Toowoomba Regional Council
recognises that we exist to serve
you the ratepayer, resident, business operator or visitor.
You are our customer, a stakeholder in the business of local
government, and therefore the most important person to
step through the door, write a letter, ring or send an email.

We are committed to being a vibrant, culturally diverse,
environmentally rich and economically dynamic region that
embraces the future while respecting the past.

To achieve this vision, we need to work with the community
to lead with good governance and sustainable practices.

Through good governance and community participation,
we will strive to deliver and maintain professional and
responsive standards of service to ensure we offer value for
money to our customers.

Excellence in service delivery is promoted by the five TRC
themes of:

1. care

2. customer focus

3. consistency

4. communication and

5. continuous improvement

We have a public commitment to deliver what we promise
and provide you with a clear understanding of what you can
expect from us. Our staff are provided with clear standards
and expectations to deliver what we promise. We will report

to you on how well we deliver the promises contained herein.

Getting in contact with the right person the first time is
important. When you contact us you can expect to be treated
professionally with honesty, courtesy, fairness and respect.

Our commitment/promise to you is that we will:
«  provide you with prompt and convenient access to
our services

« listen to and discuss fully your issue

«  respect your privacy and protect your personal
information

«  take ownership of your issue

«  provide you with clear, accurate, consistent and complete
information that is easy to understand

« keep you informed of any further actions required
and outcomes

«  fix our mistakes willingly

« have well trained and professional staff to assist you, and

«  constantly be looking for ways to improve our service
to you.

You can help us keep our promise by:

«  treating our staff with courtesy and respect

« being open and factual, and providing as much accurate
information as possible in your dealings with us

« working with us to find solutions, and

«  providing us with feedback about your customer
experience.

CLIFTON 95 King St, Clifton

CROWS NEST 25 Emu Creek Rd, Crows Nest
GOOMBUNGEE Mocatta St, Goombungee
GREENMOUNT 54 Hodgson St, Greenmount
HIGHFIELDS O’Brien Rd, Highfields
MILLMERRAN 2-16 Campbell St, Millmerran
OAKEY 64 Campbell St, Oakey
PITTSWORTH 85 Yandilla St, Pittsworth
TOOWOOMBA 153 Herries St, Toowoomba

All service centres are open between the hours
of 8.45am and 4.30pm. For slight variations in
opening hours between service centres visit
www.toowoombaRC.qld.gov.au
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OUR COMMITMENT
TO YOU

Toowoomba Regional Council’s

Customer Promise



OUR SERVICE STANDARDS

‘\ We are committed to dealing
o with your telephone enquiries.

You can phone us at any of our customer service centres on:
Clifton 4697 4222

Crows Nest 4698 1155

Goombungee 4696 7900

Greenmount 4697 0200

Highfields 4630 8925

Millmerran 4695 1399

Oakey 4691 1388

Pittsworth 4619 8000

Toowoomba 4688 6611

For emergency services ONLY you can phone us 24 hours a
day, seven days a week on 1800 626 198.

We will:

« answer the phone weekdays between 8.45 am and 4.30
pmiin all service centres

«  strive to answer 80% of calls within 30 seconds or three
rings. When the lines are busy your call will be answered as
soon as an operator can get to you

+ answer your call politely and tell you who you are speaking
to and which section of council we are from

+ make every reasonable effort to provide the information
requested in a helpful and courteous way. Our customer
service staff can deal with most enquiries but in some
cases of a technical nature we will need to refer your call to
someone else.

When you pay a bill:

Council offers a variety of ways for you to pay your bills - from
customer service centres to over the internet. Refer to your
invoice for payment methods available.

We are committed to dealing with
your written correspondence.
You can write to us at:

Toowoomba Regional Council
PO Box 3021

Toowoomba Village Fair QLD 4350
251 You can submit an online enquiry or email us
' 24 hours a day, seven days a week by visiting
www.toowoombaRC.qld.gov.au and

clicking on ‘contact us’or you can

email info@toowoombaRC.qld.gov.au

We will endeavour to:

« acknowlegde receipt of your contact within two
working days.

« answer all letters, faxes and emails within 15 working days.
If your request is complex or the information unavailalable,
we will advise you when an answer can be expected.

We will:
+  Write clear, concise letters using everyday language.

When you call into the
Customer Service Centres:

« Customer service centres provide general information on
council services including account payments.

+  service centres, sometimes by appointment with a
professional, also provide information and professional
advice on topics such as local laws, licences and permits.

+ there are nine customer service centres at Clifton, Crows
Nest, Goombungee, Greenmount, Highfields, Millmerran,
Oakey, Pittsworth and Toowoomba.

«  for locations and opening hours visit
www.toowoombaRC.qld.gov.au

We will:

«+ attend to you promptly. Our aim is not to keep you waiting
more than five minutes.

« acknowlegde your arrival within 3 minutes during busy times
and serve you when it's your turn.

+ arrange an appointment with specialist staff if your enquiry is
complex and keep our appointments

KEEPING YOU INVOLVED

We are committed to being an organisation focused on
good governance and community participation.

We are committed to being clear and open in reporting
council decisions and programmes. Residents and

ratepayers can access information about council’s activities

and services through a number of sources including

annual budget and corporate plans, annual reports, council

minutes, the local media, council’s quarterly newsletter,
brochures, direct mail leaflets and council website.

+  we will seek to understand your needs and provide
opportunities for input into key decisions.

+  we are committed to providing you with clear and
relevant information, consulting with you on major
issues affecting the future of the region, considering
your views and reporting back to you on decisions
made and the reasons why.

+ our Action 2050 Community Visioning Project and
the new regional Planning Scheme preparation
provide ongoing opportunities for you to be informed
and involved in future direction for the region. For
information about how you can have your say visit
www.toowoombaRC.qgld.gov.au and follow the links
through Planning and Building to Major Projects.

In addition we are committed to use your local knowledge
and ideas to test new concepts, check our progress as an
organisation and ask for your comments in the design of
products and services.

WE VALUE YOUR FEEDBACK

We are always looking for ways to improve
a the way we deliver services and products to

you. Let us know about your customer service
experience so that we can both recognise and reward the

great service provided by our staff and/or take on board
suggestions on how we can do it better.

We encourage your feedback by:
Email: info@toowoombaRC.qld.gov.au
Website: visit www.toowoombaRC.qld.gov.au
and click on ‘Contact us’
Phone: 0746886611
Mail: PO Box 3021 Toowoomba Village Fair QLD 4350
Visiting: any of the customer service centres



