and 
meeting the community’s expectations. 

BACKGROUND 
 
In 2011 the Service Quality branch was formed at Cairns Regional Council to drive 
the Connecting program and implement a new full strategy which would be owned 
and driven by Council staff. 
 
The Service Quality branch set its mission statement as; To lead and foster effective 
services, partnerships and programs across Council in order to create delightful 
experiences for our customers. 
 
During the first 3 months of the 2011 fiscal year a review of the current program was 
undertaken taking into account several key factors including: customer survey 
results, program outcomes, best practice and future requirements. 
 
The Strategy has been developed using a people based methodology. It focuses on 
supporting, training and providing the necessary tools for staff to deliver service 
improvements across Council. The Connecting program as developed in 2010 now 
forms one of six key themes which provide a more comprehensive outline intended to 
drive real outcomes to our customers and the Community.  
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ACTION AND IMPLEMENTATION 
 
The Service Quality branch will drive implementation of the strategy focus areas in 
conjunction with leaders across Council. 
 

CONSIDERATIONS 
 
Critical alignment with the Corporate Plan 2009-2014 
 
The Corporate Plan is Cairns Regional Council’s medium term planning document 
which will be linked to the newly adopted Community Plan. 
 
The Service Quality Strategy will assist Council meet its goals through changing the 
way officers work together and with the Community, specifically The Plan significantly 
contributes to several objectives as outlined in goal six, Striving for Organisational 
Excellent including: 
 

6.1  Have excellent leadership throughout, all working together to create a great 
culture and to achieve our corporate goals. 

6.2  Understand our business environment and effectively set strategy, deploy 
resources, monitor and report. 

6.3  Collect, interpret, manage and capture data and information to inform good 
decision making. 

6.4  Operate effectively and efficiently with engaged and committed people who 
are capable and motivated to work together to identify and implement ways 
of doing things better. 

6.5  Work to constantly improve knowledge of community needs and inform the 
community of what Council can provide and how decisions are made. 

6.7  Consistently perform better, deliver on our objections and operate 
sustainably. 

6.9  Provide exemplary customer service. 
 

Statutory 
 
Although there is no statutory requirement for Council to develop a Service Quality 
Strategy, it is clear that best business practice is derived from knowing the business, 
knowing your customers and what they want, and engaging the staff in clear 
directions and actions linked to organisations goals, values and excellence in service 
provision. 
 
Policy 
 
Council Corporate and Operational Plans will be reviewed and amended based on 
the Community Plan.  Council’s processes, procedures and performance measures 
will be modified as these strategies are implemented across Council. This strategy 
will be reviewed, as required, as these plans are amended. 
 
Financial and risk 
 
During FY2011 external services to continue to implement the Connecting program 
will cost $54,000 which is within approved budget. A key part of the strategy will be to 
transition these skills and activities in-house by the end of the fiscal year.  
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Sustainability 
 

Sustainability Scorecard 

 

Scorecard Interpretation 

1. Improving resource efficiency 
 This project does not impact on resource efficiency as it is a strategic plan.  

Impacts may occur when the strategies are delivered or operationalised. 
2. Conserving biodiversity 
 No impact on biodiversity as this is a strategic plan.  The strategic intent is to 

conserve biodiversity. 
3. Enhancing community health and wellbeing 
 This project will enhance the delivery of Council services, through delivery of its 

key focus areas. 
4. Delivering sound governance and economic management 
 The delivery of the outcomes and service improvements resulting from this plan 

will require ongoing financial commitment and resources.   
 

OPTIONS 

1. That Council resolve to adopt the Service Quality Strategy 2011-2014. 

2. That Council resolve to adopt the Service Quality Strategy 2011-2014 with 
amendments. 

ATTACHMENTS 
 
Attachment 1 – Service Quality Strategy 2011-2014 
 
 
Mike Cole 
Manager Service Quality 
 
 
 
Linda Kirchner 
General Manager Corporate Services 
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Attachment 1 
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