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Service Provider Specific - In person (face to face): standards and business rules

Objective: To improve our professionalism when dealing with our customers in person

	Standards
	Business rule
	Behaviours

	Adhere to personal grooming, uniform and dress code standards. 
	All external-customer (public) facing staff, including all counter staff, to wear a uniform at all times (if issued).
	

	
	All staff who deal with the public (including meetings at other venues, site inspections, on-street etc.) are to wear their name badge as per the City of Melbourne policy and be appropriately groomed.
	

	
	All vehicles used for City of Melbourne business are to be clearly branded to easily identify working partnership.
	

	Ensure customers are acknowledged promptly and are made to feel welcome. 
	Acknowledge all customers within 20 seconds. 
	Welcome customers with a smile, eye contact and a verbal greeting. 

	
	
	If you receive a request from a City of Melbourne staff member to assist servicing a customer, display a willingness to assist your colleagues and the customer by acting as quickly as possible and taking ownership of the request. 

	Engage with the customer and develop rapport, treating them with respect and attempting to make their contact as enjoyable an experience as possible. 
	
	Match your rate and tone of speech with the customer, avoid jargon and acronyms and avoid casual language.

	
	
	Actively listen, take mental notes and paraphrase to show understanding.

	
	
	Project confidence in your voice when answering the customer’s request.

	Endeavour to resolve the customer’s inquiry at first point of contact. 
	All attempts to be made to either answer the customer’s inquiry/request at first point of contact or refer the customer to the City of Melbourne Contact Centre.
	When responding to a customer ensure all questions/issues are addressed to minimise need for follow up. 

	
	All staff who deal with the public (including meetings at other venues, site inspections, on-street etc.) are to carry City of Melbourne Customer Relations business cards to offer customers requiring further assistance. 
	

	Always adhere to target resolution date on a Pathway service request or AssetMaster Work Order.

(applies to all contractors who have access to Pathway Customer Service system and/or AssetMaster)


	Upon completion of works provide a response to the customer (or depending on contract, provide your City of Melbourne contract manager with suitable information to allow a response to the customer) if indicated as a requirement by the customer.
	Even if not requested, a follow up contact with the customer (by the contractor or contract manager responsible for the works) upon completion of works is City of Melbourne practice.

	Keep the customer informed of what is required to resolve their query and when it is likely to be resolved.
	If the customers’ inquiry cannot be resolved immediately the contractor must advise either the customer directly or City of Melbourne contract manager: 

- the person/company responsible for resolving the inquiry 

- a timeframe for when the inquiry will be resolved 

- that it may be resolved via one of the other contact methods (e.g. phone, email etc).
	We are to attempt to resolve all customer requests for service within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	
	
	It is the responsibility of the contractor or City of Melbourne contract manager that is responsible for the service to keep the customer up to date on the progress of their inquiry and advise of an anticipated timeframe if it cannot be completed within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	Use available corporate systems accurately and apply to corporate policies and procedures. 

(applies to all contractors who have access to Pathway Customer Service system, AssetMaster, CoMPASS, CoMWeb, Grange, HardCat, Pathway Animal Management, SalesForce CRM)
	Provide customer with a receipt or reference number (where possible)
	Utilise all available corporate tools/systems (where supplied) to fully resolve a customer inquiry.

	Ensure City of Melbourne is represented in a positive and professional manner during all interactions. 
	Customer-facing signage is to be clearly branded to easily identify working partnership and not handwritten.
	All public counters and customer contact areas to be well signed and easy to locate.

	
	
	All customer-facing signage must contain professional and spell checked wording.

	
	
	Brochures and information materials are maintained at sufficient levels, neatly displayed and in good condition.

	
	
	All signage to adhere to the City of Melbourne style guide

	
	In all Customer Contact areas, food and drink must be consumed out of public view
	Be proactive – report any on-street issues via the City of Melbourne Contact Centre or security control (contract dependent)

	
	If a customer wishes to make a formal complaint pass on the customer contact details and a summary of their complaint to the relevant City of Melbourne contract manager for follow up through the Complaints Resolution Policy. 
	

	Formal complaints are handled appropriately and according to City of Melbourne policy
	
	If the customer makes a formal complaint, thank the customer for bringing the matter to our attention and assure their concerns will be addressed. 


Service Provider Specific - Telephone: standards and business rules

Objective: To improve our professionalism when dealing with our customers over the telephone
	Standards
	Business rules
	Behaviours

	Answer phone calls promptly using the appropriate greeting. 
	All calls should be answered as though the customer has called the City of Melbourne directly or one of its service partners. You must introduce yourself on all calls.  If dedicated number
“City of Melbourne, this is Sally” 

“Citywide, this is John”
	Sound enthusiastic when conversing with our customers. Reach out to the customer by including emotion in the tone of your voice. 

	
	All landline calls are answered within three rings (excludes staff actively serving customers at customer service desks and calls through an automated service)

All mobile phones calls to be answered before diverting to message bank where possible. 
	

	
	Landline phones to be staffed during contracted business hours (voicemail procedure to be followed during unusual or extreme circumstances)
	

	Staff are to endeavor they are contactable to assist customers during contracted hours. 
	When working your rostered hours, your telephone line is kept open to take calls. Do not put your phone on diversion or leave the phone off the hook.
	

	
	Staff member to nominate a member of their team to answer their telephone if unavailable to take calls (either divert or group pick-up). 
	

	
	If no team members are available to take calls on your behalf, calls are to be diverted to the teams receptionist or administration staff. 
	

	
	If a staff member is away sick it is the responsibility of their manager to ensure their phone is diverted to another person who can assist during their absence.
	

	Voicemail is to be used sparingly, with your voicemail message updated regularly to reflect your availability. 
	Calls to be diverted to voicemail only when no one else is available to take calls on your behalf. 
	

	
	Voicemail message to include: 
· staff member full name 
· alternate contact 

	

	Manage the usage of your mobile phone effectively (where supplied).
	Maintain confidentiality of our customers personal information at all times, especially when talking on mobile phones.
	If you are away from your desk and still able to receive calls, divert your telephone to your mobile telephone (where supplied).

	
	Minimise the duration of calls on your mobile telephone to avoid costs to the caller.
	

	
	The City of Melbourne Customer Contact Centre phone number to be stored in all work supplied mobile phones (03 9658 9658)
	

	End phone calls using an appropriate closing.
	
	Use an appropriate closing to the call such as 'thank you for calling'.

	
	
	If a formal complaint, thank the customer for bringing the matter to our attention.

	Engage with the customer and develop rapport, treating them with respect and attempting to make their contact as enjoyable an experience as possible. 

	When transferring a call, inform the customer who you are transferring them to if staff member is unknown to them.
	Project confidence in your voice when answering the customers request.

	
	When transferring a call, ensure you call through to the new recipient (advising them of the customers name and an outline of the issue) before connecting the customer. If there is a delay in contacting the correct recipient, keep the customer informed of the progress of their transfer.
	Match your rate and tone of speech with the customer, avoid jargon, acronyms and casual language.

	
	Ask customers if they mind waiting before placing them on hold.
	Listen to the customer and gain an understanding of their request.

	
	
	Every effort should be made to ensure the customer is transferred only once during their entire call to the City of Melbourne.

	
	
	If you receive a request from a City of Melbourne staff member to assist servicing a customer, display a willingness to assist your colleagues and the customer by acting as quickly as possible and taking ownership of the request.

	Endeavour to resolve the customer’s inquiry at first point of contact. 
	For any enquiries received direct from the public, every attempt must be made to either answer the inquiry/request at first point of contact or refer the customer to the City of Melbourne Customer Contact Centre (03 9658 9658)
	When responding to a customer ensure all questions/issues are addressed to minimise need for follow up. 

	Always adhere to target resolution date on a Pathway service request or Scheduled End date on a AssetMaster Work Order.
(applies to all contractors who have access to Pathway Customer Service system and/or AssetMaster)
	Upon completion of a customers request for service provide a response to the customer (or depending on contract, provide your City of Melbourne contract manager with suitable information to allow a response to the customer) if indicated as a requirement by the customer.
	Even if not requested, a follow up contact with the customer (by the contractor or contract manager responsible for the works) upon completion of their request for service is City of Melbourne practice.

	Keep the customer informed of what is required to resolve their query and when it is likely to be resolved. 
	If the inquiry cannot be resolved immediately we must advise the customer: 

- the area responsible for resolving their inquiry

- a timeframe for when the inquiry will be resolved 

- that they may be contacted via another contact method (eg phone, email, mail etc).
	We are to attempt to resolve all customer requests for service within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	
	
	It is the responsibility of the contractor or City of Melbourne contract manager that is responsible for the service to keep the customer up to date on the progress of their inquiry and advise of an anticipated timeframe if it cannot be completed within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	Use available City Of Melbourne systems accurately and apply to City Of Melbourne policies and procedures. 

(applies to all contractors who have access to Pathway Customer Service system, AssetMaster, CoMPASS, CoMWeb, Grange, HardCat, Pathway Animal Management)
	Provide customer with a receipt or reference number (where possible)
	Utilise all available City Of Melbourne tools/systems (where supplied) to fully resolve a customer inquiry.


	
	All telephone messages whether sent to you via Pathway, voicemail, email or a colleague are to be returned within one working day.
	

	Ensure City of Melbourne is represented in a positive and professional manner during all interactions. 

	If a customer becomes abusive, threatens your person or is using foul or aggressive language you may terminate the call only after you have stated that such language makes you uncomfortable and the language persists.
	If the customer makes a formal complaint, thank the customer for bringing the matter to our attention.


	
	If you terminate a customer call due to abusive, foul or aggressive language or they made threats against you personally, you must record the time, date, the customer identification details and other details of the phone call. Advise your manager and contract manager as soon as possible.
	Be proactive – report any on-street issues via the City of Melbourne Contact Centre or security control staff (contract dependent)

	
	If a customer makes comments of an obscene or violent nature you may terminate the call immediately.
	

	
	If you terminate a customer call due to comments of an obscene or violent nature you must record the time and date and other details of the phone call including if the customer identified themselves. Advise your people manager as soon as possible.
	

	
	If the customer makes physical threats to the organisation or to property, refer to the City of Melbourne threat checklist. Do not terminate the call.
	

	Formal complaints are handled appropriately and according to City of Melbourne policy
	If a customer wishes to make a formal complaint pass on the customer contact details and a summary of their complaint to the relevant City of Melbourne contract manager for follow up through the Complaints Resolution Policy.
	If the customer makes a formal complaint, thank the customer for bringing the matter to our attention and assure their concerns will be addressed.


	For Service Providers who receive and action Pathway Service Requests (without AssetMaster linking)

	Customer call-back requests are to be responded to within the set target resolution date (TRD). 
Cont. Customer call-back requests are to be responded to within the set target resolution date (TRD).
	All customer call-back request service requests (of type CCB01) are to be actioned and closed within one working day.
	

	
	All call-back request service requests (of type CCB02) are to be actioned and closed within 10 working days.
	

	
	When actioning the call-back request and the customer is unavailable but a message can be left it is suitable to do so, leaving your direct line and then close the request. Notes are to be left on the request outlining the message left and time of attempted contact.
	

	
	The status field on a service request is to accurately reflect what action has/is being taken on the request.
	

	
	When actioning the call-back request, the customer is unavailable and no message facility exists a minimum of two attempts, with a maximum of four must be made prior to closing the request. Notes are to be left on the request detailing the time of each contact attempt.
	

	
	 Staff who are assigning a service request to another staff member should are to change the status to reassigned before they save the changes to the actioning officer.
	

	
	Once a service request has been closed it should not be reopened.
	

	
	If on leave: 

- The person covering you should regularly check the customer service requests inbox and type in your user ID to see if any requests have been assigned to you. 

- Delegate your Outlook mailbox access to the person covering you, so they can then check your inbox for any Pathway emails 

- Set-up the Outlook rules wizard for any Pathway emails sent to you with 'allocation', 'added note', 'reminder' or 'escalation' in the subject line. This will allow for the emails to be automatically forwarded to the person covering you.
	

	
	If you are taking extended leave (more than one month) you should notify all staff in your team of your leave and also request your contract manager to lock your Pathway account so no service requests can be allocated to you.
	

	
	If actioning officer is on unplanned leave the person covering the leave should contact the customer themselves and action the service request according to business rules. If it is currently a CCB01 service request, change the service type code to CCB02 and add notes on the request to advise reason for the change being made. This action will change the target resolution date to 10 working days instead of one working day.
	

	
	If a customer wishes to make a formal complaint pass on the customer contact details and a summary of their complaint to the relevant City of Melbourne contract manager for follow up through the Complaints Resolution Policy.
	


Service Provider Specific - Writing (mail and fax): standards and business rules

Objective: To improve our professionalism when dealing with our customers via mail and fax.
	Standards
	Business rules
	Behaviours

	Log incoming letter/fax from customers in Pathway whenever possible.

(applies to all contractors who have access to Pathway Customer Service and Hummingbird Document Management system)
	If the content of the letter/fax relates to a Pathway service type code it must be logged accordingly and the scanned letter/fax attached via the City of Melbourne’s document management system (DM hummingbird). 
	

	
	Any written responses to the customer, either by email, fax or mail, are to be saved into DM and attached to the service request. 
	

	
	Any verbal responses are to be documented in the notes of the service request.
	

	Endeavour to resolve the customer’s inquiry at first point of contact. 
	All attempts to be made to either answer the customer’s inquiry/request at first point of contact or refer the customer to the City of Melbourne Contact Centre.
	When responding to a customer ensure all questions/issues are addressed to minimise need for follow up. 

	Always adhere to target resolution date on a Pathway service request or AssetMaster Work Order.

(applies to all contractors who have access to Pathway Customer Service system and/or AssetMaster)
	Upon completion of works provide a response to the customer (or depending on contract, provide your City of Melbourne contract manager with suitable information to allow a response to the customer) if indicated as a requirement by the customer.
	Even if not requested, a follow up contact with the customer (by the contractor or contract manager responsible for the works) upon completion of works is City of Melbourne practice.

	Keep the customer informed of what is required to resolve their query and when it is likely to be resolved.
	If the customers’ inquiry cannot be resolved immediately the contractor must advise either the customer directly or City of Melbourne contract manager: 

- the person/company responsible for resolving the inquiry 

- a timeframe for when the inquiry will be resolved 

- that it may be resolved via one of the other contact methods (e.g. phone, email etc).
	We are to attempt to resolve all customer requests for service within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	
	
	It is the responsibility of the contractor or City of Melbourne contract manager that is responsible for the service to keep the customer up to date on the progress of their inquiry and advise of an anticipated timeframe if it cannot be completed within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	Acknowledge or resolve customer letters and faxes within 10 working days. 
	Letters and faxes to be responded to within our set service level agreement of 10 working days.
	Use the most appropriate channel (mail, fax, email, phone) to acknowledge customer request. Consider phone or email contact for a more prompt response to the customer. 

	Assess the urgency of the inquiry and prioritise accordingly.
	If the issue cannot be resolved within 10 working days, an acknowledgement is to be sent advising the customer within the ten working days. The response should outline the person/company responsible for resolving the inquiry and a realistic timeframe for its resolution – using the target resolution date (Pathway – TRD, AssetMaster – Scheduled End date)  as a guide (where Pathway/AssetMaster access is available).
	Be proactive – contact the customer to gain further information if required.

	Ensure correspondence is of consistent content and visual quality. 

	All staff to adhere to the City of Melbourne style guide when responding to customer letters/faxes.
	

	
	City of Melbourne approved templates to be used when responding to customers (where provided).
	

	
	Hand-written envelopes are not acceptable (except for internal mail).
	

	
	All envelopes to be addressed in accordance to the standards outlined in the Australia Post Clean Mail Service Guide and Clean Mail addressing guidelines.
	

	Direct all customer contacts to the City of Melbourne corporate channels.
	Staff to promote the City of Melbourne corporate channels as the preferred method of contact for our customers.
(Refer back of Customer Service Charter for comprehensive list of Corporate Channels)
	

	Use available corporate systems accurately and apply to corporate policies and procedures. 

(applies to all contractors who have access to Pathway Customer Service system, AssetMaster, CoMPASS, CoMWeb, Grange, HardCat, Pathway Animal Management)
	Ensure all customer details are valid and up to date. (where Pathway access is available).
	Cross reference details against the Pathway name and address register (NAR) wherever possible. Ensure our systems are updated if contact details are out-of-date (where Pathway access is available).

	
	Provide customer with a receipt or reference number (where possible)
	Utilise all available corporate tools/systems (where supplied) to fully resolve a customer inquiry.

	Formal complaints are handled appropriately and according to City of Melbourne policy
	If a customer wishes to make a formal complaint pass on the customer contact details and a summary of their complaint to the relevant City of Melbourne contract manager for follow up through the Complaints Resolution Policy.
	If the customer makes a formal complaint, thank the customer for bringing the matter to our attention and assure their concerns will be addressed.


Service Provider Specific - Writing (email): standards and business rules

Objective: To improve our professionalism when dealing with our customers via email.

	Standards
	Business rules 
	Behaviours

	Log incoming emails from customers in Pathway whenever possible.
(applies to all contractors who have access to Pathway Customer Service and Hummingbird Document Management system)
	If the content of an email relates to a Pathway service type code it is to be logged accordingly and the email attached via the City of Melbourne’s document management system (DM hummingbird). 
	

	
	Any written responses to the customer, including email, fax or mail, are to be saved into DM and attached to the service request.
	

	
	Any verbal responses (over the phone) are to be documented in the notes of the service request.
	

	Respond to emails from internal customers promptly, with the assumption that an external customer may be affected by your response time.
	Internal customer emails to be responded to within two working days.
	

	
	If staff are unable to respond to an internal customer email request within two working days, an acknowledgement email is to be sent advising the sender of a realistic timeframe for when a response can be expected (includes out of office message).
	

	
	If an email has been received from an internal customer which you are unable to assist with, staff to advise the sender of the email the person or work area who can assist with there inquiry (if known) within two working days.
	

	Endeavour to resolve the customer’s inquiry at first point of contact. 
	All attempts to be made to answer the customers email at first point of contact.
	When responding to a customer ensure all questions/issues are addressed to minimise need for follow up. 

	Acknowledge or resolve customer emails within two working days. 
	Emails must be responded to within our set service level agreement of two working days.
	Use the most appropriate channel (mail, fax, email, phone) to acknowledge customer request. Consider phone or email contact for a more prompt response to the customer. 

	Keep the customer informed of what is required to resolve their query and when it is likely to be resolved. 
	If the inquiry cannot be resolved immediately we must advise the customer: 

- the area responsible for resolving their inquiry

- a timeframe for when the inquiry will be resolved 

- that it may be resolved via one of the other contact methods (eg phone, email etc).
	We are to attempt to resolve all customer requests for service within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	
	
	It is the responsibility of the contractor or City of Melbourne contract manager that is responsible for the service to keep the customer up to date on the progress of their inquiry and advise of an anticipated timeframe if it cannot be completed within the timeframe (Pathway – TRD, AssetMaster – Scheduled End date) specified for that service.

	Assess the urgency of the inquiry and prioritise accordingly.
	If emails cannot be resolved within two working days, an acknowledgement is to be sent advising the customer within the two working days. The letter should outline the work area responsible for resolving the inquiry and a realistic timeframe for its resolution – using the Pathway target resolution date (Pathway – TRD, AssetMaster – Scheduled End date) as a guide (where Pathway/AssetMaster access is available).
	Be proactive – contact the customer to gain further information if required.

	Always adhere to target resolution date on a Pathway service request or AssetMaster Work Order.

(applies to all contractors who have access to Pathway Customer Service system and/or AssetMaster)
	Upon completion of works provide a response to the customer (or depending on contract, provide your City of Melbourne contract manager with suitable information to allow a response to the customer) if indicated as a requirement by the customer.
	Even if not requested, a follow up contact with the customer (by the contractor or contract manager responsible for the works) upon completion of works is City of Melbourne practice.

	Ensure correspondence is of consistent content and visual quality. 
	All staff to adhere to the City of Melbourne style guide when responding to customer emails. 
	

	
	City of Melbourne approved templates to be used when responding to customers (where provided).
	

	Direct all customer contacts to the City of Melbourne corporate channels. 
	Staff to promote the City of Melbourne corporate channels as the preferred method of contact for our customers.
(Refer back of Customer Service Charter for comprehensive list of Corporate Channels)
	

	Use available corporate systems accurately and apply to corporate policies and procedures. 

(applies to all contractors who have access to Pathway Customer Service system, AssetMaster, CoMPASS, CoMWeb, Grange, HardCat, Pathway Animal Management)
	Ensure all customer details are valid and up to date. (where Pathway access is available).
	Cross reference details against the Pathway name and address register (NAR) wherever possible. Ensure our systems are updated if contact details are out-of-date (where Pathway access is available).

	
	Provide customer with a receipt or reference number (where possible)
	Utilise all available corporate tools/systems (where supplied) to fully resolve a customer inquiry.

	Formal complaints are handled appropriately and according to City of Melbourne policy
	If a customer wishes to make a formal complaint pass on the customer contact details and a summary of their complaint to the relevant City of Melbourne contract manager for follow up through the Complaints Resolution Policy.
	If the customer makes a formal complaint, thank the customer for bringing the matter to our attention and assure their concerns will be addressed.


