Our comm to you

Cairns Regional Council is committed to better understanding the
needs and expectations of the community and will do so by:

Your feedback

At Cairns Regional Council, we aim to give you a great experience
every time you interact with us. However, we understand this
doesn't always happen. Your feedback on our processes,
decisions, service, and staff is important to us. Your feedback:

Honouring the trust of our residents, each other, and staff
by treating everyone with professionalism, equity, and

IZ(Cairns

dignity.

"« Taking responsibility in all that we do for our community

Ensuring transparency with open and honest
communication through relevant, accurate, clear, and
complete information

Respecting your privacy in accordance with the Rjght to
Information Act 2009 and maintaining Council's obligation to
confidentiality and privacy under the /nformation Privacy Act

Actively pursuing continuous improvement and
understanding of the needs of our community now and in
the future

Consulting with representatives of the community to create
an ongoing dialogue between Council and the community

Encouraging input fi the community on Council's
performance and services through a variety of means

Maintaining a centralised complaint handling system to
respond to service failures and unsatisfied expectations

Help us help you
You can help us to meet our commitment to you by:

Providing us with accurate, relevant, and timely information
Treating our staff with courtesy and respect by behaving
appropriately, avoiding the use of abusive language and/or
threatening behaviour
Keeping us informed of when anything changes e.g., personal
details, licences, requests, services
Providing feedback and suggestions on service
improvements, conduct, performance and avoiding personal
criticism of Councillors and/ or staff.
Council reserves the right to place limits on communication between certain members of the
public and Council. This applies where communication becomes abusive of persons or

excessively demanding on resources. This is to responsibly manage Council's limited resources
and to fulfil Council's obligations as a conscientious employer.

Ensures we continue to enhance our services and
performance

Allows us to understand our community’s needs
Helps to identify what we are doing well

You can let us know your compliment or feedback by contacting
VVEK

Online, submitting a form on our website
Phone

Mail

Email

A Council Office

We will measure our performance by customer surveys,
customer feedback and monitoring of our performance through
various Council reporting systems. We will use these measures to
improve our levels of service on our path to customer experience
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Service Charter

Our commitment
to you



Our service standards

Timely and responsive communication is vital to creating a great
customer experience. We commit to delivering the service
standards below:

Online
Website www.cairns.qld.gov.au
App My Cairns via App Store or Google Play

When you submit an online request form, we endeavour for a
system generated acknowledgement to be received
immediately.

Our website and My Cairns App are available 24 hours, 7 days a
week.

In writing
Email council@cairns.qld.gov.au
Mail Cairns Regional Council

Po Box 359 Cairns QLD 4870

We will acknowledge your request within five working days.
Matters requiring a substantive response should be completed
within 20 working days.

Phone 1300 69 22 47

We will attempt to answer 85% of calls within 60 seconds. If you
leave a message for a Council Officer, we will attempt to
contact you within one working day. An after-hours service is
available outside standard working hours.

Social media
Facebook www.Facebook.com/CairnsRegionalCouncil
Instagram  www.instagram.com/cairnscouncil

We endeavour to respond via our social media platforms as
soon as possible. We will respond to specific questions via
comments and direct messages on our social media
platforms within five working days.

In person Our Council office locations and opening
hours can be found on our website
www.cairns.gld.gov.au
or by calling on 1300 69 22 47.

We know how important it is for expectations to be set upfront
about the timeframes of our processes and services. Where
appropriate and possible, we will provide you a reference
number and the standard timeframes.

OUR VISION
SHAPING THE FUTURE

OUR VALUES OUR FOCUS

01 ROBUST ECONOMY
Supporting a diversified and resilient economy that backs
@ business innovation, growth and jobs.

TRUST RESPONSIBILITY CAIRNS-NESS Promoting, protecting and enhancing our iconic natural
Henouring the trust Transparency Safeguarding environment now and for generations to come.

of our residents, and responsibility what makes Cairns,

each other and staff. £0 our community. Cairns.

e

— DESIGN FOR LIVEABILITY
Creating a safe, sustainable and connected place that supports
a quality life.

OUR SERVICE CHARTER

COMMURNITY & CULTURE
Fostering a vibrant and healthy community where everyone

feels they belong.

Cairns Regional Council's Service Charter is a statement of our
commitment to our community to provide you with a positive
customer experience with a clear framework of standards and
expectations. It is driven by our customers’ expectations translated into

Our Corporate Plan 2021 - 2026, with its vision, five strategic goals and
values.

FOCUSED COUNCIL
Being a leader in local government.

Community engagement

Council is committed to engaging the community in our decision-
making processes. To find out more about how you can have your say,
visit https://www.cairns.qld.gov.au/council/projects-and-
priorities/have-your-say.

Service request or complaints?

A service request is a request for Council to act or provide information
or advice. A complaint may arise if you are not satisfied with our
standards or service, or you believe we have made an error. We
recognise that some complaints can be more complex or involve
multiple areas across Council and may not be able to be resolved
through our standard contact channels. In these instances, more
information can be found on our website
https://www.cairns.qgld.gov.au/council/contact-us/complaints-
disclosures#
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