Whanganui
District Council

Customer
Care

Kia ora
Nau mai, haere mai
This Customer Care brochure sets out
clearly and simply the standards of
service all our customers can expect to
receive.
It is part of our ‘whole of Council’
commitment to be recognised as a
provider of consistently outstanding
customer service.
We take customer service seriously
and have committed through our
Leading Edge vision to partner with
our community - creating a flourishing,
connected and united district that truly
works for everyone.
This means that we will be as enabling
as possible when we work with
you and will look for improvement
opportunities where we can. We want to
be innovative and ahead of the game.

As our customer you can
expect us to…
•

Deliver professional and friendly service.

•

Be timely – and let you know how long things will
take. Ensure accurate information is provided in a
timely manner.

•

Respect and protect the integrity and privacy of
your information.

•

Offer options for accessing our information and
services.

•

Advise you of our policies, processes and strategies
and how these might affect you.

•

Tailor our quality service to your needs as part of
our Leading Edge vision.

•

Be cost effective.

•

Be enabling – reducing ‘red tape’ if possible.

•

Use plain language.

Our commitment to
you is to…
•
•

Treat you with courtesy and respect.

•

Be a customer-focused organisation (this is a key
priority for all our staff).

•

Respond to your queries promptly (whether you
make contact in person, by telephone, through the
website or via mail, e-mail or social media).

•

Take responsibility for ensuring you reach the
most appropriate person to help you.

•

Ensure you understand the information we are
providing.

•

Apologise if we make a mistake and work to make
it right.

•

Ask you how we are doing – for example, we
regularly survey our customers and invite written
feedback.

•

Provide avenues for you to make a complaint and
pay a compliment.

•

Value and respect the diversity of our customers
and try to meet their individual needs.

•

Work in partnership with other community
organisations where possible.

•

Provide opportunities for you to get involved and
provide feedback – for example, through Council
or community meetings, surveys and public
consultation.

•

Keep you up-to-date and informed about what
Council is doing – for example, in the media,
through Facebook or on the Council website.

Keep you informed of the progress of your enquiry.

To make things quicker and
easier here is how you can help
us to help you…
•

Tell us what your requirements are.

•

Provide us with accurate and complete information
(receipt of accurate and complete information
will make things move more quickly – but we will
work with you to make sure you know what these
expectations are beforehand).

•

Treat us politely and with respect.

•

Be patient, we will always work to keep waiting
times to a minimum.

•

Respect the rights of other customers.

•

Work with us to solve problems.

•

Ask us if you are not sure about anything we have
told you.

•

Carefully read any information we provide you
with.

•

Be on time for any appointments and let us know if
you need to cancel or postpone.

•

Let us know if you need an interpreter or
information in other formats (for example, if you
are hearing or sight impaired).

Your feedback is
important to us…
We are passionate about what we do
and we are here to help you. We would
love your views and suggestions on
what we do well and what we could do
better. More information on providing
feedback is available at
www.whanganui.govt.nz/customer-care

